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OTHOCHO:  JWCEpTallMOHEH TPy 3a NpHCHXKIaHE Ha oOpa3oBaTelHa W HaydyHa
CTEIEH ,,A0KTOP* 10 Mkonomuka u ynpasienue na mypusma B FO3Y
,Heodur Puickn*

ABTOp Ha JUCEepPTAlMOHHUS TPYA: Benuuxa Brnaoumuposa I[lonosa
Tema Ha qucepTallOHHUA TPYA: VYnpasnenue na kauecmeomo 6
xomenuepcmeomo 6 bvneapus

Ocnoeanue 3a IpeICTaBIHE HA CTAHOBUIIIETO: YYaCTHE B ChCTaBa HA HAYYHOTO KYpH
0 3allliTa Ha AUCEPTAlMOHHUS TPy cbriacHo 3amoBea Ne956 ot 03.04.2026 r. Ha
Pextopa na FO3V ,,Heodurt Puncku‘

I. O0001IeHN JaHHU 32 JOKTOPAHTA, JUCEPTANMOHHUA TPy U CBbpP3aHaTa C
Hero HAy4YHa NPoAyKUust

[Ipe3 nexemBpu 2022 r. Benuuka [lomnoBa € 3aunciieHa KaToO JOKTOPAHT B
kameopa ,, Typuzem*, Cmonancku gaxyimem na FO3Y , Heogpum Puncku‘ no
Hayunama cneyuaiiocm ,, Mkonomuxa u ynpaenenue na mypusma ‘‘, npoghecuonaiHo
nanpaenenue 3.9 Typuzvm, obracm Ha eucwe obpazosanue 3. Coyuannu,
CMONAHCKU U NPABGHU HAYKU.

Benunuka IlomoBa mpuTexxkaBa mpoQecuoHaneH OmuT B o0nacTra Ha
YApAGIeHuemo Ha Kawecmeomo, npousso0CmeeHus KOHMpPOoa U YNpasieHuemo Ha
KaueHmcku e3aumoomuowenus. Kapuepata W 3amouBa KaTto €KCKYpP30BOJ BBB
BHHapcKa mu3ba ,,.Buma Memauk* (2013-2016), crmen koeTo 3aema MOCIeI0BATEITHO
no3uuuu B STS Medical Group, CangaHcku, CBbp3aHU C OCUTYpsBaHE U KOHTPOJI Ha
KaueCTBOTO, JOCTHTAWKH JI0 JIIBKHOCTTa PHKOBOAMUTEN €KUIl MO YyMpaBlieHHWE Ha
kauectBOTO (2019-2020). OT1 2021 1. 10 MOMEHTa pabOTH KaTO aKayHT MEHUKBP B
Piros Ltd. Ilpodecnonannudr i npodui chbueTaBa OpraHU3alMOHHY, YIPABICHCKU
U KOMYHHKAI[MOHHU YMEHHs, NpUIO0OUTH B NPOM3BOACTBEHAa M OHM3HEC cCpena.
[IpodecrnoHamHUSAT ONUT M EKCHepTH3a Ha JOKTOpPAHTa JIOTUYHO 00O0CHO8A8aAm
usbopa na oucepmayuoHHama mema W JTEMOHCTpUpAT siCHA Bpb3Ka C IpeIMera,
LEJNUTE U U3CIeIoBaTeNICKusa 00XBaT Ha HayuHus Tpyl. Pa3paboTrkara e mocBereHa
Ha TeMa C TojisiMa MPAKTHYECKa 3HAYUMOCT, KaTO HAaTPYMAaHUTE MPOPECUOHATHU



3HAHMSI U KOMIIETEHTHOCTH Ha aBTOpa Ch3/aBaT HAJIekKAHA OCHOBA 32 PEAIM3UPAHETO
Ha 3aJbJ00YEHO, aApPTyMEHTHPAHO M METOJOJOTHYECKH W3AbpPKAHO HAYYHO
U3CJIe/IBaHe.

Jlucepmayuonnuam mpyo ce cocmou om 169 cmpanuyu. OCHOBHUST TEKCT
(145 crpanunm) cbabpka u Oorar wirocTpaTuBeH Mmatepuan oT 20 Ttabmuiwu, 13
nuarpamu u 3 ¢urypu. {ucepranusra BkitouBa orle oubdmuorpadus (6 cTpaHulin),
CIUCBK ChC ChKpaieHus (1 cTpanuiia), cnuchbly HAa TaOIULM, AUarpaMu U GUrypu
(3 crpanunn). bubnuorpadckusaT anapaT BKIOYBa 94 M3TOYHWKA HA OBIATAPCKU U
AHTJIMWCKU €3UK.

Cmpykmypama wua Oucepmayusima € JOTUYECKU T[OCJIeJ0BaTeIHa U
CHOTBETCTBA Ha LISLIOCTHOTO pa3pabOTBaHE HA U3CIIEI0BATENICKUS MPOOJIEM C Oriie]
MOCTUTaHE Ha IMOCTaBEHATa 1€, ChbCTOM C€ OT TPHU TJIaBH, YBOJ M 3aKIIIOUCHUE.
ITvpsa 2nasa npencraBsi TECOPETUYHUTE OCHOBH Ha YIIPaBICHUETO Ha KaU€CTBOTO B
XOTEJIUEPCTBOTO, KATO BKIIIOYBA Ie(DUHUIINY, €BOJTIOIMS M KOHLIETITyallHa paMKa Ha
KaueCTBOTO, OCHOBHU TEOPUU W METOA0JOTHH, KakTo © TQM KaTo chBpeMeHEeH
YIPAaBJIEHCKH MOAXO0/1. 3aBbpIliBa C aHAIN3 Ha NMPUJIOKEHUETO Ha YIPABICHUETO HA
Ka4eCTBOTO B XOTEIUEPCTBOTO U HETOBOTO 3HAUEHHUE 32 KOHKYPEHTOCIIOCOOHOCTTA
Ha XOTEJICKUTE MPEeANpUSATHs. Bmopa 2nasa npeacTaBs U3Cae10BaTEIICKUS MOIX0T
3a yCTaHOBSIBaHE HA ChCTOSHUETO HA TOTATHOTO yrpaBiieHne Ha kauecTBoTo (TQM)
B XOTEIMepcTBOTO. Pasrimexaar ce MpOLECHO OpPUEHTUPAHUAT MOJXO/,
yrnpaBlieHCKuTe puioxkeHus Ha TQM u HeroBaTa MHTErpalys C OpraHu3alMOHHATA
kynatypa. [IpencraBenu ca MmeToiu 3a U3MEpBaHE HA €PEKTUBHOCTTA UPE3 KIIFOUOBU
nokazarenu 3a usnbiHeHue (KPI) u puck (KRI), kakto u wu3smos3BaHaTta
METOJI0JIOTHUS Ha U3cieiBaHeTo. Tpema 2nasa pasriexnaa npuioxenueto Ha TQM B
OBITapCKOTO XOTEIUEPCTBO, KATO NMPEACTaBs KOHTEKCTA U paMKaTa Ha EMIIMPUYHOTO
u3cieBaHe, KaKTO U aHalu3a M MHTEpHpeTalusITa Ha MOJydYeHUTE pe3yiTaTu. B
3aKII04YeHHe ca (HOpMyITUpaHu TMPETOPHKU U € TMPEI0KEH UHTErpUpaH MOJEN 3a
BHEJpSIBAHE HAa TOTAJHO YIpPaBJICHHE Ha KayeCTBOTO B XOTEJICKaTa MPAKTHKA.
Hskntouumenno 000po eneuamienue npasu NAAGHUAM NpPexoo, JIoSUYeCKama
nociedoeamenrHocm U 30pasa  008pwv3KA  Medcoy omoelHume 2nasu  Ha
oucepmayusma.

Temama Ha OucepmayuonHusi mpyo € aKTyajJHa M 3HAYMMa NOpagu
3aCHJIEHaTa KOHKYPEHLUsI B TYPUCTUUYECKHSI CEKTOP M HApacTBAIIUTE WU3UCKBAHUS
KbM Ka4eCTBOTO Ha yCIyrute. T MMa BUCOKA IPAKTUYECKA MPUIOKUMOCT, Thil KaTo
YIPAaBJIEHUETO HA KAYECTBOTO JONPUHACSA 32 IOBUILIABAHE HA YJIOBJIETBOPEHOCTTA HA
TOCTUTE U KOHKYPEHTOCIIOCOOHOCTTA Ha XoTenuTe. B Obarapcku ycioBus temMara €
0COOEHO pEelieBaHTHA C OrJieJ] HEOOXOAMMOCTTa OT YCTOWYHMBO pa3BUTHE U
BHEJpsIBAaHE HA CHbBPEMEHHH YIIPaBICHCKU noaxoau kato TQM.

Obexmvm U npedmemvm Ha U3CIEIBAHETO Ca ICHO U KOPEKTHO AePUHUPAHHU.
[]enma Ha nucepTaMOHHMS TPY/I € IPEIU3HO (OpMYTUpaHa U apTyMEHTHpPaHa, KaTo
KbM HEs Ca ChOTHECEHHU OCEM U3CAe008amencKu 3a0aqu, KOUTO IMOCIEI0BATEIHO
OTpa3siBaT JIOTMYecKaTa CTPYKTypa M XOJa Ha MPOBEAEHOTO OT JOKTOpPAaHTa
usciensane. Mzcnedosamenckama meza € (HopMylupaHa SICHO U TOYHO, Karo
BIIOCJIE/ICTBHE € TOTBBP/ICHA OT PE3YITATUTE HA EMITMPUYHOTO U3CIIC/IBAHE.



Memooonocuunama pamka € pa3paboTeHa B CbOTBETCTBHE C MOCTAaBEHUTE
U3CIIEOBATENICKH 1M U CTHIIBA BHPXY KOMOWHUPAH METOAOJOTUYECKU TOIXO/,
KOWTO ChU€TaBa TEOPETUYHHU U EMIIMPUIHU METOJM, OCUTYPSBAILA MHOTOIJIACTOBA
¥ HaJIeXkKHA OIICHKA Ha MpuitokuMocTTa Ha TQM B OBIATapCKOTO XOTEIUEPCTRO.

bubnuoepaguama, wznonzsana ot gokropant llomoBa, e Oorara, moope
CTPYKTYpHpaHa U BKJIOYBA IIMPOK CHEKTHP OT M3TOYHHUIM, KaTO MOHOTrpaduwu,
HayYyHH CTaTHH, JOKJIaad OT KOH(MEpeHIMH, MEXKIYHApPOIHH CTaHIAPTH WU
eJIeKTpOHHU pecypcu. Hammne e OanaHcupaHO ChuUeTaHHE MEXIY KIACHYECKH
aBTOpU B O0OyiacTTa Ha ympaBieHHeTo Ha kadectBoTo (Deming, Juran, Crosby,
Ishikawa, Garvin) U cbhbBpeMEHHU U3CIEIBaHUS, CBbP3aHU C XOTEIUEPCTBOTO,
norpeduTenckara yAOBIETBOPEHOCT U IHM(poBaTa TpaHChopMaIis HA YCIyTHTE.
Llumupanemo e KOpPEKTHO U CHOTBETCTBAa HA YTBBPACHHUTE CTAaHIAPTHU 332 HAy4YHA
eTHKa.

[IpencraBenute mner nyoaukayuu — 4YETHUPU CAMOCTOSITETHM U €IHA B
ChaBTOPCTBO, OTpa3siBaT pEaTHUTE HAyYHU TIIOCTHKEHUS Ha JOKTOpaHTa U
NPEICTaBAT pe3yiTaTUTe OT AWCEPTAIMOHHHS TPyH TMpel akaJeMuyHaTa W
npodecuonaina oomHoct. Te u3mbIHsIBAT MUHUMATHUTE HAI[MOHATHHA W3UCKBAHUS
3a mpuaoouBane Ha OHC ,,nokTop®, kaTo HoKTOpaHT I[lomoBa e peanusupaina o010
45 TOUKHwU.

II. OueHka Ha Hay4YHMTEe M HA TMPAKTUYECKHTE Pe3yJTaTH U NPHHOCH HA
NpeACTABEHUA NMCEePTANNOHEH TPY/

Emnupuunara yact Ha M3CIEABAHETO C€ OCHOBAaBa HAa aHKETHO MpPOYy4YBaHE
cpen 32 xoTena OT pa3IMdHKM KaTErOPUU U TYPUCTUUECKU PETHOHH, JTOMBIHEHO OT
IBJIOOYMHHNA MHTEPBIOTA C MEHW/DKBbPU M Ka3yCeH aHaAIU3 Ha JOOpHU MPaKTHKU.
Ilonyuenume pezynmamu TPENOCTaBAT ISUIOCTHA KapTHHA 3a CTEMEHTa Ha
BHenpsiBaHe Ha TQM, kaTo OTKpOSBAT KIIOYOBH TEHCHIIMH, PA3THUUS MEKTY
TUTIOBETE XOTECJIM W OCHOBHU (DAKTOpH, BIMSCHIM BBPXY YNPABJICHUETO Ha
KaueCTBOTO. AHanUu3bm Ha OaHHUme Ype3 ONUCaTeNIHA U KOPEJIallMOHHA CTATUCTUKA,
cpaBuutesnieH 1 SWOT aHanu3, KakTo M TEMAaTU4Y€H aHajdu3 Ha WHTEPBIOTATa,
MO3BOJIsIBA UACHTU(DUITMPAHE HA CHIIECTBEHU 3aBUCUMOCTH M TIPOOJIEMHH O00JIACTH.
Emnupuynume peszynmamu iCHO oduepTaBaT pojsiTa Ha OpraHU3alMOHHATA KYJITYpa,
JUAEPCTBOTO W MPOLECHUS MOJX0]I KaTO OMpeaessiuy 3a €eKTUBHOTO MpUIaraHe
Ha TQM B XOTEJICKHUTE OpraHU3aLUH.

llpaxmuueckama cmouHocm Ha npuHocume C€ WU3pa3siBa Hal-Beuye B
paspaboTeHus uxnmezpupan mooden 3a eHeopssane Ha TOM, KOWTO MpemocTaBs
CHUCTEMAaTH3UpaHa M MPUIOKHUMA yIPABICHCKA paMKa 3a XOTEJICKUTE OpraHu3aIiu.
Mogenbr o00enuHsIBA KIIOYOBH CTPATETMYECKH, MPOLIECHU, KYJITYpHU H
TEXHOJIOTUYHU €JIEMEHTH, KOETO MO3BOJIIBAa HETOBOTO aJaNTHpPaHE KbM PAa3IHUHU
TUTIOBE XOTEJIM M YNPABIECHCKU KOHTEKCTH. Heropara mpakTuuecka 3HAUMMOCT C€
NOTBBPKAAaBAa U 4Upe3 anpodayusima My B peajHa XOTeJICKa cpejia, KbJETO ca
OTUETEeHU TOMO0OpEeHHs B OCHOBHH IOKa3aTeNM 3a €(PEKTUBHOCT M KA4yeCTBO Ha
ycayrure. [lo To3W HauMH MOJIETBT HE CaMO MMa TEOPETHMYHA CTOMHOCT, HO U



npe/cTaBisiBa padoOTel] WMHCTPYMEHT 3a ONTUMM3MpPAHE Ha YIPaBICHUETO Ha
Ka4ecTBOTO U MOBHILIABaHE HA KOHKYPEHTOCIIOCOOHOCTTA B XOTEJIUEPCTBOTO.

III. Kputuunu 0ejie:KKM U NPenopbKU

JlucepTalMOHHUAT TPYJ HAIBJIHO CHOTBETCTBA HAa YTBBPJICHUTE HAyYHU
CTaHIIAPTH U U3UCKBAHUS 32 HAYYHU M3CJICIBAHUSI.

C ornen Ha ¢Qokyca BbpXy BHeapsBaHeto Ha TQM B OBArapckoTo
XOTEJIUEPCTBO, UHTETPUPAHUS MOJIEI U EMITMPUYHO JI0Ka3aHUTe e(eKTH, OMX uckana
J1a OTIIpaBs CJIEAHMS BBIPOC KbM JOKTOpaHTa: Kou ca ocHosHume opeanu3ayuonHu
U KOHMeKCMyanHu oapuepu, KOUMo 3ampyOHsA8Am YCMOUYUBOMO GHeOpsABAHEe HA
unmezpupanuss TOM mooden 6 Owaeapckume xomenu, u Kak cnoped Bauwemo
uscneosamne me mozam 0a 6voam ephekmusHo nPeoOoaeHU Ha YIPABIEHCKO HUBO !

IV. 3akiouenue

B zamodenne cumtam, ue pa3paOOTEHHST AUCEPTALMOHEH TPY.I
MPEJCTABISIBA 3aBBPIICHO U ISIJI0CTHO u3ciienBane. Jlokropant Benuuka Ilonosa
JEMOHCTpUpPA YMEHHUS 32 CAMOCTOATENIHO MPOBEKJIAHE HA HAYyYHO H3CJIEABAHE U
000CHOBaHO (opMyTHpaHe HA HAYYHHU 3aKIIOUCHHS U TPenopbku. Beuako ToBa Mu
JlaBa OCHOBAHHME Jla U3Pa3sl NONONCUMENHA OYEHKA 34 NPUCLHCOAHemo Ha
obpazosamennama u HayuHa cmenen ,,0okmop “ Ha Benuuxka Baraoumuposa Ilonosa
no Hayuna cneyuainocm ,, Mkonomuka u ynpasienue na mypuzma‘‘, npogecuoHairo
nanpasnenue 3.9 Typusvm, obracm na 6ucwe obdpazosanue 3. Coyuanuu,
CMONAHCKU U NPABHU HAYKU.

07.06.2026 . M3rorBui1 CTAHOBUILIETO: ..vvveevnnnnn...
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ACADEMIC OPINION

Written by: Assoc. Prof. Dr. Gergana Georgieva Angelova
South-West University “Neofit Rilski”
Scientific Specialty: Economics and Management of Tourism

Regarding: dissertation for the award of the educational and scientific degree of
“doctor” in the professional field 3.9 Tourism, scientific specialty of
Economics and Management of Tourism at SWUNR.

Author of the dissertation: Velichka Viadimirova Popova
Topic of the dissertation: Quality Management in the Hotel Industry in
Bulgaria

Grounds for the academic opinion submission: participation in the scientific jury for
the public defense of the dissertation in accordance with Order No. 956/ 03.04.2026
of the Rector of SWUNR, Blagoevgrad

I. Summary Information on the Doctoral Candidate, Dissertation, and Related
Scientific Output

In December 2022, Velichka Popova was enrolled as a doctoral candidate in
the Department of Tourism at the Faculty of Economics of South-West University
“Neofit Rilski,” in the scientific specialty of Economics and Management of
Tourism, within the professional field 3.9 Tourism and the broader area of higher
education 3. Social, Economic and Legal Sciences.

Velichka Popova has professional experience in the fields of quality
management, production control, and customer relationship management. Her career
began as a tour guide at the Villa Melnik winery (2013-2016), after which she
successively held positions at STS Medical Group, Sandanski related to quality
assurance and quality control, ultimately advancing to the position of Quality
Management Team Leader (2019-2020). Since 2021, she has been working as an
Account Manager at Piros Ltd. Her professional profile combines organizational,
managerial and communication skills acquired in both manufacturing and business
environment.

The doctoral candidate’s professional experience and expertise provide a
sound rationale for the choice of dissertation topic and demonstrate a clear link to the
subject, objectives, and scope of the research. The dissertation addresses a topic of
high practical relevance, while the author’s accumulated knowledge and



competencies constitute a solid foundation for conducting an in-depth, well-argued,
and methodologically robust scientific study.

The dissertation consists of 169 pages. The main text (145 pages) is supported
by rich illustrative material, including 20 tables, 13 diagrams, and 3 figures. The
thesis also includes a bibliography (6 pages), a list of abbreviations (1 page), and lists
of tables, diagrams and figures (3 pages). The bibliographic apparatus comprises 94
sources in Bulgarian and English.

The structure of the dissertation is logically coherent and corresponds to the
overall development of the research problem in relation to the achievement of the set
objective. It consists of three chapters, an introduction, and a conclusion. Chapter
One presents the theoretical foundations of quality management in hospitality,
including definitions, the evolution and conceptual framework of quality, key
theories and methodologies, as well as TQM as a contemporary managerial
approach. It concludes with an analysis of the application of quality management in
hospitality and its significance for the competitiveness of hotel enterprises. Chapter
Two outlines the research approach for determining the state of Total Quality
Management (TQM) in hospitality. It examines the process-oriented approach,
managerial applications of TQM, and its integration with organizational culture.
Methods for measuring effectiveness through Key Performance Indicators (KPIs)
and Key Risk Indicators (KRIs) are presented, along with the research methodology.
Chapter Three focuses on the application of TQM in Bulgarian hospitality,
presenting the context and framework of the empirical study, as well as the analysis
and interpretation of the obtained results. The chapter concludes with formulated
recommendations and a proposed integrated model for the implementation of Total
Quality Management in hotel business. The dissertation demonstrates strong
coherence, logical progression, and a well-structured interconnection between its
individual chapters.

The topic of the dissertation is both relevant and significant due to the
increasing competition in the tourism sector and the growing demands regarding
service quality. It has high practical applicability, as quality management contributes
to enhancing guest satisfaction and strengthening the competitiveness of hotels. In
the Bulgarian context, the topic is particularly pertinent in view of the need for
sustainable development and the implementation of modern managerial approaches
such as TQM.

The object and subject of the research are clearly and appropriately defined.
The aim of the dissertation is precisely formulated and well justified, and is supported
by eight research tasks that consistently reflect the logical structure and progression
of the study conducted by the doctoral candidate. The research thesis is clearly and
accurately formulated and is subsequently confirmed by the results of the empirical
investigation.

The methodological framework has been developed in accordance with the
research objectives and is based on a combined methodological approach that
integrates both theoretical and empirical methods, ensuring a multi-layered and
reliable assessment of the applicability of TQM in Bulgarian hospitality.



The bibliography used by doctoral candidate Popova is rich, well-structured,
and includes a wide range of sources such as monographs, scientific articles,
conference proceedings, international standards, and electronic resources. It
demonstrates a balanced combination of classical authors in the field of quality
management (e.g., Deming, Juran, Crosby, Ishikawa, Garvin) and contemporary
research related to hospitality, guest satisfaction, and the digital transformation of
services. The referencing is accurate and complies with established standards of
academic ethics.

The five presented publications — four single-authored and one co-authored,
reflect the doctoral candidate’s actual scientific contributions and disseminate the
results of the dissertation to the academic and professional community. They meet
the minimum national requirements for the acquisition of the educational and
scientific degree of “doctor”, with Popova having achieved a total of 45 points.

I1. Evaluation of the Scientific and Applied Results and Contributions

The empirical part of the study is based on a survey conducted among 32
hotels of different categories and tourist regions, complemented by in-depth
interviews with managers and a case study analysis of good practices. The obtained
results provide a comprehensive overview of the degree of TQM implementation,
highlighting key trends, differences between hotel types, and the main factors
influencing quality management. The data analysis, using descriptive and correlation
statistics, comparative and SWOT analysis, as well as thematic analysis of
interviews, enables the identification of significant relationships and problem areas.
The empirical findings clearly highlight the role of organizational culture, leadership,
and the process-oriented approach as determining factors for the effective
implementation of TQM in hotel organizations.

The practical value of the contributions is primarily expressed through the
developed integrated TQM implementation model, which provides a structured and
applicable managerial framework for hotel organizations. The model integrates key
strategic, process, cultural, and technological elements, enabling its adaptation to
different types of hotels and managerial contexts. Its practical relevance is further
confirmed through validation in a real hotel environment, where improvements in
key performance and service quality indicators were observed. In this way, the model
demonstrates not only theoretical significance but also functions as an operational
tool for optimizing quality management and enhancing competitiveness in the
hospitality industry.

III. Critical Remarks and Recommendations

The dissertation fully complies with the established scientific standards and
requirements for academic research.

With regard to the focus on the implementation of TQM in Bulgarian
hospitality, the integrated model, and the empirically demonstrated effects, I would
like to address the following question to the doctoral candidate: What are the main
organizational and contextual barriers that hinder the sustainable implementation



of the integrated TOM model in Bulgarian hotels, and how, according to your
research, can they be effectively overcome at the managerial level?

IV. Conclusion

I consider that the developed dissertation represents a complete and
comprehensive study. Doctoral candidate Velichka Popova demonstrates the ability
to independently conduct scientific research and to formulate well-grounded
scientific conclusions and recommendations. All of this provides sufficient grounds
to express my positive assessment regarding the awarding of the educational and
scientific degree of “doctor (PhD)” to Velichka Viadimirova Popova in the scientific
specialty of Economics and Management of Tourism, professional field 3.9 Tourism,
within the higher education area 3. Social, Economic and Legal Sciences.

07.06.2026 Signature: ...............
Blagoevgrad
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