Orozamanen Yuusepcurer ,,Heoput Puncku*
CTAHOBMUIIE

Ot npod. nru Mapus CramaroBa Bozaencka,

YJIEH Ha HAy4HO )XypHU BbB BPb3Ka C MPOBEKIAHETO HA 3allUTa HA JUCEPTALMOHEH
TPyl HA TEMA ,, Y IPABJICHHE HA KA4eCTBOTO B XOTEJIMEPCTBOTO Ype3
koHnenuusaTa Total Quality Management (TQM)* 3a npucsxnane na OHC
"ToxkTop'" no HayyHara cnenuanHocT "MIKOHOMHUKA U yIpaBiIeHUE Ha Typu3ma'
ITH 3.9 TypussM, obnact Ha Buciie oOpazoBanue 3. ColuanaHu, CTOMAHCKU U
NpaBHU Hayku Ha Benuuxa Bnaoumuposa Ilonosa, nokropant penoBHa ¢popma Ha
obyuenue B karenpa "Typuzsm" npu Cronancku dakynrer Ha O3V, HaydeH
pbroBOAUTEN MTpod. 1-p Mapus CrankoBa

CTaHOBHILETO € U3rOTBEHO U MPEACTABEHO HAa OCHOBAHHUE 3alOBE]l HAa 3aM.
pekropa o HUJI na KO3V ,,Heodut Puncku* — brnaroesrpang Ne 956/03.04.2026 .
3a OMNpeJeNsiHeE Ha ChCTaBa Ha HAYYHOTO XYpPU M PEIICHUATA OT HErOBOTO IMBbPBO
3acenanue ([Iporokon Ne 1/08.04.2026 1.)

CwobOpazeno e ¢ msuckBanuara Ha 3PACPD, na IlpaBunHnka 3a HEroBOTO
npwiarade u Ha [IpaBunara 3a ycioBusTa W pefa 3a NpuAoOMBaHE HA HAYYHU
CTEIIEHU U 3a€MaHe HA aKaJIeMUYHHU IIbKHOCTU B IO3Y.

1. AKTYyaJIHOCT M 3HAYMMOCT HA pa3padoTBaHaTa npoodjeMaTuKa

TemaTa Ha 1UCcepTAllMOHHUSA TPY /I € aKTyaIHa U 3HaYMMa KaKTO B TEOPETUYEH,
Taka U B MPAKTUKO-TIPUIIOKEH aCMeKT. B ycrnoBusita Ha AMHAMUYHO Pa3BUTHE HA
TYpPUCTUYECKHSI CEKTOpP, 3acWieHa KOHKYPEHIUS, TUTHTalHAa TpaHchopmaius u
HapacTBAaIllM W3WCKBAHUS HAa TOTPEOUTENHMTE, KA4eCTBOTO C€ YTBBpXKJAAaBa KaTo
KIIFOYOB  (paKTOpP 3a KOHKYPEHTOCTOCOOHOCTTa M YCTOMYMBOTO pa3BUTHE Ha
XOTEJICKUTE MIPEATPUSITHS.

N3cnenBanero Ha BB3MOXKHOCTUTE 3a BHEApsiBaHE Ha KoHuenmusTa Total
Quality Management (TQM) B XOTeIHUEPCTBOTO € 0OCOOCHO Ba)KHO 3a OBJATapcKara
MPaKTHKA, KbJIETO YIPABICHUETO HA KAYECTBOTO YECTO CE peaiu3upa upe3 OTACIHU

WHCTPYMEHTH W CTaHAapTu, 0e3 ma ce mpwiara IpuioctHa Guimocodus 3a



HEIMPEKbCHATO YCHhBBPIICHCTBAHE. B TO3M CMHUCHI JUCEPTALMOHHUAT TPY. 3acAra
npoOJjieMaThKa ¢ BUCOKA Hay4YHa U MPaKTUUECKa CTOHHOCT.

2. O0ma xapakTepuCTHKA U OLIEHKA HA TUCEPTAIUOHHUS TPY/

OcHoBHaTa 1181 € ACHO (hopMyJiupaHa, KOHKPETHA U MOCTUKUMA.

3ajaunTe ca JIOTMYHO CTPYKTYPHUPAHU W MOKPUBAT IEIUS MPOLIEC HA HAYYHO
uzcneaBane. OOEKTHT W TMPEAMETHT Ha H3CIEABAHE ca SCHO OOO3HAYCHHU.
N3cnenoBarernckara Te3a € MHOBATUBHA U YOEIUTEITHO apryMEHTHPaHA.

MeToM0IOTHYECKUAT HHCTPYMEHTaApUyM € Oorar, ajeKBaTeH, KOPEKTHO
noa0paH CIpsMO MIpeMETa Ha U3CJIC/IBAHE U BKIIOYBA KOMOWHAIIUSA OT KJIACHYECKU
U ChbBPEMEHHU METO/IH.

OT mpexncraBeHUTe JAucepranus © aBTopedepar ce yCTaHOBSIBa, 4Ye
JUCEPTALUOHHUAT TPY/1 € CTPYKTYPHUPaH JOTUYHO U MOCJIEIOBATEIIHO B TPU OCHOBHHU
[JIaBU, KOUTO MPOCIIEIABAT PA3BUTUETO HA U3CIIECIBAHETO OT TEOPETUUYHUTE OCHOBU
Ha YMPaBJIEHUETO Ha KAYECTBOTO KbM EMIIMPUYHOTO U3CIIEBaHE U Pa3pabOTBaHETO
Ha MHTETPUPaH MOJEI 3a BHeApsiBaHe HA TQM B XOTenuepcTBOTO.

ITvpeama 2nasa pasriexjaa ChIIHOCTTA U PA3BUTHETO HA KOHIIEMIUUTE 3a
yOpaBJI€HWE Ha KadyeCcTBOTO, aHaiu3upa npuHounute Ha TQM u TAxHara
IPUIOKUMOCT B XOTeluepckata uHaycTpus. OcoOeHO BHUMAaHHUE € OT/CJICHO Ha
cpaBHutenHus aHanu3 mexay TQM u cranmaprure ISO 9000, kakto u Ha
ChBPEMEHHUTE MOJIEJIN 32 OlleHKa Ha kauecTBOTO kaTro SERVQUAL, CSI u NPS.

Bmopama 2naea € nocBeTeHa HA METOJIOJIOTUYHATA paMKa HA U3CJIEBAHETO
U MPEJICTaBsl MPOLECHUS MOJX0/, YIPABICHCKUTE NpuioxkeHuss Ha TQM, Bpb3Kkara
MEXIy OpraHu3allMOHHATa KyJTypa M KauyeCTBOTO, KAaKTO W CHUCTeMara oOT
nokazarenu 3a edextuBHocT U puck (KPI m KRI). ABtopsT paszpabora
NIOCJIEIOBATENIEH U3CIE0BATEICKU NOAXO0 32 OLEHKA Ha chCTosiHUETO HA TQM B

OBIATapCKOTO XOTEIUEPCTBO.



Tpemama 2naea NpenCcTaBss PE3yNTATUTE OT EMIMPUYHOTO M3CIECABAHE U
pa3paboTeHusi MHTErpUpaH Mojena 3a BHeApsiBaHe Ha TQM. Ananusupanu ca
IIPAaKTUKNATE Ha 32 XOTena OT Pa3jIMYHUA KAaTerOPUM M TYPUCTUYECKU PETMOHU B
bearapusi, koero mo3BoisiBa Ja ObJaT WACHTU(ULUMPAHU ChHIIECTBYBAILUTE
npo0IeMH U Bb3MOKHOCTH 3a PA3BUTHUE HA YIIPABIECHUETO HA KAYECTBOTO.

3. OneHka Ha M3M0JI3BAHATA METONAOJIOTHSI H M3CJIeI0BATEICKH MOAXO0/

N3cnenBanero ce orauyaBa ¢ Jo0pe 0OOCHOBaHA METOJOJIOTHYHA paMKa.
ABTOPBT mpuilara KOMOMHUPAH MOAXO0J, BKJIIOUBAIL KOJUYECTBEHU U KaYECTBEHU
METO/IM 3a CbOMpPAHE U aHaJIu3 Ha JaHHU.

EmMnupuyHara 4act ce 0OCHOBaBa Ha aHKETHO MPOy4YBaHe cpel 32 XoTena OT
pa3IMyHU KaTeropuu, IbIOOUYMHHU UHTEPBIOTA C MEHUKBPU U Ka3yCHHU aHAJIM3H.
M3non3BaHeTo Ha pa3HOOOpa3HM METOJAM IO3BOJISIBA TPUAHTYJIALMS HAa JaHHUTE U
ITOBHILIABA HAJEKAHOCTTA HA PE3YJITATUTE.

[TonoxuTenHa OLEHKa 3acily’KaBa U IPUIOKEHUETO HA CTATUCTUYECKH U
AQHAJIMTUYHU METOJIM KATO ONMCATENEH aHAJIN3, CPABHUTENICH aHAIN3, KOPETAlMOHEH
aHamu3, SWOT aHanmn3 ¥ TeMaTU4eH aHajau3 Ha Ka4eCTBEHHUTE NAHHU. ABTOPBT €
OPEABUAWI TPOLENYpU 3a IPOBEpKa Ha HAACKIHOCTTA M BaIUIHOCTTA Ha
U3MOJI3BAHNUSI MHCTPYMEHTAPUYM Ype3 INUJIOTHO HU3CIEIBAHE W HM3YUCISABAHE HA
koedunment Ha Kponbax anda.

ABTopedepaTbT OTpas3siBa B IBJIHOTA ChAbPKAHMETO HA JIUCEPTALMOHHMS
tpyd. IlpencraBenute 5 myOnukamuu ca AOCTaThbYyHO Ha Opoll M oOTpas3sBar
TEMaTuKaTa Ha JucepTalusTa.

4. HayyHH ¥ HAYYHO-TIPUJIOKHHU MPUHOCH

B3 0cHOBa Ha ChBPKAHUETO HA NIPEACTAaBEHATA JUCEpTALUs MOraT Aa Obar

OTKPOCHHU CJIICAHUTC ITO-CHIICCTBCHU IIPUHOCH HA JUCCPTAIUOHHUA TPYI:



1. CucremaTuszupanu ca TEOPETUYHUTE IMOCTAHOBKU M CHbBPEMEHHUTE KOHIIETIUU
3a yIpaBJeHHME Ha KayeCTBOTO B XOTEIMEPCTBOTO Ype3 Mpu3MaTa Ha
¢unocodusra Total Quality Management.

2. PazpaboreHa e IsUIOCTHA METOAOJOTMYHA paMKa 3a aHalu3 M OIICHKa Ha
chcTOsTHUETO HA TQM B OBJATAPCKUTE XOTEIUEPCKU MPEPUITHS.

3. U3cnegBann ca  OpPOLIECHUTE,  OpPraHU3alMOHHUTE,  KYIATypHUTE U
TEXHOJIOTUYHUTE (AKTOpH, BIMSCIIM BbpPXY BHeapsBaHero Ha TQM B
ObJrapckaTa XOTeJICKa MPAKTUKA.

4. V3BBpIICHO € EMIUPUYHO MPOYUYBAHE CPENl XOTEIU OT Pa3IMYHU KAaTErOpUU U
TYPUCTHUYECKH PErMOHM, KOETO MO3BOJISBA /1a CE€ YCTAHOBST ChHIIECTBYBALIUTE
pa3nnuus B CTENEHTA Ha Mpujlaraie Ha npuHuunute Ha TQM.

5. Pa3zpaboTen u ampoOupaH € WMHTErpupaH Mojen 3a BHeapsiBane Ha TQM B
XOTEJICKUTE OpraHu3allii, HACOYEH KbM MOJ0OpsSBaHE HA KavyeCTBOTO Ha
YCIYTUTE, MOBUIIIABAHE HA KIMEHTCKAaTa yI0BIETBOPEHOCT U OPraHU3allMOHHATA
€(hEeKTUBHOCT.

6. Jloka3aHa € mpakTH4YeCcKara MPUIOKUMOCT Ha MPEIIOKEHUS MOAET 4Ype3
HErOBOTO TECTBAHE B pEajHa XOTEJICKA CPEAa U Ype3 OLEHKA Ha Bb3JACHCTBUETO
My BBpPXY IOKa3aTelu KAaTo YJIOBJIETBOPEHOCT HA KIMEHTUTE, JIOSJIHOCT H
e(eKTUBHOCT Ha MPOIIECUTE.

5. Kpurtuunu 0ejie:KKU M MPEenoOpPbKHU
Hapen c 6e3criopanTe TOCTOMHCTBA HA TUCEPTAITMOHHUS TPY/I MOTaT jJa Ob1at

OTHPABEHU U HIKOU MPENOPHKU:

1. He ce mpeacraBsAT AOCTaThYHO MNOAPOOHO KOJIMYECTBEHUTE pE3yJATaTH OT
EMIMPUYHOTO WU3CIIECJIBAHE U CTATUCTUYECKUTE 3aBUCHUMOCTU MEXIY OTICITHUTE
dbakTopu, KOETO OM MO3BOJIMIO MO-SICHO J]a CE OLIEHH CUJIaTa HA YCTAHOBEHUTE

BPB3KH.



2. M3Bankara or 32 xoTena € JOoCTaTb4yHA 3a LEJIUTE Ha JUCEPTALMOHHOTO
U3clie/IBaHe, HO MpU OBACHIM pa3paboTKu OM OWIJIO TOJIE3HO pa3lIUpsiBaHE Ha
o0xBaTa ¢ Io-roJIsIM Opoi 0OEKTH M BKITIOYBAHE HA MEXIYHAPOHH CPABHUTEITHH
aHaJINU3H.

3. PazpaboTtenuar mojen O MOrbJ Aa ObAC JOMBJIHUTEIHO PA3BUT 4pe3 MO-
JETAMIHO pa3riekJaaHe Ha BbB3JCHCTBUETO HAa CHBPEMEHHHUTE TEXHOJIOTHUH,
W3KYCTBEHUS MHTEJIEKT U CHUCTEMHTE 3a aHAJIM3 HA KJIMEHTCKU JIaHHU BBPXY
YIPABJICHUETO HA KA4eCTBOTO.

[Tocouenurte OeneXKHM WMAT MPENOPHUYUTENICH XapakTep M HE HamajsBar
Hay4YHAaTa CTOMHOCT Ha JUCEPTAIIMOHHUS TPY/I.

6. 3akiaouenne

[IpeacraBeHusT nUCEPTAMOHEH TPY/l € CAMOCTOSITEIHO HAYYHO M3CIIC/IBAHE
M0 aKTyaJieH ¥ 3Ha4yuM Ipo0JieM Ha TypHCTHYecKaTa HayKa W MPaKTHKA. ABTOPHT
JEMOHCTpUpA 3aqBJIO0YCHH TEOPETUYHM TO3HAHUA, J00pa METO0JIOTHYHA
MOJTOTOBKA M CIOCOOHOCT 3a TPOBEXKIAaHE Ha CaMOCTOSTEIHO EMIUPHYHO
U3CIIe/IBaHe.

[Tonyyenute pesynratd, (QOpMYyJIUpPAHUTE U3BOAU U MPEUIOKEHUSAT
UHTETPUPaAH MOJEI MPUTEKABAT HAyYHA HOBOCT M MPAKTHYECKA MPHIOKUMOCT 3a
Pa3BUTHETO HA yMPABICHUETO HA KAYECTBOTO B XOTEIUEPCTBOTO.

Bb3 ocHOBa Ha M3JI0KEHOTO JaBaM TMOJIOKMTEJHA OIEeHKa Ha
JTUCEPTAIMOHHUS TPYJ ¥ TMpeJjiaraM Ha yBaXXaeMOTO HAYYHO KYpH Jla PUCHIN Ha
Benuuxka Bnraoumupoea Ilonoea obpa3oBarenHata U Hay4dHa CTEMEH ,,JJOKTOP™ B
oOnact Ha BHclIeTo oOpa3oBaHue 3. CouuanaHW, CTOMAHCKM WU MNPAaBHU HAYKH,

npodecuoHaIHO HanpaBieHue Typu3bM.

Jara: 08.06.2026 1. UiieH Ha HAYYHOTO XKYpH:
(ITpod. aru Mapust Bogencka)






South-West University “Neofit Rilski”
OPINION

By Prof. Dr.Sc. Maria Stamatova Vodenska,
member of the scientific jury in connection with the defense of the dissertation
thesis entitled “Quality Management in the Hotel Industry through the Total
Quality Management (TQM) Concept” for the award of the educational and
scientific degree “Doctor” in the scientific specialty “Economics and Management
of Tourism”, Professional Field 3.9 Tourism, Higher Education Area 3. Social,
Economic and Legal Sciences, submitted by Velichka Viadimirova Popova, full-
time doctoral student in the Department of Tourism at the Faculty of Economics of
SWU, with academic supervisor Prof. Dr. Maria Stankova
This opinion has been prepared and submitted pursuant to Order No.
956/03.04.2026 of the Vice-Rector for Research Activities of SWU “Neofit Rilski”
— Blagoevgrad, regarding the determination of the composition of the scientific jury
and the decisions of its first meeting (Minutes No. 1/08.04.2026).
It has been prepared in accordance with the requirements of the Academic
Staff Development Act in the Republic of Bulgaria, the Regulations for its
implementation, and the Rules governing the conditions and procedures for acquiring
academic degrees and occupying academic positions at SWU.
1. Relevance and Significance of the Research Topic
The topic of the dissertation is relevant and significant both from a theoretical
and a practical-applied perspective. Under conditions of dynamic development of the
tourism sector, intensified competition, digital transformation, and increasing
consumer requirements, quality has established itself as a key factor for the
competitiveness and sustainable development of hotel enterprises.
The study of the possibilities for implementing the Total Quality Management
(TQM) concept in the hotel industry is particularly important for Bulgarian practice,

where quality management is often carried out through separate tools and standards



without applying a comprehensive philosophy of continuous improvement. In this
regard, the dissertation addresses an issue of high scientific and practical value.

2. General Characteristics and Evaluation of the Dissertation

The main objective is clearly formulated, specific, and achievable. The tasks
are logically structured and cover the entire scientific research process. The object
and subject of the study are clearly defined.

The research thesis is innovative and convincingly argued.

The methodological toolkit is extensive, appropriate, correctly selected in
relation to the subject of the study, and includes a combination of classical and
contemporary methods.

From the submitted dissertation and dissertation abstract, it is evident that the
dissertation is logically and consistently structured into three main chapters, which
trace the development of the research from the theoretical foundations of quality
management to the empirical study and the development of an integrated model for
the implementation of TQM in the hotel industry.

The first chapter examines the essence and development of quality
management concepts, analyzes the principles of TQM and their applicability in the
hotel industry. Particular attention is devoted to the comparative analysis between
TQM and the ISO 9000 standards, as well as to contemporary quality assessment
models such as SERVQUAL, CSI, and NPS.

The second chapter is dedicated to the methodological framework of the
study and presents the process approach, the managerial applications of TQM, the
relationship between organizational culture and quality, as well as the system of key
performance and risk indicators (KPI and KRI). The author develops a consistent
research approach for assessing the state of TQM in the Bulgarian hotel industry.

The third chapter presents the results of the empirical study and the
developed integrated model for TQM implementation. The practices of 32 hotels



from different categories and tourist regions in Bulgaria are analyzed, which makes

it possible to identify existing problems and opportunities for the development of

quality management.

3. Evaluation of the Applied Methodology and Research Approach

The study is distinguished by a well-founded methodological framework.

The author applies a combined approach, including quantitative and
qualitative methods for data collection and analysis.

The empirical part is based on a survey conducted among 32 hotels from
different categories, in-depth interviews with managers, and case study analyses.

The use of diverse methods allows data triangulation and increases the
reliability of the results.

Positive evaluation is also deserved by the application of statistical and
analytical methods such as descriptive analysis, comparative analysis, correlation
analysis, SWOT analysis, and thematic analysis of qualitative data. The author has
provided procedures for verifying the reliability and validity of the applied
instruments through a pilot study and the calculation of Cronbach’s alpha coefficient.

The dissertation abstract fully reflects the content of the dissertation. The five
publications presented are sufficient in number and reflect the subject matter of the
dissertation.

4. Scientific and Scientific-Applied Contributions

Based on the content of the presented dissertation, the following more
significant contributions may be highlighted:

1. The theoretical foundations and contemporary concepts of quality management
in the hotel industry have been systematized through the prism of the Total
Quality Management philosophy.

2. A comprehensive methodological framework has been developed for the analysis

and evaluation of the state of TQM in Bulgarian hotel enterprises.



3. The process, organizational, cultural, and technological factors influencing the
implementation of TQM in Bulgarian hotel practice have been examined.

4. An empirical study has been conducted among hotels from different categories
and tourist regions, making it possible to identify existing differences in the
degree of implementation of TQM principles.

5. An integrated model for TQM implementation in hotel organizations has been
developed and tested, aimed at improving service quality, increasing customer
satisfaction, and enhancing organizational effectiveness.

6. The practical applicability of the proposed model has been demonstrated through
its testing in a real hotel environment and through the evaluation of its impact on
indicators such as customer satisfaction, loyalty, and process efficiency.

5. Critical Remarks and Recommendations
Alongside the indisputable merits of the dissertation, several
recommendations may also be made:

1. The quantitative results of the empirical study and the statistical relationships
between the individual factors are not presented in sufficient detail, which would
allow a clearer assessment of the strength of the identified relationships.

2. The sample of 32 hotels is sufficient for the purposes of the dissertation research,
but in future studies it would be useful to expand the scope by including a larger
number of establishments and international comparative analyses.

3. The developed model could be further enhanced through a more detailed
examination of the impact of modern technologies, artificial intelligence, and
customer data analytics systems on quality management.

The above remarks are of a recommendatory nature and do not diminish the
scientific value of the dissertation.

6. Conclusion



The presented dissertation is an independent scientific study on a current and
significant problem in tourism science and practice. The author demonstrates in-
depth theoretical knowledge, good methodological preparation, and the ability to
conduct independent empirical research.

The obtained results, the formulated conclusions, and the proposed integrated
model possess scientific novelty and practical applicability for the development of
quality management in the hotel industry.

Based on the above, I give a positive evaluation of the dissertation and
propose that the esteemed scientific jury award Velichka Vladimirova Popova the
educational and scientific degree “Doctor” in Higher Education Area 3. Social,

Economic and Legal Sciences, Professional Field Tourism.

Date: 08.06.2026 Member of the Scientific Jury:
(Prof. Dr.Sc. Maria Vodenska)



	Становище-Величка Попова ЮЗУ-М.Воденска
	Opinion-V.Popova-M.Vodenska

