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CTAHOBHIIE

Ha

Hou. n-p CBerociiaB MareeB KaJsieitueB, Yuusepcurter 3a Hanuonaano u CBeToBHO
CronancTBo, Cousi, wieH Ha HAYYHO KYPH 10 NPoIeAypa 3a NPUA0ONBaHe HA
o0pa3oBaTe/IHA M HAYYHA CTeleH ,,J0KkTop” B FOrozanaanusi yHuBepcuTeT, ChbIJIACHO
3anosen Ha 3am. pexkTopa Ne 956/03.04.2026 r.

ABTOp Ha qucepTanuoHHus Tpya: Benmnuka Biagumuposa [lonosa

Tema Ha nMcCepTAIIMOHHUSA TPYA:
YIPABJIEHUE HA KAYECTBOTO B XOTEJIMEPCTBOTO B BbJIT'APUSL

Hay4en pbroBoaunTe: npod. a-p Mapus CtaHkosa

HacTosmoTo craHoBHIE € M3rOTBEHO IO MpolexypaTa 3a MyOiauyHa 3aliMra Ha
penoBeH nokrtopaHT Beamuka Buaagmmuposa IlomoBa xbM kateapa ,,TypuspM™ Ha
Cromanckus daxynrer npu FO3Y ,,Heodut Puncku®, braroesrpaz.

OcHoBaHue 3a peACTaBsIHE Ha PELICH3MATA: yUYacTHe B ChbCTaBa HA HAYYHOTO KYPH IO
3aluTa Ha AUCEPTAIMOHHUS TPy, cbriiacHo 3amoBes Ne 956/03.04.2026 r. Ha 3aM. pekTopa
Ha FO3VY ,Heodur Puncku®, bnaroesrpan 3a nmpoBexxaHe Ha Mpoleaypa 3a npuaoOuBaHe Ha
OHC "noktop" mo IIH 3.9 Typussm, nokropcka nporpama “MkoHOMHKa U yHpaBlieHUE Ha
Typuzma‘.

[To mpoueaypaTa € mpeaCTaBeH TUCEPTALIOHEH TPY I, aBTOpedepar u aBToonorpadus
Ha fnoktopaHT [lonmosa. B aBTopedepaTa ca BKIIOUEHU CIUCHIM € Ty OIMKaIUY HA TOKTOPaHTa,
ydacTHe B HAIMOHAIHU M MEXIYHAapOJHU HAYYHU KOH(pEpEeHIUH U (GOopyMH, peaan3upaHu
NPUHOCH B Pe3yiITaT Ha M3CIECABAHETO M AEKIapanys 32 OPUTHHAIHOCT M JOCTOBEPHOCT HA
NpeACTaBeHUS AUCEPTAMOHEH TpyA. MaTepuanuTe ca mpeaoCTaBeHH Ha €IEKTPOHEH HOCHUTEIL.
[IpunoxeHa e OTYET 32 aBTEHTHYHOCT Ha TEKCT OT mporpamara iThenticate.

Beanuka Biaagumuposa IlonoBa € peloBeH JOKTOpPAHT Ha Kareapa ,, [ ypu3pM* ot
mecenr JlekemBpu 2022 1. JloktopanT IlomoBa e mpumoOuna OakaidaBbpCKa CTEMEH IO
crnenuanHocT Typu3pM U MarucThbpcka CTENEH M0 CHenUanHOCT MeXIyHapoAeH TYpUu3bM B
103V ,,H. Puncku®, bnaroesrpan. Ot aBToOnorpadusaTa Ha KaHIUAATa TUYA OTAAIEHOCTTA U
KbM TypH3Ma W HaTpymnaHus 3 TOAMIIEH CTaX KaTo €KCKyp3oBoja. HaTpymanusT crax u
MIPeIOCTaBs Bb3MOXKHOCTTA J]a padOTH C TYPUCTUYECKU TPYNH U MHAUBUAYAIHU TYPUCTH U J1a
MpeIoCTaBsl aKTyajdHa W ToJe3Ha TypucThuyecka uHopmamnus. Te3u ymeHus ca Qaxtop 3a
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epEeKTUBHOTO M MNpo(eCHOHATHO HAArpaXJaHe Ha 3HAHUATA W KOMIICTEHTHOCTHTE
OCHOBOIIOJIaraiiy 3a CbBpeMeHHaTa TypUCTU4YEeCKa UHyCTPHSI.

I. OGo0uIeHO MpeAcTaBsAHE HA TUCEPTALMOHHUS TPYA

[IpenocTaBeHUAT 3a CTAHOBHILE JUCEPTAIIMOHEH TPy € B 00eM oT 169 ctpanunm. B
HETro ce BKJII0YBAa OCHOBEH TeKCT OT 160 cTpaHuIy, COUCHLHU ¢ TAOIUIH, PUTYpH, IPUIIOKEHNUS,
Y W3II0JI3BaHa JINTEpaTypa. 3a WIIOCTpUpPAHE Ha U3CIeIBaHeTO ca u3non3Banu 20 Tabmuiy, 3
¢burypu,13 quarpamu u 9 npunoxxenusi. bubnuorpadckusT anapat chbabpka 94 U3TOUHUKA, OT
KOUTO 12 Ha OBArapcKku M €3uK M 52 Ha aHTIMICKM e3uK; pedepupanu ca u 30 MHTEpHET
CTpaHULY.

JlucepTallMOHHUS TPyd B CTPYKTYPHO OTHOILIEHUE CBhABPKA CIEIHUTE OCHOBHU
pazzenu: yBOJ U 3aKJII0YCHHE, KAKTO U TPH TJIaBH, MPEACTABSIIIN Ae()UHULINN U €BOIIONUSATA
Ha Ka4eCTBOTO, KAKTO U HETOBOTO MPUIIOKEHHUE B XOTEIUEPCTBOTO, CHIIO TaKa CE MPEACTABST
TEOPHUH, METOAOJOTMM W TaKa HapeYeHOTO TOTaJHO yIpaBiecHHE Ha KadecTBOTO(TQM).
3acerHaT ca TPOLIECHO OPUEHTHPAHUS MOAXOJ B XOTEIHUEPCTBOTO U YHPABICHCKUTE
npunoxenus Ha TQM B xorenuepcTBoTO. PasriexnaaT ce BbIPOCH CBbP3aHU C KIHOYOBHU
Mokasareiu 3a €(EeKTUBHOCT M PUCK B XoTenuepcTtBoTo. [IpencraBeHu ca pe3ynTaTd OT
EMIIUPUYHOTO U3CIIEBAHE U € U3BEACH UHTETPUpPaH MoJieN 3a BHenpsiBane Ha TQM.

5. MeTomonorust Ha U3CiaeaIBaHETO

I'maBa nbpBa, HOCHU HaMEHOBAHUETO ,, TeOpeTHYHA OCHOBA HA YNPABJICHUETO HA
Ka4eCTBOTO B X0TeJIMePCTBOTO. B Hes ca BKIIIOUEHU vemupu napazpagha, KOUTO MPeJICTABST
ne(pUHULIUY, €BOJIIOLMS U KOHIENITyallHa paMKa Ha KadeCTBOTO, TEOPUU U METOAOJIOTUH 32
yOpaBieHUE Ha KayecTBOTO, TOTAJIHO YINpaBIEHHE HAa KadyeCTBOTO, MPHIIOKEHHE Ha
YIPaBJIEHUETO HA KAYECTBOTO B XOTEIHEPCTBOTO.

Brtopa ruaBa e c HaumeHoBaHue ,,A3ci1e10BaTeJCKH MOAXO0/ 32 YCTAHOBSIBAHE Ha
ChCTOSIHMETO HA TOTAJHOTO ynpaBjeHHe Ha kadecTBOoTO (TQM) xoTtenuepcTBOTO, TS
ChIBpKA nem napacpaga. B TAX ce pasriexaa NPOIECHO OPHUEHTHUPAHUS MOIXOI B
XOTEJIMEPCTBOTO, YIPaBICHCKH NpuiokeHuss Ha TQM B XoTenmepcTBOTO, MHTErpanus Ha
TQM c opraHu3zalMoHHa KyJITypa, U3MepBaHe Ha ycnexa Ha TQM upe3 KIF040BU MOKa3aTenu
3a epextuBHOCT (KPI) 1 puck (KRI) B X0TenuepcTBoTO.

I'naBa Ttpera e o3arnaBeHa ,llpunoxkenne nHa TQM B OBJArapckoro
XO0TeJHEePCTBOTO*. B Hes ca BKIIIOUEHU mpu napazpaga, CbOTBETHO MPEACTaBAIINA KOHTEKCT
U paMKa Ha eMIHMPHUYHOTO M3CJIE/IBaHE, MHTEPIIPETalUs Ha Pe3yJaTaTuTe OT eMIHUPHUYHOTO
n3cieaBaHe, MPENnopbKU U NHTETPUPAH MOZEN 3a BHeApsiBaHe HA TQM.

B Hauanoto Ha nucepTalMOHHMSA TPYJ JOKTOPAaHTa MpPEACTaBsl aKTyaJaHOCTTa Ha
u3cienBaHara teMa. bescmopeH e (axTa, ye Mo OTHOLIEHHE ChbBPEMEHHOTO pa3BUTHE HA
Obarapckara XoTeIUepcKka MHAYCTPHs YIPABICHUETO HAa KaYECTBOTO € OT OCHOBOIIOJIATaIOo
3HaueHue. B Tazu Bpb3Ka U caMUAT JOKTOPAHT [IOCOYBA, Y€ ,,XOMENCKAma UHOYCmpus e cpeo
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Hatl-4yecmeumennume KvM KOJIeOaHUs 8 UKOHOMUYECKama cpeod, COYuaiHume meHoeHyuu u
MEXHON0SUYHUmME UHOBAYUU, KOemo Halaa NpuldecaHemo HaA CUCMEMHU YNPABIeHCKU
nooxoou, 2apanmupawju yCmou4ueo Ka4ecmaso u 6UCOKA y0081emE8OpeHOCH Ha 2ocmume .

I[Ipu ¢dopmynupanero Ha ocHOBHata mea JoktopaHT IlomoBa HacouBa
HU3CJIICAOBATCIICKUTEC CU YCUIIMA KBbM H3CJICABAHC CTCIICHTA HA MPAKTUYCCKATA 3HAYMMOCT Ha
koHrenmuaTa 3a Total Quality Management (TQM) B OBITapCKOTO XOTEIHEPCTBO. 3a
JIOCTUTAaHE Ha LeNTa, JOKTOpaHTa (Gopmyiupa U 4 moAuead U MOCTaBs 8 3aJadyu, KOUTO ca
JOCTAaThYUHU 32 IOCTUTAHE HA Taka 3a/ajieHaTa U popMyIupaHa 1ell Ha AUCEPTAIlHOHHUS TPYI.

Omnpenenenus 00eKT Ha M3CJIEABAHE OT JOKTOPAaHTa € XOTelIHepcKara MHIYCTpUS B
B’I)J'Il"apl/lﬂ, pasri€aana I1pe3 IMpu3Mara Ha CbBBPECMCHHHUTC MPCAU3SBUKATCIICTBA IIPCH
yIOpaBJIECHUETO HAa KadecTBOTO. V3BeneHUs MpeAMeT Ha M3CIE[BAaHE € MPUIOKHUMOCTTA Ha
koHnenmuaTa 32 TQM B ObIArapcKkuTe XOTENNU U HEMHOTO BIUSHUE BBPXY YAOBIECTBOPEHOCTTA
Ha KJIMEHTHUTE, BBTpEIIHATa ONepaTHBHATA €(PEKTUBHOCT M KOHKYPEHTOCHOCOOHOCTTa Ha
XOTEJICKATE opraHu3anuu. KaTo Te KopecnmoHaupaT ¢ Te3aTa Ha JOKTOpaHT IlomoBa, KoATO
OTKpOsSIBa, Y€ CHCTEMHOTO BHEApSBAaHE M TpiaraHe Ha KoHmemnmusaTa 3a Total Quality
Management (TQM) B Obarapckara XoTelcka HHAYCTPUS BOAM 0 3HAYMMO MoJ00peHue Ha
KauecTBOTO Ha yCIyTUTe, MOBUIIABAaHE HA KJIMEHTCKATa YAOBIETBOPEHOCT U ONTHUMH3AIUS HA
BBTPCIIHUTC IPOLCCH.

B yBomHata yact Ha AMCEPTAMOHHUS TPy JOKTOpAHTA IOCOYBA, Y€ ,,68 VCI08UA HA
HENnpeKbCHAmMO NPOMEHAWU ce NOMpeOumecKu o4aK8aHus YynpasieHuemo Ha Kaiecmsomo
UsucKkea cucmemeH nodxod, o6x6au;au; 6CUYKU emanu Ha O6Cﬂy9f€6ClH€m0 — Oom novpeus
KOHMAKm ¢ eocmume 00 YAIOCMHOMO UM npedcueasane 8 xomeackama cpeda’’. Buxnane,
KOETO KOPECIIOHMPA U C MOETO MHEHHE, Y€ YNPaBIEHUETO Ha Ka9YeCTBOTO HE MOXKeE J1a ObJe
OTpPaHMYEHO JI0 OTIpeiesieH MPOAYKT WM yCIIyra, a 00XBalla [JI0CTHUS MHOTOIIACTOB MPOIIEC
Ch37aBalll KIMEHTCKOTO U3KUBSIBAHE.

[IpemokeHaTa METOJOJOTMYECKAa paMKa Ha u3CIEABAHETO € HacoueHa KbM
IIprUjIaraHeTo Ha KOM6I/IHI/IpaH METOAOJIOTMYCCKHU IIOAXOM, KOWTO ChUeTaBa TCOPCTUYHHU U
€MIIUPUYHU METOJIM, OCUTYpSIBAIlM MHOTOIIJIACTOBA M HAJEKIHA OI[CHKA Ha MPUIOKUMOCTTA
Ha TQM B OBITapCKOTO XOTENUEPCTBO. 3a MOCTUTaHE Ha ITOCTaBeHATa 1€, B X0/a Ha paboTara
M0 JUCEPTAIMOHHMS TPY[, ca MPpUIOKeHU: TeopeTHYHM MeTOAM- JIMTEpaTypeH aHAIM3H U
CpaBHUTENEH aHann3; EMIMPUYHM MeTOIM — aHKETHO MPOYYBaHE, ABJIOOUYNHHO WHTEPBIO,
KazyceH aHanu3; KoJmuyecTBeHH MeTOAM — CTATHCTHYECKHM AHAJM3, MeTOJ0J0TMYHAa
TPUAHTYJIAIUS.

JIOKTOpaHTHT MpEACTaBs B CBOS TPYA AHKETHO MPOYYBAaHE U IBIOOYMHHO HHTEPBIO C
XOTCJIICKU MCHUIKXBPHU, HpGI[OCT&B?[fIKPI MHOI'0 IE€HHa IPAaKTUYCCKa I/IH(l)OpMaIII/IH KaKTO 3a
TeMaTHKaTa Ha JUCEPTALMOHHUS TPYJ, a Taka ChILO U 3a e(PEeKTUBHU OM3HEC MPAKTHKHU.

N30panata OT MOKTOpaHTa paMKa Ha M3CIIe[BaHE, MPHEMaM 3a ChOTBETCTBAIllA Ha
rocTaBeHara el W Ha (GOopMyJIHMpaHHMTE 3a7add. 3aToBa, MpUEMaM, Y€ JOKTOpaHTa 1o0pe
MO3HaBa TeMaTUKaTa, 0COOEHO B MpaKTHYeCKaTa i dYacT, OTHACAIIa Ce J0 aHaiu3a Ha
nojiyueHata MHGopMalusi U ChOTBETHO HEWHOTO e(eKTUBHO oHariensBaHe. ChIIO Taka,
cMsTaM, 4e TOW MpUTEkKaBa BBH3MOKHOCTH 3a OBJEIIa CaMOCTOSITeNHAa H3CIeOoBaTeICKa
pabora.

THil KaTo yNpaBIEHMETO Ha KAayecTBOTO caMO IO ce0e CH € KOMIUIEKCEH IpolIec,
nokTtopant [lomoBa mpaBMIIHO MPEACTaBs YacT OT KJIACHYECKUTE aBTOPU HA HAyYHU TEOPUH B
CBOSI TPY[I, KOUTO U3TPAKIAT TEOPETUYHATA OCHOBA Ha HacTosAlaTa qucepranus. Jlokropanrta
U3THKBA!



IOroszanagen ynusepcurer ,,Heopur Puncku”

1. J. Juran, xoiTo pa3paboTBa KOHIENUMATAa 3a ,,TPHJIOTHATa Ha KaueCTBOTO™.
BxmrouBama Tpu B3aMMOCBBP3aHU YIPAaBICHCKH Mpolieca — IUIAHUPAaHE, KOHTPOJI U
nmogoOpeHue Ha Ka4yeCTBOTO.

2. Philip Crosby, koiiTo BbBeX/a KOHLENIMATA 3a ,,HYJeBH AepekTu u aepuHupa
KaueCTBOTO KaTO IIbJIHO ChbOTBETCTBUE C U3UCKBAHUSATA.

3. W. E. Deming npejarani €IuH OT Hal-BIMSITEITHUTE MOJEIM 3a YIpPaBJICHUE Ha
KadecTBOTO U nomyssipusupai nukbiaa PDCA (ITnanupait — M3neaau — [posepu — [eticTBaii),
KOITO CTPYKTypupa cUCTeMaTa 3a HEMPEeKbCHATO MO100peHNE.

4. K. Ishikawa, xoifTo pa3mmupsiBa y4acTHETO Ha CIYXXHTEIUTE B YIPABICHUETO HA
KAauecTBOTO 4Ype3 BBBEXKJAHETO Ha ,,KPBrOBETE IO KadyeCTBOTO, KOUTO HachpyaBaT
KOJIEKTUBHO MHCJICHE, aHTAKUPAHOCT U CIIOZAEIIEHA OTTOBOPHOCT.

W3Bexxaaliky posisiTa Ha YNPaBICHUETO Ha Ka4eCTBOTO, NOKTOpaHT Ilonosa npencrass
Y €IMH OT HETOBUTE OCHOBHU MPUHIUIIH, & UMEHHO H3IOJI3BAHETO Ha OOCKTUBHO MU3MEPUMHU
MOKa3aTel, KOWTO TIO3BOJSIBAT HE CAaMO OIGHKA Ha E(QEeKTHBHOCTTa Ha TPHIIATaHUTE
YIPAaBICHCKA MPAKTUKH, HO M OCHIypsBa OCHOBa 3a CTPAaTErMYECKH KOPEKIHH,
YCBBBPIICHCTBAHE Ha TPOLECUTE U IIOBHUILIABAHE HA KJIMEHTCKAaTa YAOBJIETBOPEHOCT.
JlokTopaHTa 0Opbla CHIIECTBEHO BHUMaHME Ha JiBa OCHOBHM mnokazatens: KirodoBure
noka3arenau 3a puck (Key Risk Indicators - KRI), umamu BaxHa posist B cucremara 3a
yIpaBjeHUE HAa Ka4eCTBOTO, KATO CUTHAJIM3UPAT 32 MOTEHLUATHU OTKJIOHEHUS, KOUTO MOTaT
Jla TIOBJIMSIAT HETaTMBHO BBPXY YAOBJIETBOPEHOCTTA, PEHTAOMIHOCTTA WM PEMyTalUsaTa Ha
xorena. Bropusar e KirouoBure mnoka3zatean 3a edextuBHocT (Key Performance
Indicators - KPI), koiiTo nmpenocrast o0ekTUBHA 0a3a 32 MOHUTOPUHT, aHAJIU3 U B3eMaHe Ha
pELIeHUs B XOTEIUEPCKUSI CEKTOP

Tperara yacT Ha HACTOSIIIMAT TPYJ 32 MEH MPUTEKABA HA-CTOMHOCTEH XapaKTep, Thi
KaToO NPENOCTaBs JaHHU W aHAJIW3M MPUTEKABallU MOTEHIHUala Ja MOAIOMOTHAT PEaHus
TypucTHUYecku Ou3Hec. B mporeca mo cb3naBaHe Ha aBTOPCKUM HMHTETPUPAH MOJEN 3a
BHEJpsIBAHE Ha CHCTEMHU 3a ISUIOCTHO ympasieHue Ha kadectBoTo (TQM) B Obarapckure
XOTEJH, aBTOPA MPEACTaBs 3aJbJI00YEHO EMIIMPUYHOTO U3CIIEABAHE ,,00XBallla TPU-, YETUPU-
U TET3BE3JHU XOTENH, Pa3NOJIOKEHH B Pa3iIMYHU TYPUCTUYECKHM PETMOHM Ha CTpaHATa.
Bxutouenn ca rpancku, KypoptHH, CIIA M miaaHMHCKHM OOEKTH, KOETO I03BOJIsIBA J1a Ce
MPOCJEeN KaK pa3IMYHUTE TUIIOBE XOTelH afantupat TQM copsiMo cBositTa OpraHu3alioHHa
CTPYKTYpa, KJIMEHTCKH CETMEHT, pecypcHa O0€3MeUeHOCT M CTPATerMYecKd ILenau‘.
CrpuiecTBeHa 4acT OT U3CJIEIBAHETO Ca!

1. AHKeTHO mpoy4BaHe cpej 32 BUCHIM MEHHUDKBPHU HA XOTEIH

2. IlonycTpyKTypMpaHu MHTepPBIOTa OO0XBalllallli YeTHpPUMa MEHWIXbPU Ha
NIET3BE3IHA KOPIIOPATUBHU XOTENIM, YETUPUMa — HAa YETUPU3BE3JHU, M 4YETHpHUMa — Ha
TPU3BE3HU OOCKTH.

3. Ka3ycen ananmu3, KbJETO ca pa3riieJaHu YeTUPU KOHKPETHHU CUTYALIUH, CBBP3aHH C
ONTHMHU3AlMSl Ha Tpolleca Ha HacTaHsABaHE, NOJOOpsSBaHE HAa XUTMEHHUTE CTaHIapTH,
YIPaBJICHUE HA KIIMEHTCKATAa JIOSUIHOCT U BHEPSIBAHE HA NHOBALIMH

OcHoBaBaiiku ce Ha noixy4eHara MHQOpMalys OT aHKETHUTE NIPOyYBaHUsI CTaBa SICHO,
4e poJIATa Ha BUCILMS MEHUKMBHT € KJII0U0Ba 3a nonyssipuzupane Ha TQM. IloBumasaneTo
Ha uHQOpMupaHocTTa 32 TQM upe3 oOydeHHs, CeMHUHApU W TPEACTaBSHE HA YCHEIIHH
IIPAKTUKN MOXE 3HAYUTEJHO /1A MOAIOMOTHE Pa3BUTHETO HA CEKTOPA. AHAIU3BT NOKa3Ba, Ue
yCHEWHOTO BHeApsiBaHE HAa TQM B ObJArapckure XOTENU 3aBUCH OT KOMOMHALIMATA MEXKIY
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MHGOPMHUPAHOCT HA MEHHDKMBHTA, HAJIMYKME HAa CTAaHAAPTU3MPAHM CHCTEMH 33 KauecCTBO H
IIPOAKTUBHO JHMJEPCTBO. AHKETHOTO NPOy4YBaHE HAEHTH(HIMpPA TP OCHOBHU OOJACTH Ha
IIPOMSHA, KOUTO Ca KJIFOUOBH 3a IIOCTUraHE HA YCTOWYMBO Ka4ECTBO., @ UMEHHO CTPYKTYpPHH,
KYJITYpHH U MIPOLIECHH TPpaHC(HOpMALMU, KOUTO 2 MOAKPEIAT UHTETPUPAHETO HA IPUHLIUIIUTE
Ha TQM B exxegHeBHaTa paboTa Ha XOTENHTE.

ITo oTHOmEHHMe Ha ABIOOYMHHHUTE HUHTEPBIOTA CE€ PA3KpUBAT KAKTO YCIELIHHUTE
IIPaKTUKW, Taka M IPEAU3BUKATEICTBATa, IpPE] KOUTO ca W3IPAaBEHH MEHUKBPUTE.
Ycnemsnre noaxoau, OMUCAaHU OT WHTEPBIOMPAHUTE, BKIKOYBAT AKTUBHO BKJIIOYBAHE HA
NepcoHaja, HHTErpUPaHe Ha MPOrpaMu 3a 00yueHHe, CUCTEMHO M3IOJI3BaHE Ha KIMEHTCKaTa
oOpaTHa Bpb3Ka M NpUIaraHe Ha WHOBALMM, KOUTO IMOANOMAraT yCTOHUMBOTO pa3BUTHE.
WuTepec npezacTaBisiBa U aHAIW3a Ha IMOJyuyeHaTta MH(GOpPMAIMs OTHOCHO MAaJKUTE XOTEIH,
KBJETO CE€ YCTaHOBABA, ,,Ye NEPCOHANUIUPAHOMO OOCIYICeaHe U ONUKUME OMHOWEHUS C
2ocmume 4ecmo um 0asam KOHKYPEeHMHO NpeouMCcmeo, 6bnpeku 02panuieHume pecypcu .

IIpencraBenuss Kazyc Ne 1. OnTumu3anmusi Ha T@poleca Ha HACTaHsIBaHe:
JEMOHCTPHUpA KaK IUIMTAIU3alusATa €JIMMUHUpPA ,,TECHU MECTa” B KJIMEHTCKOTO IIbTYBAHE.
BHenpsBaHeTO Ha OHJAMH YEKHMpPaHE HE CAMO YCKOpsBa Ipoleca, HO U HamallsgBa PHUCKA OT
YOBEIIKH TPEIKH, 1M000psiBa BhTPEIIHATa KOOPAUWHAIMA M OCBOOOXKIaBa MEPCOHAN 3a IO-
ueHHu aeriHoctH. Kasyce Ne 2. IlonoOpsiBaHe Ha XWUTMeHHHMTe CTAHAAPTH: IOJYEpTaBa
3HAYEHUETO Ha IpouecHaTta aucuuiuimHa. Ypes SOP xoTenpT MUHMMH3Mpa BapHalUUTE B
Ka4yecTBOTO, KOETO € OCHOBEH mpuHIHI Ha Jlemunr. OcBeH ToBa 0Oy4YEHHETO HA MEPCOHATA
yKpenBa KyJITypaTa Ha KadecTBO M HaMmaisBa omnepaTuBHUTe puckose. Kazyc Ne 3.
YnpasiieHue Ha JOSIHOCTTA HA KJIMEHTHUTe: noka3Ba kak TQM npuHUIUIBT ,,pOKYC BbPXY
KIIMEeHTa* ce mpeBpblla B u3MepuMu pesyinrati. CRM cuctemara mo3BoiisiBa chOMpaHe Ha
JAHHU 3a INPEANOYUTAHUATA, KOETO BOAM JO IO-BHCOKA INEPCOHAIM3ALUSA U €MOLMOHAIIHA
Bpb3Ka ¢ roctute. Kasyc Ne 4. UHoBanuuTe KaTO ABUraTe/l HA KOHKYPEHTHO NPEeIHMCTBO:
JEMOHCTpHpa KaK MHOBAllMUTE MoOrar Ja ObJaT M3MIO0JA3BaHM HE CamMoO 3a OIEpaTHBHA
e(EeKTUBHOCT, HO U 3a cTparernyecka audepeHuuanus. Pobotuzanusara 1 MyJaTHCEH30pHUTE
YCIyTU Ch3AaBaT YHHMKAJIHO IPEXHUBSIBaHE, KOETO TPYJHO MOXKE Ja ObJe KOMHUPaHO OT
KOHKYPEHTH — KIII0YOB (haKTOp 3a YCTONUYNBO KOHKYPEHTHO MPEAUMCTBO.

W3cnenBaHeTo Ha TOKTOpaHTa 3aBBbpIIBA C MHTETPUpPAH MOJEN 3a BHEIpsSBaHE Ha
CHUCTEMHU 3a ISNIOCTHO ympaBieHne Ha kadecTBoTo (TQM) B Owirapckure xotenu. Toit e
W3TpaJieH Bb3 CHOBA Ha Pe3yJTaTUTE OT aHKETHOTO MPOy4YBaHE, NBJIOOYMHHUTE MHTEPBIOTA,
ka3ycHus aHanu3, SWOT ouieHkara u popmyaupanuTe npenopbku. MoJensT e ajanTupaH KbM
cnenuduKaTta Ha HAIlMOHAIHATA WHIyCTPHUS, BKIIOYBA OCHOBHHUTE YIPABICHCKU ACTEKTH, U
MO>Ke Jja Ob/ie pularad KakTo B MaJIK{, TaKa U B KOPIOPATUBHO yNPaBIsBaHU XOTEIH.

3ajaiIcHATe, HACOKUTE B pa3pabOTEHHs TUCEPTAIMOHEH TPy CE 3ama3BaT U B
3aKJIFOUEHHETO My, KaTo € BHJHO, Y€ TO OTpa3siBa W3BOAUTE Ha NOKTopaHT I[lomoBa ue ,,6
VCIOBUAMA HA CHBPEMEHHAMA MYPUCMULECKA UHOYCMPUsL YAPAGIEHUEMO HA KA4ecmeomo
ypes Total Quality Management (TOM) ce ymswvpocoasa kamo cmpamezudecka Guiocogus,
OpUEHMUPAHA — KbM  UHOBAYUU,  YCMOUYUSO  pazeumue U NOGUWIABAHE  HA
KOHKYPEHMOChocobnocmma ', KOeTo MH JaBa OCHOBaHHE Ja IpHUeMa, 4e JIOKTOpaHTa e
HABIIA3BJ 3a7BJI0O0YEHO B HaydyHaTa MpoOJjeMaTHKara, Karo pa3dupa W HICHTHPHIUpA
crienu()UKUTE Ha U3CIICBAHATA MATCPHSI.

OO000IICHOTO TpeICTaBsIHEe HA AUCEPTAIIMOHHKS TPYA € OTPa3eHO U B M3TOTBEHHUS OT
KaHaumara aBropedepar ¢ ooem ot 48 crpanuiy. B HETo, KOPEKTHO ca OMUCAHU OTICITHUTE
YaCTH Ha U3CIIECABAHETO, IPEACTABCHU ca PHHOCHUTE MOMEHTH, H30POCHH Ca peaTu3upaHUTe
0 TeMaTa My OJIMKAIUH U € TIPEJICTaBEH CIIMCHK Ha yUacTHsITa B HALIMOHATHUA U MEXTyHapOTHH



IOroszanagen ynusepcurer ,,Heopur Puncku”

Hay4YHH KOH(pEPEeHIINH U GOpPYMHU.

Ot npencraBeHa Mo nporeaypara 3a myOauyHa 3aliuTa ClipaBKa € BUIHO, Y€ JOKTOPAHT
[lonoBa wW3MbIHSBA HAIMOHAJTHUTE MHHHUMAIHM H3UCKBaHUA 3a mnpupobuBane Ha OHC
,»JOKTOp®, 3aJI0)KEHM B M3UCKBAHMATA HAa 3aKOHA 3a Pa3BUTHE HA AKAJIEMHUYHHS ChCTaB B
Peny6nuka bearapus u [IpaBuinHuKa 3a HErOBOTO NMPHIIOKEHHE, KaKTO M BBTPELIHHUTE 32
IOro3ananen ynusepcurer ,,H. Puncku‘ usnckBanusi.

B nucepranusita He ce yCTaHOBSIBA CXOACTBO € Uy XIU TpyIOBe. B yBepeHue Ha ToBa ce
npecTaBs JOKYMEHT, TeHepHUpaH Mpu mpoBepka ¢ nporpama iThenticate.

II. OueHka Ha Hay4YHUTe W HA NPAKTHYECKHTe pe3yJTaTH W NPUHHOCH HA
JOKTOPAaHTAa

HayunuTe W TpUIOKHU NPUHOCH IO AUCEPTAIIMOHHUS TPYA ca MPEICTaBEHU B
ABtopedepara Ha c. 44-45, KaTO TU IPUEMaM.

[To nucepraunoHHus Tpya qokTopaHT Bennuka Bnagumuposa [lomoBa e npeacrasuia
5 Opost myOnuKanuu — 4 caMOCTOSITENIHU U | B ChaBTOPCTBO ¢ HAYYHHSI pbKOBOAUTEN. TpsiOBa
Jla ce mo4yepTae v Mo3aApaBu JOKTOPAHTA 32 YYACTUETO MY B €IMH HayYHO-U3CIEA0BATEIICKU
MIPOEKT, KOETO € OE3CIIOPHO MOCTHUKEHHUE 33 €TUH MJIaJ U3CJIeI0BaTEl.

II1. Kputnynu 0eJie:KKH U NPenopbKu

Jokropant [lormoBa mokasBa qoOpw MO3HAHMS B M3CJIEIBaHATa 00JIACT, KaTO HAMaM
KPUTUYHU OCJICIKKH.

Kem pokropant [lomoBa wMaM ciemHHS BBIPOC, YHMHTO OTIOBOP IIIE JOMBIHU
ISJIOCTHOTO BIIEYATIICHUE OT M3CJIEIBAHETO, @ UMEHHO: Cnoped Bac 6 npoyeca no ynpasnenue
HA Kauecmeomo moxce iu 0a Ovoe HamaleHa Heeosama aomunucmpamuena medxcecm? Ilon
aJIMHHHCTPATHBHA TEXECT BH3UPAM TOJIIMOTO KOJHMYECTBO HMH(MOpMAIHs, KOeTo TpsOBa 1a
ObJIc MOMBJIBAHO U 00PaOOTBAaHO B IPEJCTABUTEIICH BH/I.

IV. 3akaiouenune

Karo nmam npenBuj, ye npu pa3pabOTBAaHETO Ha JUCEpPTaLUATa OT JOKTOPaHTa ca
cnaseHu usuckBanusTa Ha 3PACPB u Berpemnure npasuwia Ha O3V ,Heodur Puncku®,
bnaroesrpan. Kakro u o6crositenctBoro, ye Beauuka Biaagumuposa IlonoBa npurexasa
KauecTBa M KOMIIETEHTHOCTH 3a IpPOBEXKIAaHE Ha CaMOCTOSITEJIHW HAy4yHU H3CJE/IBaHUS,
3asBsIBaM Ha yBa)kaeMHTE WieHOBe Ha HaydHOTO KypH, 4e me riiacyBaM_IOJIOKHTEIHO TIpU
B3€MAaHETO Ha pEeLICHUE 3a IPUCHXKIaHe Ha oOpa3zoBarenHara 1 HayyHarta creneH JIOKTOP no
ITH 3.9 TypussMm, HaydHa cEUAIHOCT ,, IKOHOMMKA U yIIpaBJIE€HUE HAa TypuU3Ma“.

Hara: 20.05.2026 . M3roTBus cTaHOBUIIIETO:
no11. 1-p Ceerocnas Kaneitue

(Iloonuc)
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OPINION

From

Assoc. prof. Dr. Svetoslav Mateev Kaleychev, University of National and World Economy,

Sofia, member of the scientific jury in the procedure for acquiring the educational and

scientific degree "doctor'" at the South-West University, according to Order of the Vice-
Rector No. 956/03.04.2026 r.

Author of the dissertation: Velichka Vladimirova Popova

Thesis topic:
QUALITY MANAGEMENT IN THE HOTEL INDUSTRY IN BULGARIA

Scientific supervisor: Prof. Dr. Mariya Stankova

This opinion was prepared under the procedure for public defense of a full-time
doctoral student Velichka Vladimirova Popova at the Department of Tourism of the Faculty
of Economics at the Southwestern University "Neofit Rilski", Blagoevgrad.

Grounds for submitting the review: participation in the scientific jury for the defense
of the dissertation, according to Order No. 956/03.04.2026 of the Vice-Rector of the
Southwestern University "Neofit Rilski", Blagoevgrad for conducting a procedure for acquiring
the ONS "doctor" in PN 3.9 Tourism, doctoral program "Economics and Management of
Tourism".

A dissertation, abstract and autobiography of doctoral student Popova were submitted
under the procedure. The abstract includes lists of publications of the doctoral student,
participation in national and international scientific conferences and forums, contributions
made as a result of the research and a declaration of originality and reliability of the presented
dissertation. The materials are provided in electronic format. A text authenticity report from
the iThenticate program is attached.

Velichka Vladimirova Popova has been a full-time doctoral student at the Department
of Tourism since December 2022. Doctoral student Popova has obtained a bachelor's degree in
Tourism and a master's degree in International Tourism at the South-West University "N.
Rilski", Blagoevgrad. The candidate's CV shows her dedication to tourism and her 3 years of
experience as a tour guide. The experience she has gained provides her with the opportunity to
work with tourist groups and individual tourists and to provide up-to-date and useful tourist
information. These skills are a factor in the effective and professional upgrading of knowledge
and competencies fundamental to the modern tourism industry.
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I. Summary of the dissertation work

The dissertation submitted for opinion is 169 pages long. It includes a main text of 160
pages, lists of tables, figures, appendices, and used literature. 20 tables, 3 figures, 13 diagrams
and 9 appendices were used to illustrate the study. The bibliography contains 94 sources, of
which 12 are in Bulgarian and 52 in English; 30 websites are also referenced.

The dissertation structurally contains the following main sections: introduction and
conclusion, as well as three chapters presenting definitions and the evolution of quality, as well
as its application in the hospitality industry, theories, methodologies and the so-called total
quality management (TQM) are also presented. The process-oriented approach in the
hospitality industry and the management applications of TQM in the hospitality industry are
touched upon. Issues related to key indicators of efficiency and risk in the hospitality industry
are considered. Results of the empirical study are presented and an integrated model for TQM
implementation is derived.

Research methodology

Chapter one is entitled “Theoretical basis of quality management in the hospitality
industry. It includes four paragraphs that present definitions, evolution and conceptual
framework of quality, theories and methodologies for quality management, total quality
management, application of quality management in the hospitality industry.

Chapter two is entitled “Research approach to establish the status of total quality
management (TQM) in the hospitality industry”, it contains five paragraphs. They examine the
process-oriented approach in the hospitality industry, management applications of TQM in the
hospitality industry, integration of TQM with organizational culture, measuring the success of
TQM through key performance indicators (KPI) and risk (KRI) in the hospitality industry.

Chapter three is entitled “Application of TQM in the Bulgarian hospitality industry”.
It includes three paragraphs, respectively presenting the context and framework of the empirical
study, interpretation of the results of the empirical study, recommendations and an integrated
model for implementing TQM.

At the beginning of the dissertation, the doctoral student presents the relevance of the
research topic. It is an indisputable fact that in terms of the modern development of the
Bulgarian hotel industry, quality management is of fundamental importance. In this regard, the
doctoral student himself points out that "the hotel industry is among the most sensitive to
fluctuations in the economic environment, social trends and technological innovations, which
necessitates the implementation of systematic management approaches that guarantee
sustainable quality and high guest satisfaction".

When formulating the main goal, doctoral student Popova directs her research efforts to
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studying the degree of practical significance of the concept of Total Quality Management
(TQM) in the Bulgarian hotel industry. To achieve the goal, the doctoral student also formulates
4 sub-goals and sets 8 tasks, which are sufficient to achieve the thus set and formulated goal of
the dissertation.

The determined object of research by the doctoral student is the hotel industry in
Bulgaria, viewed through the prism of modern challenges facing quality management. The
subject of the study is the applicability of the concept of TQM in Bulgarian hotels and its impact
on customer satisfaction, internal operational efficiency and competitiveness of hotel
organizations. They correspond to the thesis of doctoral student Popova, which highlights that
the systematic implementation and application of the concept of Total Quality Management
(TQM) in the Bulgarian hotel industry leads to a significant improvement in the quality of
services, increased customer satisfaction and optimization of internal processes.

In the introductory part of the dissertation, the doctoral student points out that "in
conditions of constantly changing consumer expectations, quality management requires a
systematic approach, covering all stages of service - from the first contact with guests to their
overall experience in the hotel environment". A view that also corresponds to my opinion that
quality management cannot be limited to a specific product or service but covers the entire
multi-layered process creating the customer experience.

The proposed methodological framework of the study is aimed at the application of a
combined methodological approach, which combines theoretical and empirical methods,
providing a multi-layered and reliable assessment of the applicability of TQM in the Bulgarian
hospitality industry. To achieve the set goal, in the course of the work on the dissertation, the
following methods were applied: Theoretical methods - literature analysis and comparative
analysis; Empirical methods - questionnaire survey, in-depth interview, case study analysis;
Quantitative methods - statistical analysis, methodological triangulation.

The doctoral student presents in his work a questionnaire survey and an in-depth
interview with hotel managers, providing very valuable practical information both on the topic
of the dissertation work, as well as on effective business practices.

I consider the research framework chosen by the doctoral student to be consistent with
the set goal and the formulated tasks. Therefore, I assume that the doctoral student is well
acquainted with the topic, especially in its practical part, relating to the analysis of the
information obtained and, accordingly, its effective visualization. I also believe that he has the
potential for future independent research work.

Since quality management in itself is a complex process, doctoral student Popova
correctly presents some of the classical authors of scientific theories in her work, which build
the theoretical basis of this dissertation. The doctoral student points out:

1. J. Juran, who developed the concept of the “quality trilogy”. Including three
interrelated management processes — planning, control and quality improvement.

2. Philip Crosby, who introduced the concept of “zero defects” and defined quality as
full compliance with requirements.

3. W. E. Deming, who proposed one of the most influential quality management models
and popularized the PDCA cycle (Plan — Do — Check — Act), which structures the system for
continuous improvement.
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4. K. Ishikawa, who expanded employee participation in quality management by
introducing “quality circles”, which promote collective thinking, commitment and shared
responsibility.

Outlining the role of quality management, doctoral student Popova also presents one of
its main principles, namely the use of objectively measurable indicators, which allow not only
to assess the effectiveness of the applied management practices, but also provides a basis for
strategic adjustments, process improvement and increased customer satisfaction. The doctoral
student pays significant attention to two main indicators: Key Risk Indicators (KRI), which play
an important role in the quality management system, signaling potential deviations that can
negatively affect the satisfaction, profitability or reputation of the hotel. The second is the Key
Performance Indicators (KPI), which provides an objective basis for monitoring, analysis and
decision-making in the hotel sector. The third part of this work is the most valuable for me, as
it provides data and analyses that have the potential to support the real tourism business. In the
process of creating an author's integrated model for implementing Total Quality Management
(TQM) systems in Bulgarian hotels, the author presents an in-depth empirical study "covering
three-, four- and five-star hotels located in different tourist regions of the country. Urban, resort,
SPA and mountain sites are included, which allows us to track how different types of hotels
adapt TQM to their organizational structure, customer segment, resource availability and
strategic goals." The essential part of the research are:

1. A survey among 32 senior hotel managers

2. Semi-structured interviews covering four managers of five-star corporate hotels, four
of four-star hotels, and four of three-star hotels.

3. A case study, which examined four specific situations related to optimization of the
accommodation process, improvement of hygiene standards, customer loyalty management,
and implementation of innovations

Based on the information obtained from the survey, it is clear that the role of senior
management is key to popularizing TQM. Raising awareness of TQM through training,
seminars, and presentation of successful practices can significantly support the development of
the sector. The analysis shows that the successful implementation of TQM in Bulgarian hotels
depends on the combination of management awareness, the presence of standardized quality
systems, and proactive leadership. The survey identified three main areas of change that are key
to achieving sustainable quality, namely structural, cultural and process transformations that
support the integration of TQM principles into the daily work of hotels.

In terms of in-depth interviews, both successful practices and challenges faced by
managers are revealed. Successful approaches described by interviewees include active
involvement of staff, integration of training programs, systematic use of customer feedback and
implementation of innovations that support sustainable development. Also of interest is the
analysis of the information obtained on small hotels, where it is found that “personalized service
and close relationships with guests often give them a competitive advantage, despite limited
resources”.

Presentations Case Study No. 1. Optimization of the accommodation process:
demonstrates how digitalization eliminates “bottlenecks” in the customer journey. The
implementation of online check-in not only speeds up the process, but also reduces the risk of
human errors, improves internal coordination and frees up staff for more valuable activities.
Case study 2. Improving hygiene standards: highlights the importance of process discipline.
Through SOPs, the hotel minimizes quality variation, which is a fundamental Deming principle.
In addition, staff training strengthens the quality culture and reduces operational risks. Case
study No. 3. Customer loyalty management: shows how the TQM principle of “customer focus”
is translated into measurable results. The CRM system allows for the collection of data on
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preferences, which leads to higher personalization and emotional connection with guests. Case
study No. 4. Innovation as a driver of competitive advantage: demonstrates how innovations
can be used not only for operational efficiency, but also for strategic differentiation.
Robotization and multi-sensory services create a unique experience that is difficult to copy by
competitors — a key factor for sustainable competitive advantage.

The doctoral student’s research concludes with an integrated model for the
implementation of total quality management (TQM) systems in Bulgarian hotels. It is built on
the basis of the results of the questionnaire survey, in-depth interviews, case analysis, SWOT
assessment and formulated recommendations. The model is adapted to the specifics of the
national industry, includes the main management aspects, and can be applied in both small and
corporately managed hotels.

The guidelines set in the developed dissertation are also preserved in its Conclusion, as
it is evident that it reflects the conclusions of doctoral student Popova that "in the conditions of
the modern tourism industry, quality management through Total Quality Management (TQM)
is being established as a strategic philosophy, oriented towards innovation, sustainable
development and increasing competitiveness". which gives me reason to assume that the
doctoral student has thoroughly delved into the scientific issues, by understanding and
identifying the specifics of the researched matter.

The generalized presentation of the dissertation is also reflected in the 48-page abstract
prepared by the candidate. In it, the individual parts of the study are correctly described, the
contributing moments are presented, the publications on the topic are listed and a list of
participations in national and international scientific conferences and forums is presented.

From the report submitted during the public defense procedure, it is evident that doctoral
student Popova meets the national minimum requirements for acquiring the ONS "doctor", set
out in the requirements of the Act on the Development of the Academic Staff in the Republic
of Bulgaria and the Regulations for its implementation, as well as the internal requirements of
the South-West University "N. Rilski".

The dissertation does not establish any similarity with other works. As proof of this, a
document generated during verification with the iThenticate program is presented.

Evaluation of the scientific and practical results and contributions of the doctoral
student

The scientific and applied contributions of the dissertation are presented in the Abstract
on pp. 44-45, and I accept them.

On the dissertation, doctoral student Velichka Vladimirova Popova has presented 5
publications - 4 independent and 1 in co-authorship with the scientific supervisor. It is necessary
to emphasize and congratulate the doctoral student for his participation in scientific research

project, which is an indisputable achievement for a young researcher.
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II. Critical remarks and recommendations

Doctoral student Popova shows good knowledge in the research area, and I have no
critical remarks.

I have the following question for doctoral student Popova, the answer to which will
complement the overall impression of the study, namely: In your opinion, can its
administrative burden be reduced in the quality management process? By administrative
burden, I mean the large amount of information that must be filled in and processed in a
representative form.

III. Conclusion

Considering that the requirements of the Law on the Development of the Doctoral Thesis and
the internal rules of the South-West University "Neofit Rilski", Blagoevgrad have been met in
the development of the dissertation by the doctoral student. As well as the fact that Velichka
Vladimirova Popova possesses the qualities and competencies to conduct independent
scientific research, I declare to the esteemed members of the Scientific Jury that I will vote
positively in the decision to award the educational and scientific degree DOCTOR in PN 3.9
Tourism, scientific specialty "Economics and Management of Tourism".

Date: 20.05.2026 . Prepared the opinion:
Assoc. prof. Dr. Svetoslav Kaleychev

(Signature)
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