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1. AKTyaJTHOCT M 3HAYHMMOCT Ha M3cJIeABaHUs NPodiiemM

JlycepTalMOHHUAT TPYA € MOCBETEH Ha aKTyaJleH W 3Ha4yuM MpoOJeM KaKTo 3a TeOpHsTa Ha
yIpaBIECHUETO B TYpU3Ma, TaKka U 3a MpaKkTUKaTa Ha xoTeJckus ousHec B boarapus. Temara 3a
YIPaBJICHUETO HAa KAueCTBOTO B XOTEJIMEPCTBOTO € C 0cOOEHa BaXXHOCT B ChBPEMEHHUTE
YCIIOBHS Ha CHJIHO KOHKYPEHTHA Cpejia, BUCOKH MOTPEOUTENICKH OYaKBaHHsI, HApacTBAaIa POJIs
Ha JUTUTAJHUTE TEXHOJOTMH M 3aCHUI€H HATHUCK KbM YCTOMYMBOCT, €(EKTUBHOCT U
OpraHu3aloHHa ajantuBHocT. CaMara iucepTanus U3Xoxaa oT pa30MpaHeTo, 4e KayeCTBOTO
B XOTeJICKaTa yciayra He € CaMO XapaKTepUCTHKA Ha KpalHUs MPOAYKT, a CUCTEMEH pe3yiTar
OT YIPaBJIEHCKHU MOJXO/JI, OpTraHU3aIMOHHA KYJITYpa, CTaHAApTU3aIUs, U3MEpPBaHEe, KOHTPOJ U
HEMPEKbCHATO YCHBBPIICHCTBAHE.

AxTyamHOCTTa Ha pa3zpaboTkara ce 3acuiBa U OT (akTa, ye TA € HacoueHa KbM OBITapCKHs
KOHTEKCT, KBJETO INMpWIaraHeTo Ha KoHienmusaTa 3a Total Quality Management (TQM) B
XOTEIIMEPCTBOTO BCE OLIE HE € JOCTATHYHO U3CIIEIBAHO B ABJI00UMHA U HE € B €THAKBA CTEIICH
MHCTUTYIIMOHAIM3UPAHO B IIPAKTUKATA HA PA3IMYHUTE TUIIOBE XOTENIH. B TO31 CMUCHI TPy BT
uMa aMOMIuATa HE CaMO Ja aHAIM3UpPA CBHCTOSHUETO Ha mpoliemMa, HO W Ja HPEeAIoKH
TIPUJIOKUM MOJIeN 3a BHepsiBaHe Ha TQM B OBJITapcKu yCIOBUSL.

2. O0ma xapaKkTepucTHKA HA JUCEPTALIMOHHUS TPY]

[IpencraBeHUAT AUCEPTAIMOHEH TPYH € B 00m obem 169 cTpaHWi W BKJIIOYBA YBOJ,
U3JI0KEHHE B TPU IVIaBHU, 3aKJIIOUCHHE, U3II0JI3BAHA JIUTEpATypa, MPUIOKEHHS U JeKJIapanus 3a
OpUTHHAITHOCT. B cTpykTypara Ha u3cienBaHeTo ca BkmoueHd 3 durypu, 20 tabmumm, 13
nuarpamu u 9 npunoxenus. budnuorpadcekara cripaBka cbIbpxka 94 nuTepaTypHH U3TOYHHKA,
oT KouTO 12 Ha kupunuua U 82 Ha JaTUHUIIA.

CrpykTypara Ha TpyJa € siCHa U cJeBa OTHOCUTEIHO NOCJIeI0BaTENHA JIOTHKA. B mbpBa riasa
Ce€ pasriexaar TEOPETUYHUTE OCHOBU Ha YIPaBICHUETO HA KAYECTBOTO B XOTEIHEPCTBOTO.
Btopa rnaBa e mocBeTeHa Ha M3CJEIOBATENCKHS MOAXOJ 32 YCTAaHOBSBAHE ChCTOSTHUETO Ha
TQM B XOTEIMEPCTBOTO U MO 3aMUCHJ U3IBIHSABA POJIsiTA HA METOAOJIOTUYHO sapo. Tpera
rJIaBa TpEACTaBs MpwiokeHnero Ha TQM B OBITapCcKOTO XOTEIHWEPCTBO, aHaIM3a Ha
EMIIUPUYHUTE PE3YITATH, KAKTO U MPENOPHKH U HHTETPUPAH MOJIEI 3a BHEIPSBAHE.



Taka wmsrpageHara KOMIIO3MLMS € IPUHLMUIIHO yJa4dHAa, T KaTO OCUTYpsBa IIPEXOJ OT
TEOPETUYHOTO OCMHCIISTHE Ha MpoOjIeMa KbM HETOBOTO €MIIMPUYHO M3CIIEABAHE U MPUIIOKHO
MHTEPIPETHPAHE.

3. OneHka Ha 1HeJITa, 3aJa4HuTe, 00eKTa, MpeIMeTa U U3CJIeI0BATEeICKATA Te3a

Lenrta Ha AMCEPTALMOHHUS TPY[ € ICHO (hOpMYTUpaHa U € HacOUeHa KbM aHaJIN3 Ha CTEIIEHTa
Ha BHezpsiBaHe Ha TQM B ObJrapckuTe XoTeNnu, Ha (PaKTOpUTE, KOUTO BIUSST BHPXY HEroBaTa
e(eKTUBHOCT, KAaKTO W Ha OTPAKEHUETO My BbpPXY KauyeCTBOTO Ha YCIYTHUTE,
YIIOBJIETBOPEHOCTTa Ha KJIMEHTUTE, YCTOWYMBOCTTa M KOHKYPEHTOCHOCOOHOCTTa Ha
XOTeJNCKUTE opranu3anuu. PopMynrpaHu ca KOHKPETHU U3CIEA0BATEICKH 3a1a4H, Cpell KOUTO
CE OTKpOSIBaT CUCTEMAaTH3UPAHETO HAa TEOpPeTHYHUTe OcHOBM Ha TQM, aHamu3bpT Ha
CbBPEMEHHUTE TEHJCHIMH, pPa3pabOTBAaHETO Ha METOAOJIOTHYHA paMKa, MPOBEKIAHETO Ha
AQHKETHO MPOYYBAaHE M IBJIOOYMHHU MHTEPBIOTA, aHAJIU3BT HAa Ka3yCH OT OBJITapCKu XOTEIH,
pa3paboTBaHETO Ha MHTErpHpaH MojAed M (OpMyIMpaHEeTO Ha HAayYHH M TNPAKTHUYECKU
IIPUHOCH.

OOeKkThT Ha M3CIEABAHETO € XOTeluepckara MHAycTpus B bbarapus, pasrienaHa mpes
npu3MaTa Ha [peJU3BHKATENIICTBATAa MpEJ KadeCTBOTO, YCTOWYMBOTO pa3BUTHE W
KOHKYPEHTOCIIOCOOHOCTTA, a MPEAMETHT € IPUJIaraHeTo Ha MPUHIMITUTE U MHCTPYMEHTHUTE Ha
Total Quality Management B Obsirapckute XoTenu. M3cnenoBaTenckaTa Te3a € GopMyIupaHa
SCHO M TIOCJIEOBATEIHO 3alllUTaBa IMOCTAHOBKATa, Y€ CHCTEMHOTO mpmiarane Ha TQM B
XOTeJICKaTa WHAYCTPUS BOAM [0 TIO-BUCOKO KayecTBO HAa YCIYTUTE, IO-ToJsMa
YIIOBJIIETBOPEHOCT Ha KJIHMEHTUTE, TM0-100pa omnepaTHBHa e(QEeKTHBHOCT M MO-CHJIHA
KOHKYPEHTOCIIOCOOHOCT, KaTO €()eKTHBHOCTTA Ha TO3M ITOAXOJ 3aBHCH OT aJanTanusaTa Ha
TI00pH MPaKTHKH, U3MEPBAHETO Ype3 KIFOUOBH MOKA3aTEIH U MPEOIOJIIBAHETO HA CTPYKTYPHU
Y TEXHOJIOTHYHU Oapuepu.

Moxe n1a ce mpueme, 4ye MexIy TeMa, Lel, 3a]ja9i, 00CKT, IPEAMET U Te3a ChIECTBYBa 100pa
JIOTHYECKa ChIIaCyBaHOCT.

4. OneHka Ha TeopeTHYHATa pa3padoTKa

TeOpeTI/I‘IHaTa YacT Ha JUCCPTAMOHHUA TPYI 06XBaHIa OCHOBHHM KOHICHIHWH, MPUHIUIIN H
MOJIENIM Ha YIIPaBJIICHHETO Ha KaueCTBOTO M I'M OOBBP3Ba ChC CHEIM(UKATa HAa XOTeJICKaTa
nerHoct. [Ipocnenenu ca KiacM4ecKku MOCTAaHOBKU M ChBPEMEHHU MHTeprperanuu Ha TQM,
poJIsiTa Ha JIUJIEPCTBOTO, OPUEHTAIMATA KbM KJIMEHTA, POIIECHUSI [TOAX0/I, OpraHu3allMOHHATa
KyJATypa, CTaHAApTU3alMITa U U3MEpPBAaHETO Ha pe3ynratute. [1omoKHUTenHO BreyYaTIeHHE
MpaBU CTPEMEXBT 3a OOBBpP3BaHE Ha oOIIaTa TEOpPHS Ha KAYECTBOTO C OCOOEHOCTUTE Ha
XOTeJICKaTa yCllyTra KaTo HeMaTepraiHa, KOMIUIEKCHA U CHITHO 3aBHCHMA OT YOBEIIKHUS (PaKTOp
" OT KOOpAuHaNuATa MCXKIY PA3JIMUHU BbTPCIIHU IMPOLICCH. Tosa npuaaBa Ha U3CJIICABAHCTO
HeoOxouMaTa CEKTOpHA PEJIEBAHTHOCT.

Bropa rnmaBa chIIO chAbpkKa CHIIECTBEH MO 00€M KOHIIENITyalleH MaTepHall, CBbp3aH C
MPOLIECHO OPUEHTUPAHUS TOAXOJI, YIPAaBICHCKUTE MpuiokeHus Ha TQM, uHTerpamnusTa c



OpraHM3alliOHHAaTa KyJITypa, KakTo u u3MepBaHeTo Ha ycnexa upe3 KPI u KRI. Ot enna
CTpaHa, TOBa pa3llMpsiBa aHAJIWTUYHATA pamKa Ha Tpyaa. OT apyra cTpaHa, IMEHHO TYK Ce
IpOsiBIBA HU3BECTEH CTPYKTypeH JAucOamaHc, TbH KaTo TjaBaTa, OIpEJelIeHa KaTo
»METOJOJIOTUYHO AP0, ChABpPXKA 3HAYUTEICH AUl YHUCTO TEOPETUYHO M OIMCATEIIHO
M3JI0’KEHNUE, IPEIU 1a JOCTUTHE A0 CBhIIUHCKATa METOJOJIOTUS Ha U3CIICIBAHETO.

Karo [AJI0 TCOPCTUYHATAa OCHOBA HA AUCCPTAlUATA € PCIICBAHTHA HA TEMATa U ITOKa3Ba 1[06pa
OpuCHTAlHA B HpOGHGMaTI/IKaTa.

5. OueHka HA METOX0JIOTHATA U EMIIMPUYHOTO U3CJIeABAHE

MeTtoonornyHaTa paMKa Ha U3CJIEBAHETO € U3rpasieHa BbPXY CMECEH MOJXO, BKJIHOYBAILL
AQHKETHO IpOy4YBaHe, IMOJIyCTPYKTypUpaHM MHTEpBIOTA M Ka3yceH aHanu3. B Tekcra Ha
JUcepTanusiTa cé MOCOYBa, Y€ TO3M MOJAXOJ MMa 3a el JJa OCUTYpU IO-KOMIUIEKCHO U
MHOTOIUIaCTOBO pa30MpaHe Ha MPAKTUKHUTE IO YNpPaBIEHHE HAa KayeCTBOTO B OBIrapCKUTE
XOTEeJU, KaTO chYeTae KOJMYECTBEHO M3MEpBaHE Ha ONPEAETICHM IOKa3aTelId U KauyeCTBEHO
MHTEpIpPETHpPaHE HAa YIPABICHCKUTE HArJacH, OpraHu3allMOHHATA KYJITYpa U KOHTEKCTyaJIHUTE
0COOEHOCTH Ha XOTEJICKUTE OpraHU3aLIUH.

[TonoxurenHo cieaBa Ja ce OIEHM CTPEMEXbT Ha aBTOpa Ja M3I0JI3Ba METOIO0JOTMYHA
TPUAHTYJIAIMS U J]a U3BEJC EMIHUPUYHHUS aHAJU3 OTBBJ YHCTO OMUCATEIIHOTO aHKETHUpAaHE.
BxirouBaHeTo Ha MHTEPBIOTA M Ka3yCeH aHAJW3 MO MPUHIUI € MOIXOIAII0 3a TeMa OT TO3HU
TUI, ThH KAaTO YMNPABJICHHETO Ha KAa4eCTBOTO € HE CaMO CHCTEMa OT IOKa3aTesld, HO W
OpraHU3aIMOHHA TIPAKTUKA, KOSATO CJe/iBa Ja Obje aHAIM3MpaHa B pealHa MHCTUTYIIMOHATHA
cpena.

Hapen ¢ ToBa, IMEHHO B METOJIOJIOTUYHATA YACT C€ OTKPOSABAT U HAKOM ciaboctu. Ha mbpBO
MsCTO, M3JI0)KEHUETO BBB BTOpA IVIaBa M3IVIEKJA HA MECTa Pa3lOKbCAaHO, TbU KaTO Mpeau
PEaNHOTO MpEICTaBIHE HAa EMIIMPUYHUS TU3aliH CE pa3BUBAT OOIIMPHU TEOPETUYHH OIUCAHUS
Ha [TOJIXOAM, MHCTPYMEHTH U noka3aTtenu. ToBa oTciadbBa oKyca BbpXY pealHO IPUII0KEeHaTa
METOJIOJIOTHA M Ch3AaBa BIEYATICHUE 3a M3BECTHO Pa3MHUBAHE MEKIY KOHILENTyallHaTa U
u3cienoBaresnckara yact. Ha BTOpo MSCTO, B TeKCTa ce CIOMEHaBa pa3pabOTeH Ka3yCeH
IIPOTOKOJI, KOHTO CIOpEJ aBTOpa OCHUIypsBa  METOAOJOTMYHA  IPO3PAavyHOCT U
BB3IPOU3BOJUMOCT, HO TaKOBa IPUJIOKEHUE HE C€ OTKPUBA JOCTAaTBYHO SICHO Cpel
MIPWIOKEHUATA HA AMCEpPTALMOHHUA Tpyl. ToBa 3aTpynHsBa IPOCIEIMMOCTTAa HAa Ka3yCHUS
aHaJIU3 U OTpaHNYaBa METOAO0JOTMYHATA OTYETIMBOCT HAa U3CIIEABAHETO.

Te3un Oenexxku oOade He OTMEHSAT IIOJOKHATEIHATA OLICHKa 3a O6IJ_[I/I}I HN3CICA0BATCIICKH
3aMHUCDHI U 3a CTPEMCIKA KbM CMITMPHUYIHA 000CHOBAHOCT Ha aHAJIK3A.

6. Ouenka Ha pe3yJTaTUTEe M NIPUHOCHTE HA TMCEPTALMOHHUS TPYA
B aucepranmoHHus TpyA U B NpuApy’KaBalius ro aBropedepar ca (GopMylupaHud HayyHH,

HAaYYHO-IIPUJIOXKHNU W HNPAKTUKO-TIPHUIIOKHU TIPUHOCH. Cpez[ MMO-ChbIICCTBCHUTE PE3YJITATU
CJICABaA 1a C€ OTKPOAT: CUCTEMATU3NPAHCTO HA TCOPCTUIHHUTC OCHOBU Ha TQM B KOHTCKCTAa Ha



XOTeNnuepcTBoTO; 00BBp3BaHeTo Ha TQM c mpomecuus mnoaxon, KPI/KRI cucremure,
OpraHM3allMOHHATa KyJITypa U TEXHOJIOIMYHATa MHTErpalys; aHaJIu3bT HA IPUIOKEHUETO Ha
TQM B OBJITapCKUSI XOTEJICKH CEKTOP; KAKTO M Pa3pabdOTBAaHETO HA MHTETPHpPAH MOJENT 32
BHeapsiBaHe Ha TQM B ObArapcKuTe XOTEN!.

[IpakTHyeckata CTOMHOCT Ha TpyJa ce€ ChCTOM B ONUTa Ja ce€ MpeUIoKu pabdoTelra
yIpaBJIeHCKAa PaMKa, HAacOYeHAa KbM XOTEJCKHM MEHHUDKBPU, KOHCYITAHTH U OOYYUTEITHH
MHCTUTYLMHU. B TekcTa ce moguepraBa M NPUIOKUMOCTTA Ha MPEIJIOKEHNU MOJAEN KaKTo 3a
MaJK{ U HE3aBUCHUMH XOTENIM, Taka U 3a MO-TOJIEMU CTPYKTYpH, KOETO MOBMIIABAa HEroBaTa
MpaKkTH4ecKa aMOuIusl.

ChIeBpeMeHHO cliefiBa Jia ce 0TOeNeXH, 4e 3asBEHUTE MPUHOCH Ha MecTa ca (popMyJIHpaHu
TBBP/IE IIUPOKO M YACTHYHO CE TIPUITOKPUBAT C LIEIHTE, 3aa4NTE U OYaKBAHUTE PE3YJITaTH Ha
u3cienBaHeTo. B To3u cMuchi Ou OMIIO MOJIE3HO Te J1a ObJAT MO-SICHO pasrpaHUYeHU KaTo
TEOPETUYHH, METOJJOJIOTHYHH ¥ IPUIIOKHHU TPUHOCH. ToBa He 00e3CHIIBa MPHUHOCHUS XapaKTep
Ha Tpy/Ja, HO O¥ MOBHIIMIIO HAyYHATa MPEIU3HOCT Ha MPEICTABSIHETO.

7. llyOoamkanum U anpodanus

[To gucepTamMoOHHUS TPYI ca MPEACTABCHH MyOJHMKAIlMM W HAyYHU JOKJIAId, CBBP3aHU C
TEMaTHKaTa Ha KaueCTBOTO, CTAaHAAPTUTE HA 00CITY’KBaHE U YCTOMUYHMBOCTTA B XOTEITUEPCTBOTO.
Cpen TSX uMMa KakTO CaMOCTOSITEJIHM MyOJMKallMM Ha JOKTOpaHTa, Taka M ChaBTOPCKa
myOnuKanus ¢ Hay4Hus pbkoBoauTel. ToBa moka3sa, ue mpobieMaTHKaTa € MoJiydusia HaydHa
anpobanus 1 4e pe3yJaTaTuTe OT U3CIEABAHETO ca O MPEICTaBAHU MPeJ HayyHa ayIUTOPHSI.

8. KpuruyHu 0es1e’KKH M NpenopbKH

Hapen ¢ 6e3criopHuTe AOCTOMHCTBA HA TPyJa, MOraTt J1a Ob/IaT OTIPABEHU U HAKOU KPUTHUHU
oenexku. Ha mbppBO MsicTO, BBB BTOpa TIJlaBa, oNpejesieHa KaTo METOJOJOTHYHO SIpO Ha
JUcepTanusaTa, € BKIIOYEH 3HAYUTENeH 00eM TEOpeTHYEeH M OMUCATeNIeH MaTepHall, KOeTO
orcnabBa (oKyca BBPXY peaHO NPUIIOKEHATa HW3CIEAOBaTEICKa METOJOJIOTHS U TPaBU
M3JI0’)KEHUETO Ha MeCTa pa3nokbcaHo. Ha BTopo MsCTO, B METOJ0JI0OTMYHATA YACT CE CLIOMEHABa
pa3paboTeH Ka3yCceH NPOTOKOJ, HO HETOBOTO MPHJIOKEHHUE HE € JOCTATHUHO SICHO MPEJICTABEHO
Cpell MPUIOKEHHUSATAa Ha AUCEPTALMOHHUS TPYJ, KOETO 3aTpyAHsABa MpPOCIEAMMOCTTa Ha
Ka3ycHUsd aHanu3. Ha Tpeto MsicTo, eMOuUpUYHUST OOXBaT € HAcOueH IMpPEeAUMHO KbM
BHCOKOKATErOPUIUHU XOTEIM U KbM OpraHM3alid C Be€Ye HAJIIMYHU, Makap M HE BHUHAru
LSUIOCTHO PAa3BUTH, MPAKTUKM IO YIOPABICHUE HA KayeCTBOTO, KOETO OrpaHW4yaBa
BB3MOXKHOCTTA 32 TO-IIMPOKU 00O0OIIEeHHUsS 32 OBIATapcKus XOTEJICKU cekTop. Ha ueTrBvpTO
MSCTO, MPEACTAaBEHUTE Ka3yCH UMAT MO-CKOPO WIIFOCTPATHBEH XapakTep W ca M3rPaJIeHU 10
cxema ,,CUTyalusi — pelieHre — pe3yiarars, 6e3 I0CTaTbYHO pasrbpHAT OpPraHU3AIMOHEH U
U3CIIEA0BATEICKM KOHTEKCT, MOPaJud KOETO HE Pa3sKpuUBaT B I'bJIHA CTENEH AHATUTHUYHUS
MOTEHIIMAJ HAa Ka3yCHUS METO/I.

Mosxke na ce mpenopbya ChINO TIpH Objaema MyOJuKalMOHHA pean3alus Ha W3CJICIBAHETO
aBTOPBT Ja 3aCHJIM aHAIUTUYHOTO pasrpaHnyaBaHe Mexay TQM karo obmia ympaBieHCKa



¢unocopuss U KOHKPETHUTE MEXaHM3MH Ha HEWHOTO aJanTHpaHe KbM clenudukaTa Ha
XOTEJICKUTE YCIIyTu B bbarapus.

HampaBenure Oenexxku HUMaT MpPENOPBUUTETICH XapakTep M He TMPOMEHST olmiara
TIOJIOKUTETHA OIIEHKA 32 JUCEPTAI[MOHHUS TPY.

9. 3aka0ueHue

JlucepTaMOHHUAT TPYJ Ha TEMa ,,YNpaBJIeHHEe HAa Ka4eCTBOTO B XOTEJHEPCTBOTO B
Bouarapusi pasrnexja akTyajeH, 3HAUUM U MPaKTHUECKH PEJIEBAaHTEH HAaydeH IMpoOiieM.
JIOKTOpPaHTBT € TOJOKWJI CEPUO3HM YCWIMS 3a TEOPETHUYHO OCMHCISIHE Ha Temara, 3a
U3rpaKJaHe Ha M3CIIENOBATENCKa paMKa M 3a IMPOBEXKJIAHE HAa EMIMPUYHO H3CIENBAHE,
HACOYeHO KbM npuioxennero Ha TQM B Obirapckust XOTeICKH ceKTop. B Tpyna ce oTkposiBaT
CTpEMEX KbM CUCTEMHOCT, OPHEHTAallMs KbM INPHIOKUMOCT U KEJaHUE 3a ChUETaBaHE Ha
TeopeTndeH u practically oriented amanu3. Hammme ca pe3yntatu m NpuUHOCH, KOUTO JIaBaT
OCHOBAHHUE JUCEepTaLMITa 1a ObJE OLICHEHA ITOJIOKUTEIHO.

B®3 ocHOBa Ha ropen3I0KEHOTO JaBaM MOJIOKUTEIHA OlleHKA Ha JMCEPTALMOHHUS TPy
W TpeqiaraM Ha HeroBusi aBTop Bemmuka IlomoBa ma Obne mpuchAeHA HaydyHaTa U
oOpa3oBaTeniHa CTeneH ,,JOKTop” B podecruoHanHo Hanpasienue 3.9. ,, Typuzsm™.
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1. Relevance and significance of the research problem

The dissertation is devoted to a relevant and significant issue both for the theory of tourism
management and for the practice of the hotel business in Bulgaria. The topic of quality
management in the hotel industry is of particular importance in the contemporary context of a
highly competitive environment, high consumer expectations, the growing role of digital
technologies, and increased pressure towards sustainability, efficiency, and organisational
adaptability. The dissertation itself proceeds from the understanding that quality in hotel
services is not merely a characteristic of the final product, but a systemic result of a managerial
approach, organisational culture, standardisation, measurement, control, and continuous
improvement.

The relevance of the study is further reinforced by the fact that it is focused on the Bulgarian
context, where the application of the concept of Total Quality Management (TQM) in the hotel
industry has not yet been sufficiently studied in depth and has not been institutionalised to the
same extent in the practice of different types of hotels. In this sense, the work has the ambition
not only to analyse the current state of the problem, but also to propose an applicable model for
the implementation of TQM in Bulgarian conditions.

2. General characteristics of the dissertation

The presented dissertation has a total volume of 169 pages and includes an introduction, an
exposition in three chapters, a conclusion, references, appendices, and a declaration of
originality. The structure of the study includes 3 figures, 20 tables, 13 charts, and 9 appendices.
The bibliography contains 94 sources, of which 12 are in Cyrillic and 82 in Latin script.

The structure of the work is clear and follows a relatively consistent logic. The first chapter
examines the theoretical foundations of quality management in the hotel industry. The second
chapter is devoted to the research approach for establishing the state of TQM in the hotel
industry and, by design, serves as the methodological core. The third chapter presents the



application of TQM in the Bulgarian hotel industry, the analysis of the empirical results, as well
as recommendations and an integrated model for implementation.

The composition thus constructed is generally appropriate, as it provides a transition from the
theoretical conceptualisation of the problem to its empirical investigation and applied
interpretation.

3. Assessment of the aim, tasks, object, subject, and research thesis

The aim of the dissertation is clearly formulated and is directed towards analysing the degree
of implementation of TQM in Bulgarian hotels, the factors influencing its effectiveness, as well
as its impact on service quality, customer satisfaction, sustainability, and the competitiveness
of hotel organisations. Specific research tasks have been formulated, among which the
following stand out: systematising the theoretical foundations of TQM, analysing contemporary
trends, developing a methodological framework, conducting a survey and in-depth interviews,
analysing case studies from Bulgarian hotels, developing an integrated model, and formulating
scientific and practical contributions.

The object of the study is the hotel industry in Bulgaria, considered through the prism of the
challenges related to quality, sustainable development, and competitiveness, while the subject
is the application of the principles and tools of Total Quality Management in Bulgarian hotels.
The research thesis is clearly formulated and consistently supports the proposition that the
systematic application of TQM in the hotel industry leads to higher service quality, greater
customer satisfaction, better operational efficiency, and stronger competitiveness, with the
effectiveness of this approach depending on the adaptation of good practices, measurement
through key indicators, and overcoming structural and technological barriers.

It can be accepted that there is good logical coherence between the topic, aim, tasks, object,
subject, and thesis.

4. Assessment of the theoretical development

The theoretical part of the dissertation covers major concepts, principles, and models of quality
management and links them to the specific characteristics of hotel activity. Classical
propositions and contemporary interpretations of TQM are examined, as well as the role of
leadership, customer orientation, the process approach, organisational culture, standardisation,
and performance measurement. A positive impression is created by the author’s effort to
connect the general theory of quality with the specific features of the hotel service as intangible,
complex, and highly dependent on the human factor and on coordination between different
internal processes. This gives the study the necessary sectoral relevance.

The second chapter also contains a substantial amount of conceptual material related to the
process-oriented approach, the managerial applications of TQM, integration with organisational
culture, and the measurement of success through KPIs and KRIs. On the one hand, this broadens
the analytical framework of the dissertation. On the other hand, it is precisely here that a certain



structural imbalance becomes apparent, since the chapter defined as the “methodological core”
contains a significant share of purely theoretical and descriptive exposition before reaching the
actual research methodology.

Overall, the theoretical foundation of the dissertation is relevant to the topic and demonstrates
good orientation in the subject matter.

5. Assessment of the methodology and empirical research

The methodological framework of the study is built on a mixed approach, including a survey,
semi-structured interviews, and case study analysis. The dissertation text states that this
approach aims to provide a more comprehensive and multi-layered understanding of quality
management practices in Bulgarian hotels by combining the quantitative measurement of
certain indicators with the qualitative interpretation of managerial attitudes, organisational
culture, and the contextual characteristics of hotel organisations.

The author’s effort to use methodological triangulation and to move the empirical analysis
beyond purely descriptive survey research should be assessed positively. The inclusion of
interviews and case study analysis is, in principle, appropriate for a topic of this type, since
quality management is not only a system of indicators but also an organisational practice that
should be analysed in a real institutional environment.

At the same time, some weaknesses are also evident in the methodological part. First, the
exposition in the second chapter appears fragmented in places, since extensive theoretical
descriptions of approaches, tools, and indicators are developed before the actual empirical
design is presented. This weakens the focus on the methodology actually applied and creates
the impression of a certain blurring between the conceptual and research parts. Second, the text
mentions a developed case study protocol which, according to the author, ensures
methodological transparency and reproducibility, but such an appendix is not sufficiently
clearly identifiable among the appendices to the dissertation. This makes it more difficult to
trace the case study analysis and limits the methodological accountability of the study.

These remarks, however, do not negate the positive assessment of the overall research design
and of the effort to provide empirical grounding for the analysis.

6. Assessment of the results and contributions of the dissertation

The dissertation and the accompanying abstract formulate scientific, scientific-applied, and
practical-applied contributions. Among the more significant results, the following should be
highlighted: the systematisation of the theoretical foundations of TQM in the context of the
hotel industry; the linking of TQM with the process approach, KPI/KRI systems, organisational
culture, and technological integration; the analysis of the application of TQM in the Bulgarian
hotel sector; and the development of an integrated model for implementing TQM in Bulgarian
hotels.



The practical value of the dissertation lies in the attempt to propose a workable managerial
framework aimed at hotel managers, consultants, and training institutions. The text also
emphasises the applicability of the proposed model both to small and independent hotels and to
larger structures, which increases its practical ambition.

At the same time, it should be noted that the stated contributions are, in places, formulated too
broadly and partially overlap with the aims, tasks, and expected results of the study. In this
sense, it would be useful for them to be more clearly differentiated as theoretical,
methodological, and applied contributions. This does not diminish the contributory character
of the work, but it would increase the scientific precision of its presentation.

7. Publications and academic dissemination

Publications and scientific papers related to the topic of quality, service standards, and
sustainability in the hotel industry have been presented in connection with the dissertation.
Among them are both independent publications by the doctoral student and a co-authored
publication with the scientific supervisor. This shows that the topic has received academic
dissemination and that the results of the research have been presented to a scholarly audience.

8. Critical remarks and recommendations

Alongside the indisputable merits of the dissertation, several critical remarks may also be made.
First, the second chapter, defined as the methodological core of the dissertation, includes a
significant amount of theoretical and descriptive material, which weakens the focus on the
research methodology actually applied and makes the exposition fragmented in places. Second,
the methodological part mentions a developed case study protocol, but its inclusion is not
sufficiently clearly presented among the appendices to the dissertation, which makes the case
study analysis more difficult to trace. Third, the empirical scope is directed mainly towards
high-category hotels and organisations with already existing, although not always fully
developed, quality management practices, which limits the possibility of broader
generalisations about the Bulgarian hotel sector. Fourth, the case studies presented are rather
illustrative in nature and are built according to a “situation — solution — result” scheme, without
a sufficiently developed organisational and research context, which means that they do not fully
reveal the analytical potential of the case study method.

It may also be recommended that, in a future publication based on the study, the author
strengthen the analytical distinction between TQM as a general managerial philosophy and the
specific mechanisms of its adaptation to the particular characteristics of hotel services in
Bulgaria.

The remarks made are recommendatory in nature and do not change the overall positive
assessment of the dissertation.

9. Conclusion



The dissertation entitled “Quality Management in the Hotel Industry in Bulgaria” examines a
relevant, significant, and practically important scientific problem. The doctoral student has
made serious efforts to provide a theoretical conceptualisation of the topic, to build a research
framework, and to conduct an empirical study focused on the application of TQM in the
Bulgarian hotel sector. The work demonstrates a striving for systematicity, an orientation
towards applicability, and a desire to combine theoretical and practically oriented analysis.
There are results and contributions that provide grounds for the dissertation to be assessed
positively.

On the basis of the above, I give a positive assessment of the dissertation and propose that its
author, Velichka Popova, be awarded the educational and scientific degree “Doctor” in
Professional Field 3.9 Tourism.

Reviewer:
Assoc. Prof. Dr. Ilinka Terziyska

09/06/20226
Blagoevgrad
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