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I. AKTyajHoCT Ha TeMara W 00IIAa XAapPaKTEPUCTHKA HA

JUcCepTanuaTa

Temata Ha mpeyioKeHaTa 3a peleH3Usl TUCepTalus € akTyalHa M 3HauuMa. T e TSICHO
CBbp3aHa C yTBbPKJaBaHE Ha MMPaKTHKaTa 3a MPUIOKEHUE B XOTEIHEePCKUs ceKTop B brarapus Ha
NPUHIMIINTE U MHCTpyMeHTapuyMa Ha TortamHoto ympaeneHue Ha kadecTBoTo (Total Quality

Management (TQM) - nsiocTHa ympaBieHCKa KOHIEIUs, OPUEHTHPaHa KbM OIl€paTHBHATA
€(EKTUBHOCT, BUCOKATa YIOBJIETBOPEHOCT HAa KJIMEHTUTE M CTpaTermyeckara yCTOHYHMBOCT ca
KITIOUOBH (paKTOpU 3a KOHKYypeHTOCrocoOHOCT. [Ipunoxennero Ha ToTasHOTO ynpaBieHHE Ha
KaueCTBOTO B OBITapCKHs XOTEIUEPCKH CEKTOp OCTaBa BCE OIIe OrpaHudeHo. [locodeHoto
00CTOATENCTBO OOOCHOBaBa AaKTyaJHOCTTAa Ha JAMCEPTALMOHHUS TpPyAd U IO-KOHKPETHO
HEOOXOAMMOCTTa OT pa3paboTBaHEe Ha KOHIIETITyaJdHa paMKa, ChOoOpa3eHa ChC CIECHU(PUIHUTE
MpeM3BUKATEICTBA Ha cekTopa B bbirapus. MpeacrtaBeHMAT 3a peLieH3UpaHE IUCEPTALlMOHEH
TPyA HU3CieqBa Bb3MOXKHOCTHTE 3a BHeApsiBaHe Ha (uiocodusra ToTalHOTO yrpaBieHHE Ha
kauectBoTOo (TQM) B OBJATapCKUs XOTENMEPCKU CEKTOP M Ha pa3paboTBaHETO Ha MHTETPHpPAH
MOJIeN 3a YCTOWYMBO yIPaBIEHUE Ha Ka4€CTBOTO.

JlucepTalluOHHUAT TPyA, OT CTPYKTypHa M ChIbprKaTelHa IVIe[HAa TOYKa, OTroBaps Ha
TEeMaTHKaTa, M3UCKBAHMATA U crienn(rKaTa Ha HaydyHaTa CIEIHMaTHOCT Hay4YHaTa CIIEHUATHOCT
"HUxonomuka u ympasinenue Ha Typusma' I[IH 3.9 Typussm, obmact Ha Bucmie oOpazoBaHue 3.
CoumanHy, CTONIAHCKU U IIPAaBHU HAyKU M Ha M3UCKBAHMTA 3a IMPUCHKAAHE HA 00pa30BaTeIHa U
Hay4Ha CTEIEH ,,JJOKTOp .

[IpenyioxkeHUAT AucepTaluoHeH TPy € ¢ 061y 00eM oT 169 cTpaHuIM KOMIIOTHPHO HAOpaH
TEKCT U € CTPYKTYpHupaH B: yBoA (9 cTp.), Tpu riaBu ( 126 cTp.), 3aKkitodeHue (4 CTp.) U U3MOI3BaHI
n3toyuuu (7 ctp.). ducepranusra cpabpxka tpu (3) durypu, asanecer u enHa (20) tabmuuy,
tpuHanecer (13) quarpamu u 9 npunoxxkenus. COUCHKBT HA U3MOI3BAHATA TUTEPATYPA CE ChbCTOU
OT AeBeTneceT U uetupu (94) n3TouHuKa, OT KOUTO JBaHajeceT (12) — Ha KUpUIMIIA U OCEMIECET
u nBa (82) — Ha nmaruHUNa. KbM nucepranmoHHUS TPy ca MPHIIOKeHU U 32 (daiina, ChabpKaim
BBIIPOCHULIUTE OT IPOYUBAHETO.



ABTOPBT € IpeacTaBWi JEKJIapalus 3a OPUTMHAJIHOCT M JIOCTOBEPHOCT Ha
JUCEPTALMOHHUS TPYLI.

JlucepTalluOHHUAT TPyA, OT CTPYKTypHa M ChIbprKaTelHa IVIE[HA TOYKa, OTroBaps Ha
TeMaTHUKara, KpUTEpUNUTE, U3UCKBAHUITA U cieliMUKaTa Ha HayyHata cienuainsoct 3.9 ,,Typusma“
U Ha N3MCKBaHUATA 3a IPUCHKIaHE HAa 00pa30BaTe/IHATA U HAYYHA CTEIIEH ,,JJ0KTOpP” .

IIpencraBena e neknapanys 3a OpUrHHAIHOCT M aBTeHTHYHOCT (1 c1p.).

Ilenra Ha paucepramuaTa € sicHO (opmynupaHa: ,,0nNpeieisHeE Ha  CTENeHTa Ha
BHe/psiBaHe Ha ToTamHOTO ynpaBieHue Ha kadecTBoTo (TQM) B Obiarapckurte XoTemnw,
(akTopuTe, KOUTO BIMSAT BHPXY HEroBata e(eKTUBHOCT, U BB3JCHCTBUETO MY BBPXY KIIOUOBH
[IOKa3aTea Karo YJIOBJIETBOPEHOCT Ha KIMEHTUTE, OpraHU3alMOHHA YCTOWYUBOCT U
KOHKYPEHTOCHIOCOOHOCT . O0eKThT HAa M3CIIEBAHE € SCHO U TOYHO ONPEIENIEH , & UMEHHO
xoTenuepckara uHAycTpus B boarapus. @opmynupoBkara o Nperu3Ho GopMylIupaHH.

IIpeaMerbT Ha M3cienBaHE € SICHO U TOYHO IOCOYEH, a MMEHHO: NpHJIAraHeTo Ha
MPUHITAIIATE U HHCTPYMEHTHTE Ha ToTanHOoTO ynpaBienue Ha kauecTBoTo (TQM) B ObaTapckuTe
XOTEJH.

ABTOpBT € (opmynupan ceaeM (7) H3CIENOBATEICKU 3a]lauy, MPOU3THYAILLM OT LeJITA.
PenieH3eHTHT mpuema, 4e ¢ M3CIEeOBATENICKH XapaKTep ca TpeTa, YeTBbpPTa M LIecTa 3a/auu.
OcTtaHanuTe 4eTHUpH ca 3aIbJDKUTEITHN aTpUOyTH Ha BCEKU aHAJIN3, KOMTO HE HOCH HOBO 3HaHUE.

OcHoBHaTa U3ciIeA0BaTeICKa Te3a Ha IUCepTalHsiTa € ICHO (hopMylnupaHa u € 000CHOBaHA
C JI0OKa3BaHETO Ha TpU pabOTHU XMUIOTEe3u. Te ca JOrM4HO OOBBP3aHU U ACHO (HOPMYJIHpPAHU B
XapMOHHS C OCHOBHATA Te3a.

II. TeopeTnyHaTa pamMKa Ha U3CJIeABAHETO

TeopeTnuHara pamMka Ha H3CIEBAHETO € aJeKBaTHA Ha W3CJIeqOBaTelcKara Ied.
[IpencraBenu ca JOCTaTHYHO U MOIXOJSALIM 32 IEJIUTE HA U3CJIEBAHETO TEOPETUYHU TOCTAHOBKH
u Monenu. MeTtoaukara Ha M3CJI€[BaHe € a/IeKBaTHA Ha TeMara M OCUTYpsBaT MHPOPMAIIOHHO
W3CIIeIBAHETO B HEOOX0oMMMara crerneH. 3non3Ban e mupok Habop OT 00U ¥ YaCTHH METOIU Ha
u3clne/iBaHe, 00eIMHEHH B METOAMYECKa paMKa, ChOTBETCTBAIlla HA M3CleAOoBaTeNcKaTa Lel U
MPOM3TUYAIINTE OT Hes 3ajaud. [lmaHupaHuTe METOOUM — KOJIMYECTBEHM M KaueCTBEHHU, ca
NPUIOKEHN KOpeKTHO. M3cienmoBarenckara mpolenypa € ONHucaHa TOYHO - HW3MOI3BAHUST
WHCTPYMEHTApUyM, METOIUTE 32 ChbOMpaHe u 3a 00paboTKa Ha JAHHUTE rapaHTHUPAT IMOTyIaBaAHETO
Ha JJOCTOBEPHHU PE3YJTaTH U 000CHOBAHU U3BOIH.

B nwpsa enasa aBTOpBT Ha JUCEPTALIMOHHUSA TPyA € HampaBeH IMperjie] Ha TeOpeTHKO-
METOJIOJIOTMYHUTE OCHOBH Ha YNpPAaBJIEHHETO HA Ka4veCcTBOTO B XOTeJIHEPCTBOTO. ABTOPBT
pasrjiexaa A0CTATbYHO NOAPOOHO U AHATUTHYHO OCHOBHUTE KOHLENIIMH, UMAIIX OTHOIIEHUE KbM
temaTa. CnenuaiHo BHUMaHHUE € OT/AEJIEHO Ha BbIIPOCH, CBbP3aHH €BOJIOLUATA Ha KOHILIETITyaJlHaTa
paMKa Ha HOHSATHETO ,,KaYeCTBO®, KAKTO M KIIOYOBU TEOPETUUYHU U METOAOJIOTUYHU BBIIPOCH 32
yIpaBJIEHUE HA Ka4EeCTBOTO.

KauecTBOTO ce pasriexnia KaTo MHOTOAcleKTHA KaTeropus, CIope]] KOsITO Ka4eCTBOTO Ce OIpees,
KaKTO OT OOEKTUBHHU M3MEPUTENN, TaKa U OT CYOCKTHBHU BB3NPHUATHS, TIOBIHSIHA OT OYaKBAHHATA,
KyJTypHUTE 0COOCHOCTH U MHIMBHIyaJTHUTE MPEANOUNTAHNUS Ha KJIMEHTa. AHAIU3BT C€ OTINYaBa ChC



3a1pJI00YEHOCT, OJarojapeHue Ha N3IMOI3BaHUS 3HAUUTENIEH OpOi KIIaCHYECKH U ChbBPEMEHHHU Y KU
u Obarapckud U3TOUHUIU. OT TEXHUTE OCHOBHU BHKAAHUSI aBTOPBHT XBBPJISI JJOTUYECKH MOCT KbM
UJCUTE U OCHOBHUTE KOHIICTILIMH, 3aJIETHAJIM B OCHOBATa Ha TOTAJIHOTO YIPaBICHHE Ha Ka4eCTBOTO
(TQM), nampumep ,,myneBu aedextu (Crosby), ,,rognoct 3a ynmorpeda“ (Juran), ,,cbOTBETCTBHE C
M3MCKBAaHUATA", ,,yIOBIECTBOPSIBAHE HA MOTPEOUTENUTE™ U ,,KAUECTBO KaTO CTpAaTErnyecKa IIEHHOCT .
Te3u mogxoau ouepTaBar ABOMHATA MPUPOJA Ha KAYECTBOTO — €THOBPEMEHHO U3MEPUM CTAHIAPT U
CYOCKTHBHO NMPEKUBSBAHE.

[Ipenmer na ananu3 € u ,,PDCA HUKBJIBT KaTO MHCTPYMEHT 3a YINPABJICHUE HAa Ka4eCTBOTO® H
MPUIIOKEHUETO MY B XOTeNuepcTBOTO. IIpuBeseHn ca MoAXOoMIIM MpUMEpPU OT MEXIyHapoaHATa
MpaKkTUKa 3a HETOBOTO MPHUJIOKEHM Kato Tutardgopmara LightStay na Hilton. ABTOphT € HampaBui
cprioctaBka Mexxxy PDCA, TQM u Kaizen, moka3Baiiku, ue e(eKTHBHOTO yIpaBICHNUE HA KAYECTBOTO
M3HMCKBA MHTETpalysi MEXIY CTPYKTYpPHUpPAaHU METOIH, OpraHM3allMOHHA KyJITypa M CcTpaTernyecka
BU3HS.

[IpaBoMepHO € OTAENEHO € ClelUaTHO BHUMAaHUE U Ha KOHIeNuuATa 3a TOoTalHO yIpaBieHHE Ha
kayecTBOTO (TQM)”,pasriiexnaiiku s KaTo BCeOOXBaTHA yIpaBlieHCKa (pUIocodus, KOSITO HHTETpUpa
MPUHIIMITA, UHCTPYMEHTH U OPTaHU3AI[MOHHU IPAKTUKY, PE3YJITUPALLU B HEMPEKbCHATO MO100peHne
Y BHCOKA CTENECH Ha yJOBJIETBOPEHOCT Ha KineHTa. CrenuanHo BHUMaHHE € OTIEJIEHO Ha OCeMTe
ocHoBHM npuHnuna Ha TQM u TsaxHata Bpbh3ka cbe ctanmapta [SO 9001:2015 ABTopbT M3BEXIa
OCHOBEH M3BOJ] 32 pOJIATa UM 3a U3rPaKAaHE HA YCTONYMBA, MPOILECHO OPUEHTUPAHA U KIUEHTCKU
(doxycupaHa opraHu3alMoOHHa KyJITypa.

Karo ocHOBeH W3BOJ aBTOPBHT MOCOYBA HEOOXOAMMOCTTa OT HMHTETpUpaAH MOAXOJ, ChUeTaBalll
uaelinuTe npuHOUNTY Ha TQM ¢ mpakTHYecKuTe HHCTPYMEHTH Ha CHbBPEMEHHHUTE METOJOJIOTHH H C
0COOCHOCTUTE Ha XOTEJICKUTE YCIYTH.

3a mocTturaHe Ha MBIHOTA HAa aHAIM3a aBTOPBT OT/AEIS BHHUMAaHHE Ha BBIIPOCA 3a MPUIOKECHHE Ha
yIpaBIECHUETO Ha KAYECTBOTO B XOTEIHEepCKaTa MHIYCTPUS, OTYUTANKN TMpeACTaBs crenudukara Ha
XOTeJICKaTa yCIIyTra -KOMIUIEKCEH MPOAYKT, OOCMHSBAI MAaTEPHATHH U HEMAaTEPUATHN €IEMEHTH U
XapaKTepU3upalll ce C BUCOKA CTETEH Ha MHTEPAKTUBHOCT MEXAY KJIMEHT U AOCTaBUYMK. CThIBaKu
Ha crienu(UIHUTE OCOOCHOCTH Ha XOTEJICKAaTa yclyra aBTOPBT M3BEXKAA KIFOUOBUTE MOKA3aTeIH 3a
epextuBHocT (KPI), mnmekcure 3a ynosnerBopeHoct (CSI, NPS) u mMomenute 3a oleHkKa Ha
KayecTBOTO, OTpa3sBaIlld KaKTO OOCKTHBHHUTE, Taka M CYOCKTHBHUTE AaCHEKTH Ha KIHMEHTCKOTO
MIPEKUBSIBAHE.

Karo mormdeckyn 3aBbpIIeK Ha pPas3TiIekKAaHUS BBIIPOC 32 KAYECTBOTO HA XOTEJICKATAa yCIyra aBTOPBHT
OTJIeNIsl BHIMAaHKME U HA OCHOBHHM MOJIEIH 32 OILIEHKa Ha KauecTBOTO B XoTenuepcTBoTo: SERVQUAL
- I3MEepBa pasiInKaTa MeKIy OYaKBaHOTO U BB3MpueToTo kauectBo, CSI (Customer Satisfaction Index)
- KOJHMYECTBEHa OIIeHKa Ha o0ImoTO HHBO Ha ynoBierBopeHocT, NPS (Net Promoter Score) -
BEPOSATHOCTTA KIMEHTHT J1a Mpernopbua xoTena Ha apyrd. CrenuasHo BHUMaHHE € OTIENIEHO W Ha
orpannuuTenure 3a kadectBeHo mnpexuBsiBaHe karo KRI (Key Risk Indicators) u marpunata
,»3HAYMMOCT—YOBJIETBOPEHOCT  WACHTU(HUIMPAINA HAH-BaKHH 32 KIIMEHTUTE €JIEMEHTH Ha yCiIyrarta
Y CTETICHTa UM Ha YyJOBJIETBOPEHOCT.

BbB 6mopa 2nasa ,,A3ciienoBarescKu MOAX0/ 32 YCTAHOBSAIBAHE ChCTOSHHETO HA TOTAJIHOTO
ynpasJjieHue Ha kadecTBoTo (TQM) B X0TesIMepcTBOTO

ABTOPBT pa3riex/a KJIYOBU BBIIPOCH, CBbP3aHU C MPOILIECHO OPHUEHTUPAHUTE MOAXO]I B
XOTEJIMEPCTBOTO, BIMACIIY MPSKO BHPXY KaueCTBOTO Ha yciayraTta (pe3epBallii, HACTaHSABAHE,
06CJ'Iy7KBaH€ B CTaUTC, XPAaHCHC U HAIIUTKHU, IIOAAPBIKKA U HaH}’CKaHe). ITocousar ce ,, TOUKUTC Ha
pasmuHaBane* (handoff points), KOUTO YeCTO BOIAT 0 TPEIIKH, 3a0aBIHUS UITH



HeynoBieTBOpeHocCT. [locouBa ce, ue mpouecHUT oAX0 ] oAromara BHeApsaBaneTo Ha TQM upes
ONITUMH3AIIHS Ha MPOLIECUTE, TIOBUIIIaBaHE HAa e()EKTUBHOCTTA U IMOJA00pSBaHE HA KIIMEHTCKATa
yIOBJIETBOPEHOCT.

3a mocTUraHe Ha W3UEPHaTEeTHOCT Ha aHallu3a 32 TOTATHOTO YIpaBlIEHUE HAa KaueCTBOTO BHB BTOpa
TJIaBa Cce Pas3riekaT MPSKO CBBP3aHUTE C HETO BBHIIPOCH 32 YIPaBIEHCKUTE puiiokeHuss Ha TQM B
X0TennuepcTBOTO (naparpad 2 ), uHTerpausaTa Ha TOTaJTHOTO yIpaBieHue Ha kadecTBOTo (TQM) ¢
opraHu3alMoHHaTa KyaTypa (maparpad 3) u u3mepBane Ha ycrexa Ha TQM upe3 Kir040BH
nokazarenu 3a epextuBHocT (KPI) u puck (KRI) (maparpad 4). Llenenacouenure aHanu3u Ha
MMOCOYCHHTE Maparpadu onpenessiT MeTOI0JIOTHYHATa paMKa Ha u3ciienBaneTo B maparpad S. Ts
KOMOMHMpa KOJIMYECTBEHU U Kau€CTBEHU METO/IM 3a MPOBEXK/1aHE HAa OOEKTUBHA OLIEHKA Ha
CBCTOSITHUETO Ha TOTAJHOTO yIpaBiieHne Ha kKauecTBOTO (TQM) B OBATapcKOTO XOTEIHEPCTBO.
[IpoBeneHo e aHKeTHO MpoyYBaHe,00XBalamio 32 xoTena oT pa3IuyHu kateropuu (3-, 4- u 5-
3BE€3/IHU) U TypucTtuyecku peruonu (Mopcku, CITA, rpaacku u muianuHcku). M3Baakara e
¢dopmupaHa Ha 6a3ara Ha KPUTEPHH KAaTO KaTErOpysi, MECTOIIOJIOKEHHE, pa3Mep, OpraHu3allnOHHA
CTPYKTypa U NPUHAIIIEHKHOCT KbM XOTEJICKAa BEpUTa WM HE3aBUCUM CTaTyT., AHKETHUTE JIUCTOBE
BKJIFOUBAT 3aTBOPEHU M OTBOPEHU BBIIPOCH, KOETO MO3BOJISIBA KAKTO KOTUYECTBEH aHAIHN3 HA
TEHJCHIIUU U 3aBUCUMOCTH, TaKa U Ka4YeCTBEHO MHTeprnpeTupane. OIeHsIBaHETO e U3BBHPILBA C
nomortnTa Ha Jlukept ckana. [IpoBeneHu ca v IbIOOYMHHUTE HHTEPBIOTA C MEHUKBPH 32
MoJTyyaBaHe Ha KauyecTBEHA MH(OpMAIUs 3a OpraHu3alMoOHHATa KYITYpa, JINACPCTBOTO, Oapuepure

npen BHeApsBaHeTo Ha TQM M MOTHMBallMOHHUTE MEXaHU3MU. MHTepBIOTaTa Ca MPOBEAECHHU IO

MOJYCTPYKTYpUPaAH MIPOTOKOJ, OCUTYpsIBAIll CPABHUMOCT Ha JAHHUTE U I'bBKABOCT 32 pa3KpHUBaHE Ha
WHAUBUAYAJTHN YIIPABJICHCKU ITPAKTUKH. HpOBG[[GH € Ka3yCCH aHaJIM3, JOITbJIBAIl CMIIMPUYIHATA
KapTHUHA Ype3 KOHKPETHU NpUMepH 3a BHenpsiBane Ha TQM B Obarapcku xotenu. [IpeacraBenu ca
peanHu pe3ynaTaTH, PeIn3BUKATENCTBA U JOOPU MPAKTUKHU, KOUTO HIIIOCTPUPAT IPUIIOKUMOCTTA Ha
TQM B pa3JINYHA OPraHU3alMOHHU KOHTCKCTU — OT I'OJICMH XOTCJICKU BEPUT'HU 1O CEMEHHH XOTEIH.
3a 00paboTka M aHa M3 HA JaHHUTE Ca M3IMOJI3BAaHM CHOTBETCTBAIIM HA IIEJHUTE HAa W3CJIECIBAHETO
pa3HOO0pa3HU aHAIUTUYHH TEXHUKHU - KOPEIAIMOHEH aHaIIN3, onucaTenHa cratuctuka, SWOT ananus
U Jap. ABTOPBHT € MPEICTAaBWI TMPOIEAYPUTE 3a OCUTYpsSBAHE Ha BAJIMAHOCT M HAJCKIHOCT Ha
W3MOI3BAaHUSl WHCTPYMEHTapUyM, BKJIIOUMTETHO MUJIOTHO TECTBAHE Ha aHKeTara, IpoBEepKa Ha
BBTPEIIHATA KOHCUCTEHTHOCT upe3 koeduuueHT Ha KponOax anda, TpuaHryjganus Ha JaHHUTE OT
pa3IUYHUA METOJIM ¥ U3TOUHUIIU, KAKTO M KOHTPOJ Ha CyOSKTUBHOCTTA MIPH aHATN3a HA KAYECTBCHHUTE
JaHHU.

B 3akitouenue e or0enekuM, 4e € U3rpajieHa MeTOJ0JIOTHYHA paMKa 3a OLIEHKA Ha BHEIPSIBAHETO
Ha TQM B OBJITapcKUTE XOTEIH, KATO MHTEIPUPA MIPOLIECHHU, YIIPABICHCKHU, KYATYPHU U aHAIUTHYHU
€JIEMEHTH.

B mpema 2nasa JEmMnupuuHo wu3cieaBaHe Ha cbcTossHHeT0 Ha TQM B 0bjaArapckoro
XOTeJIMEePCTBO U pa3padoTBaHe HA HHTErPUPAH MOJe] 32 BHeAPSABAaHe* e MPEeCTaBEeH aHaIu3 Ha
EMIIMPUYHUTE TaHHU OT IIPOBEICHOTO U3CJIEABAHE U Bb3MOKHOCTUTE 3a BHEIPSABAHETO HA TOTAaIHOTO
ynpasieHue Ha kadecTBoTo (TQM) B Obsirapckute XoTenu. ABTOPBT € pa3padoTuil UHTETPHUpPaH MOIET
3a HEroBOTO YCTOMYMBO MpHilaraHe. B pe3ynrar oT npoBeIeHOTO IIPOYyYBaHE € IPEICTaBeHa LJI0CTHA
KapTHHA Ha TEKYILLOTO ChbCTOSIHUE, IPEIU3BUKATENICTBATA U MOTEHIIMAJIA 32 PA3BUTHE HA YIIPABICHUETO
Ha KauyeCTBOTO B XOTEJICKMS ceKTOp B bbarapus. Pesyntatute oT npoyyBaHeTO MOKa3BaT peasHara
cTerneH Ha BHeapsiBaHe Ha TQM u opraHu3aiiOHHAaTa TOTOBHOCT Ha XOTeIuTe B bparapus.



JlaHHMTE OT aAHKETHO NIpOyuyBaHE cped 32 Tpu-, YETUPU- U TET3BE3JHU XOTEIHU OT DPA3IUYHU
TYPUCTHYECKH PErMOHM B bbarapus mokaspar, 4e Makap MOBEYETO XOTENIU Aa MpuiaraT OTACIHU
eneMeHTH Ha TQM, IsI0CcTHATAa TEXHUKA PSAAKO € BHEAPEHA B ITbJIeH 00eM. Pa3kputa e 3aBUCUMOCT
MEXy KaTeropusTa Ha XOTEIMTE M CTEICHTAa Ha npuiarane Ha TexHukara TQM - xorenure ¢ 1mo-
BHUCOKa KaTErOpHsl U MEKyHApOIHA OPUEHTALUS IEMOHCTPUPAT II0-BUCOKA CTETIEH Ha BHEPSIBAHE HA
TQM.

VY CTaHOBEHO € , 4e B MHOTI'O OT M3CJIEABAHUTE XOTEIH JINIICBA CUCTEMATHYEH MTOIX0Jl KbM aHaJIM3a Ha
KJIMEHTCKaTa yJOBJIETBOPEHOCT M IPEBEHLHUATA HA PUCKOBE, CBBP3aHU ¢ KayecTBOTO. HampaBeHuTe
KOHCTaTalliM CIIy’)KaT KaTO OCHOBa 3a IMPOBEACHUS N0-33AbJI00UEHHs] aHaIM3 B CJEJBAIIUTE
naparpagu, KOUTO pa3riIexkK1aT Ha OPraHU3alMOHHUTE, IPOLECHUTE U KYITypHUTE (PaKTOPH, BIUSACILN
BBpPXY ycreuHoTo npuiaraie Ha TQM. To3u ananus ce mpoBexaa B maparpadu 2 —u 3- Ha TpeTa
rnaBa. B maparpad 2 e npoBeneH CHONYWIMB CPaBHHUTEIEH aHAIU3 HA NPOYyYEHUTE OOEKTH U €
YCTAHOBEHO, Y€ BBIPEKHU pPEAMLA Pa3IWyMs, NMPH BCHUKU OOCKTH ce HaliojaBa MoJoOpeHue Ha
cToiHOCTUTE Ha KiItouoBH mokaszarenu kato CSI, RevPAR u Retention Rate cnex mpunarane na
eleMeHTH OoT Mozena. IIpoBeneHuTe HMHTEpBIOTa C MEHUKBD HAa IPOYYETE€ XOTEIM J0Ka3BaT
3HAYEHUETO HA JIMJIEPCTBOTO, BBTPELIHATA KOMYHUKALMA U aHTa)KUPAHOCTTa Ha IEpCOHANa KaTo
KpuTHuyHH (akTopu 3a ycnexa Ha TQM. IlpoyuBaHeTro mokas3Ba M Ue, 4acT OT TPU3BE3AHUTE U
HE3aBHCHMM XOTEJIM UMAT OrpaHWYeHa FOTOBHOCT 3a BHeApsaABaHe Ha TQM nopaau nunca Ha pecypcH,
HEJO0CTaThbuHA TEXHOJIOTMYHA UHPPACTPYKTypa U Mo-caad0 pa3BUTAa OpraHU3allMOHHA KyiTypa. Te
Pa3yUTaT NPEeAMMHO Ha MHTYUTUBHU YIIPABICHCKH MIPAKTUKH U HEPOPMATIHU MEXaHU3MU 32 KOHTPOJL.
MpoyyBaHeTO NMOKa3Ba, Ye pa3pabOTEHUAT MOJEl 3a BHeApsABaHe HA TQM e mpuiiokuM B pa3IudyHU
KaTeropuu XOTEJICKA OpraHU3aluy U BOJH A0 MOJ00OpEHHUs B KAUECTBOTO HA YCIYTUTEe, €(hEeKTUBHOCTTA
Ha MIPOLIECUTE U YAOBIETBOPEHOCTTA HA KIMEHTUTE. [IpoBecHUAT Ka3yCceH aHaIu3 NOTBBP)KIaBa, ye
JIOpH YaCTHYHOTO BHenpsiBaHe Ha TQM Boau 10 oce3aeMu MOJOOPEHHUs, KOraTo € MOJKPENEeHO OT
MOCTIEI0OBATEIHO JIMJAEPCTBO, LEJIEHACOYEHO OOy4YeHME M CHUCTEMHO HM3MEpBAaHE Ha pe3yJITaTHUTe.
MonyyeHuTe pesyntaTv MOTBBPXKAABAT U3CIIEI0BaTENICKaTa Te3a, ye TQM nMa 3HaunTeNeH NOTEH Al
Ja TOJ00pHM KadyecTBOTO Ha YCIYTHTE, YAOBJIETBOPEHOCTTa Ha KIMEHTUTE U OlepaTHBHATa
€(DEeKTUBHOCT B OBJITAPCKUTE XOTEIH,

II1. HayyHu 1 HAYYHO-TIPUJIOKHH NPUHOCH

1. KbM TeopeTHKO-METOAMYHUTE MPUHOCH HA TPyJa PELEH3EHTHT OTHACAd MOJydeHaTa
3HAYUTENIHA 10 00eM (PaKTOIOTHS C €MIIMPUYEH XapakTep, oborarsaBaiia TEOpHsTa B
o0JlacTTa Ha yNpaBJIeHNETO Ha XOTEIHEPCTBOTO C IPUIarane Ha MetoanTe Ha ToTanHo
yIpaBJIeHUE Ha Ka4eCTBOTO B bwirapusi.

2. KpM HayyHO-TPWJIOXHUTE TPHHOCH OTHACAME JIOPa3BUTHS  METOANYECKH
MHCTPYMEHTApHyM 3a NMPOYy4YBaHE M YCTAHOBSBAaHE HA CTENECHTAa Ha IpHJIAaraHe Ha
ToTanHo ynpaBieHHe Ha KaYECTBOTO B XOTeNHTE B bbirapus.

Kpuruunu 0esiexku
PGHGHSCHTT:T YCTaHOBH HECBHIICCTBCHU IIPOITYCKH, KOUTO HC Ca OT MPUHIIUITHO SCTCCTBO.

ABTOpedepar



ABTOpedepaTsT , B 06eM 63 neyaTHU CTPAHHUIIM, OTPa3siBa BIPHO U TOUYHO JUCEPTALIMOHHUS
Tpya. Karo npenoppka OuxMe MOCOYMIM Ja C€ MOCTaBU MO-CUJICH aKIeHT BbpPXY HAyYHHUTE U
MPaKTHYECKH IIPHHOCH HAa N3CIIEABAHETO B 3aKIIOYHUTENIHATA YaCT Ha aBTopedepara. AnpodanusiTa
Ha pe3yJTaTUTE € OCHIIECTBEHA Ype3 IPEACTaBEHHUTE 5 MyOJMKAlUKW - HAYyYHH JOKJIaJu B
CHeLMaIU3UpaHy U3/1aHUs , KOUTO ca MPSIKO CBBP3aHM C TeMaTa Ha JucepTalMoHHus TpyAd. Eqna
OT IyOJINKALUUTE €B ChbaBTOPCTBO C HAYYHUS PHKOBOJUTEIL.

3aKiIroueHue

Hannue e 3aBBpIIEHOCT M M34YEpHATEeaHOCT Ha Temara, JIMCepTauuOHHUAT TPyH €
CaMOCTOSITENIHO pa3pabOoTeH , C INYEH IPUHOC HA aBTOPA, KAKTO B TEOPETUYEH, TaKa U B METOAUYEH
IUIaH U C€ OTIMYaBa ¢ MOAYEPTaH NPAKTUKO-IIPUIIOKEH Xapakrep. [Ipeayiaram Ha Hay4HOTO KypH
npu O3V ,,Cs. Heopur Puncku* ma nmpuceau OHC ,,nokTop™ mo HayyHara CHELHUATHOCT
"Ukonomuka u ynpasienue Ha typusma' IIH 3.9 Typussem, obnact Ha Bucme obpa3oBanue 3.
ConuanHy, CTOIAHCKU U PAaBHU HayKu, Ha Bennuka Baagumuposa [lonosa.

11.06.2026 1. / mpod. n-p Hukonuna Ilomosa/
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by Prof. Dr. Nikolina Popova,

MIBU- Botevgrad

for defense of a dissertation on the topic:
"Quality Management in the Hospitality Industry in Bulgaria",
developed by Velichka Vladimirova Popova

with scientific supervisor: Prof. Dr. Maria Stankova

Relevance of the topic and general characteristics of the dissertation

The topic of the dissertation proposed for review is relevant and significant. It is
closely related to the establishment of the practice of applying the principles and
tools of Total Quality Management (TQM) in the hotel sector in Bulgaria - a
comprehensive management concept oriented towards operational efficiency, high
customer satisfaction and strategic sustainability, which are key factors for
competitiveness. The application of Total Quality Management in the Bulgarian
hospitality sector remains limited. This circumstance justifies the relevance of the
dissertation work and, more specifically, the need to develop a conceptual
framework tailored to the specific challenges of the sector in Bulgaria. The
dissertation submitted for review explores the possibilities for implementing the
Total Quality Management (TQM) philosophy in the Bulgarian hotel sector and for
developing an integrated model for sustainable quality management.

The dissertation, from a structural and content point of view, meets the topic,
requirements and specificity of the scientific specialty "Economics and Management
of Tourism" PN 3.9 Tourism, field of higher education 3. Social, economic and legal
sciences and the requirements for awarding the educational and scientific degree
"doctor".

The proposed dissertation has a total volume of 169 pages of computer-typed text
and is structured in: introduction (9 pages), three chapters (126 pages), conclusion (4
pages) and sources used (7 pages). The dissertation contains three (3) figures,
twenty-one (20) tables, thirteen (13) diagrams and 9 appendices. The list of literature
used consists of ninety-four (94) sources, of which twelve (12) — in Cyrillic and eighty-
two (82) —in Latin. 32 files containing the survey questionnaires are also attached to
the dissertation.

The author has submitted a declaration of originality and authenticity of the
dissertation.



The dissertation, from a structural and content point of view, meets the topic,
criteria, requirements and specificity of the scientific specialty 3.9 "Tourism" and the
requirements for awarding the educational and scientific degree "doctor".

A declaration of originality and authenticity has been submitted (1 page).

The aim of the dissertation is clearly formulated: "determining the degree of
implementation of Total Quality Management (TQM) in Bulgarian hotels, the factors
that influence its effectiveness, and its impact on key indicators such as customer
satisfaction, organizational sustainability and competitiveness". The object of study is
clearly and precisely defined, namely the hotel industry in Bulgaria. The formulation
is precisely formulated.

The subject of the study is clearly and precisely stated, namely: the application of the
principles and tools of Total Quality Management (TQM) in Bulgarian hotels.

The author has formulated seven (7) research tasks arising from the goal. The
reviewer assumes that the third, fourth and sixth tasks are of a research nature. The
remaining four are mandatory attributes of any analysis that does not bring new
knowledge.

The main research thesis of the dissertation is clearly formulated and is justified by
the proof of three working hypotheses. They are logically linked and clearly
formulated in harmony with the main thesis.

The theoretical framework of the study

The theoretical framework of the study is adequate to the research objective.
Sufficient and appropriate theoretical statements and models for the purposes of the
study are presented. The research methodology is adequate to the topic and
provides the research with information to the necessary extent. A wide range of
general and specific research methods has been used, united in a methodological
framework corresponding to the research objective and the tasks arising from it. The
planned methods - quantitative and qualitative - have been applied correctly. The
research procedure is described precisely - the tools used, the methods for collecting
and processing data guarantee obtaining reliable results and justified conclusions.

In the first chapter, the author of the dissertation provides an overview of the
theoretical and methodological foundations of quality management in the hospitality
industry. The author examines in sufficient detail and analytically the main concepts
relevant to the topic. Special attention is paid to issues related to the evolution of
the conceptual framework of the concept of "quality", as well as key theoretical and
methodological issues for quality management.

Quality is considered as a multi-faceted category, according to which quality is
determined both by objective measures and by subjective perceptions influenced by
the expectations, cultural characteristics and individual preferences of the customer.
The analysis is distinguished by its depth, thanks to the use of a significant number of
classical and contemporary foreign and Bulgarian sources. From their basic views,



the author builds a logical bridge to the ideas and basic concepts underlying total
quality management (TQM), such as “zero defects” (Crosby), “fitness for use” (Juran),
“conformance to requirements,” “customer satisfaction,” and “quality as a strategic
value.” These approaches outline the dual nature of quality—both a measurable
standard and a subjective experience.

The subject of analysis is also the "PDCA cycle as a quality management tool" and its
application in the hotel industry. Relevant examples from international practice for
its application are given, such as Hilton's LightStay platform. The author has made a
comparison between PDCA, TQM and Kaizen, showing that effective quality
management requires integration between structured methods, organizational
culture and strategic vision.

Special attention is rightly paid to the concept of "Total Quality Management
(TQM)", considering it as a comprehensive management philosophy that integrates
principles, tools and organizational practices, resulting in continuous improvement
and a high degree of customer satisfaction. Special attention is paid to the eight basic
principles of TQM and their relationship with the ISO 9001:2015 standard. The
author draws a main conclusion about their role in building a sustainable, process-
oriented and customer-focused organizational culture.

As a main conclusion, the author points out the need for an integrated approach,
combining the ideological principles of TQM with the practical tools of modern
methodologies and the specifics of hotel services.

To achieve completeness of the analysis, the author pays attention to the issue of
applying quality management in the hotel industry, taking into account the specifics
of the hotel service - a complex product, combining tangible and intangible elements
and characterized by a high degree of interactivity between the client and the
provider. Based on the specific features of the hotel service, the author derives the
key performance indicators (KPI), satisfaction indices (CSI, NPS) and quality
assessment models, reflecting both the objective and subjective aspects of the
customer experience.

As a logical conclusion to the considered question of the quality of hotel service, the
author also pays attention to the main models for assessing quality in the hotel
industry: SERVQUAL - measures the difference between expected and perceived
guality, CSI (Customer Satisfaction Index) - a quantitative assessment of the overall
level of satisfaction, NPS (Net Promoter Score) - the likelihood that the customer will
recommend the hotel to others. Special attention is also paid to the quality
experience limiters such as KRI (Key Risk Indicators) and the "importance-
satisfaction" matrix identifying the most important elements of the service for
customers and their level of satisfaction.

In the second chapter “A research approach to establish the state of total quality
management (TQM) in the hospitality industry”



The author examines key issues related to the process-oriented approach in the
hospitality industry, directly affecting the quality of service (reservations,
accommodation, room service, food and beverage, maintenance and check-out). The
“handoff points” are indicated, which often lead to errors, delays or dissatisfaction. It
is indicated that the process approach supports the implementation of TQM by
optimizing processes, increasing efficiency and improving customer satisfaction.

To achieve comprehensiveness of the analysis of total quality management, the
second chapter examines directly related issues of management applications of TQM
in the hospitality industry (paragraph 2), the integration of total quality management
(TQM) with organizational culture (paragraph 3), and measuring the success of TQM
through key performance indicators (KPI) and risk (KRI) (paragraph 4). The targeted
analyses of the aforementioned paragraphs determine the methodological
framework of the study in paragraph 5. It combines quantitative and qualitative
methods to conduct an objective assessment of the state of total quality
management (TQM) in the Bulgarian hospitality industry.

A survey was conducted covering 32 hotels of different categories (3-, 4- and 5-star)
and tourist regions (sea, SPA, urban and mountain). The sample was formed based
on criteria such as category, location, size, organizational structure and affiliation to
a hotel chain or independent status. The questionnaires include closed and open
guestions, which allows both quantitative analysis of trends and dependencies, and
qualitative interpretation. The assessment is carried out using a Likert scale. In-depth
interviews with managers were also conducted to obtain qualitative information on
organizational culture, leadership, barriers to TQM implementation, and
motivational mechanisms. The interviews were conducted using a semi-structured
protocol, ensuring data comparability and flexibility to uncover individual
management practices. A case study was conducted, complementing the empirical
picture through specific examples of TQM implementation in Bulgarian hotels. Real
results, challenges and good practices are presented, which illustrate the
applicability of TQM in different organizational contexts - from large hotel chains to
family hotels.

For data processing and analysis, various analytical techniques were used
corresponding to the objectives of the study - correlation analysis, descriptive
statistics, SWOT analysis, etc. The author has presented the procedures for ensuring
the validity and reliability of the instruments used, including pilot testing of the
survey, checking internal consistency using Cronbach's alpha coefficient,
triangulation of data from different methods and sources, as well as control of
subjectivity in the analysis of qualitative data.

In conclusion, we will note that a methodological framework has been built for
assessing the implementation of TQM in Bulgarian hotels, integrating process,
management, cultural and analytical elements.



In the third chapter "Empirical study of the state of TQM in the Bulgarian hotel
industry and development of an integrated model for implementation" an analysis of
the empirical data from the conducted study and the possibilities for the
implementation of Total Quality Management (TQM) in Bulgarian hotels is
presented. The author has developed an integrated model for its sustainable
implementation. The results of the study provide a comprehensive picture of the
current state, challenges and potential for development of quality management in
the hotel sector in Bulgaria. The results of the study show the real degree of TQM
implementation and the organizational readiness of hotels in Bulgaria.

Data from a survey of 32 three-, four- and five-star hotels from different tourist
regions in Bulgaria show that although most hotels apply individual elements of
TQM, the overall technique is rarely implemented in full. A correlation between the
category of hotels and the degree of implementation of the TQM technique was
revealed - hotels with a higher category and international orientation demonstrate a
higher degree of implementation of TQM. It was found that many of the hotels
surveyed lack a systematic approach to the analysis of customer satisfaction and the
prevention of quality-related risks. The findings serve as a basis for the more in-
depth analysis conducted in the following paragraphs, which examine the
organizational, process and cultural factors influencing the successful
implementation of TQM. This analysis is carried out in paragraphs 2 -and 3- of the
third chapter. In paragraph 2, a successful comparative analysis of the studied sites
was conducted and it was found that despite a number of differences, all sites
observed an improvement in the values of key indicators such as CSI, RevPAR and
Retention Rate after applying elements of the model. nterviews with managers of
the studied hotels demonstrate the importance of leadership, internal
communication and staff engagement as critical factors for the success of TQM. The
study also shows that some three-star and independent hotels have limited
readiness to implement TQM due to lack of resources, insufficient technological
infrastructure and less developed organizational culture. They rely primarily on
intuitive management practices and informal control mechanisms. The study shows
that the developed TQM implementation model is applicable to different categories
of hotel organizations and leads to improvements in service quality, process
efficiency and customer satisfaction. The conducted 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. The obtained results confirm the research thesis that TQM has significant
potential to improve service quality, customer satisfaction and operational efficiency
in Bulgarian hotels.

Scientific and applied scientific contributions



1. Thereviewer refers to the theoretical and methodological contributions of the
work as the obtained substantial amount of empirical facts, enriching the theory
in the field of hotel management with the application of the methods of Total
Quality Management in Bulgaria.

2. The scientific and applied contributions include the developed methodological
tools for researching and establishing the degree of implementation of Total
Quality Management in hotels in Bulgaria.

Critical remarks
The reviewer identified minor omissions that are not of a fundamental nature.
Abstract

The abstract, in a volume of 63 printed pages, reflects the dissertation work
truthfully and accurately. As a recommendation, we would like to point out that a
stronger emphasis should be placed on the scientific and practical contributions of
the research in the final part of the abstract. The results were validated through the
presented 5 publications - scientific reports in specialized publications, which are
directly related to the topic of the dissertation work. One of the publications is co-
authored with the scientific supervisor.

Conclusion

There is completeness and comprehensiveness of the topic, The dissertation work
was independently developed, with personal contribution of the author, both in
theoretical and methodological terms and is distinguished by a pronounced practical-
applied character. | propose to the scientific jury at the South-West University "St.
Neofit Rilski" to award the ONS "doctor" in the scientific specialty "Economics and
Management of Tourism" PN 3.9 Tourism, field of higher education 3. Social,
economic and legal sciences, to Velichka Vladimirova Popova.

Reviewer: .....coccuvevvenen.

11.06.2026 / Prof. Dr. Nikolina Popova/
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