CIIMCBK C PE3IOMETA HA TYBJIMKAIIUUTE
HA TJI. AC. I-P TEPI'AHA 'EOPI'MEBA AHI'EJIOBA

Momnorpadusara oborarsiBa HayyHaTa MHCBHJI 3a JIEJIOBOTO OOLIyBaHE B TypH3Ma.
Pasrnexnanute B Hes mpobiemu ca OT (YHKIHMOHAJICH M OTPAciOB XapakTep H
IpecTaBiIsiBaT 0coOEH MHTEpec 3a JENOBUTE KPBroBe B TypusMa. TpYyIbT MOCTaBs
aKLEHT BbpPXY HEOOXOAMMOCTTa OT MOBHILIABaHE KayeCTBOTO W €(PEKTUBHOCTTA Ha
JIEIOBOTO OOIIyBaHE B JIB€ OCHOBHM HACOKM — M3CIE/IBAHE M yCHBBPIICHCTBAHE Ha
BHTPCIIHATA BEPTHKAIHA, XOPHU3OHTATHA W JUAroHAJIHA KOMYHUKALUS MEXIY
CIIY>)KMTEJIUTEe OT BCUUKH HHBA Ha OpPraHU3allMOHHATA CTPYKTypa Ha TYPUCTHUUYECKOTO
NpeanpusaTHe W H3CIeIBaHE M MOJ00psSBaHE Ha JEIOBOTO OOIIyBaHE HAa HUBO
“yIoBIETBOpsiIBAHE MOTPEOHOCTUTE HA rocTa’, T.€. Bph3KaTa MEepCcoOHAT — KIMEHT. B
Ta3W BpB3Ka € TPEIIOKECH MOJCNI 32 €(PEKTUBHH KOMYHHKAIIMM B XOTEIMEPCKa
KOMIIaHUS Ype3 CUCTeMaTU3MpaHe Ha MOoKa3aTeluTe, pa3KpuBalll KOMIIETEHTHOCTTA U
yIIOBJIETBOPEHOCTTa HAa YYaCTHHUIIUTE B KOMYHUKAIIMOHHUS MPOIEC — MEHUIKBPH,
MEePCOHAT W KJIIMCHTH, CQEKTUBHOCTTA HA IMpaBaTa M OOpaTHa BPH3KA MEKIY THX,
KaueCTBOTO Ha MH(OPMAIIMOHHUTE CHOOIICHUS U SPEKTUBHOCTTA HA W3IOJI3BAHUTE
KOMYHHKAITMOHHUTE KaHamu. Ha 6a3a Ha HampaBeH TEOPETUYCH U EMITUPUICH aHAJIN3,
ca M3BEACHM IMPENOPbKHU, KOUTO Ouxa OmiM OT moi3a 3a xotenuepure B P. boarapus
IpU TMpEeANpPUEMAHETO Ha WHUIMATHBU B cdepaTa Ha JelOBOTO OOIIyBaHe, 3a
ONITHUMU3MPAHEe TIporieca Ha padoTa B TYpUCTHYECKOTO MpeAmnpustve. M3BeneHute
HAacOKM 3a YCBHBBPIIEHCTBAHE Ha [EJIOBOTO OOIIyBaHEe oOTpa3sBaT IOKa3aTeNuTe,
ydacTBalll B pa3paboTeHus: Mojaen 3a e€(peKTUBHU KOMYHHUKalWW. Te3u HAacOKU ca
aJipeCUpaHd KbM XOTEIHEepUTE U JaBaT MPEUIOKEHHs 3a ObJeIIM WHUIMATUBHU 32
mojoOpsiBaHE HAa  KOMYHUKAIIMOHHaTa  ©(QEKTUBHOCT IO  OTHOIIEHWE Ha
npodecroHalHa KOMIIETGHTHOCT Ha CIIY)KHTEIUTE, KAadeCTBO Ha TIpeJaBaHaTa
IBycTpaHHa WHGOpMAIUs Ype3 ChIIaCyBaHOTO W3MON3BaHe Ha (OPMATHHUTE H
He(hopMaTHI KOMYHUKAIIMOHHU KaHAIU, CHHXPOH MEXAY U3IMOI3BaHUTE BEpOATHU U
HEBEepOATHU CPENCTBa, NUBEPCUPHUIIMPAHOCT M aKTUBHOCT Ha OOpaTHAaTa BpB3Ka OT
CITY>)KHTEJTH U KIINCHTH.

Hayunata ctyaus mpaBu OMHT Ja U3SCHU BBIIPOCa 3a MPOMsSHATa Ha HAYHHA, IO KOWTO
XOTeIrepcKaTa KOMIaHHs OChIIECTBABA IEHHOCTTA CH M MO-CIEI[UAIIHO OHA3H YacT OT

HCA, KOATO OTpassiBa BPB3KUTEC C KIHMCHTHUTEC. Hpocne)mBa C€ CBCTOAHHETO U



pazButuero Ha CRM cucremute u posnsita Ha WHOOPMAIMOHHUTE U KOMITIOTHPHU
TEXHOJIOTHH 32 TSIXHOTO MHTErpUpaHe. AHAIIM3UPAH € MEXaHU3MbT 32 MOJIIMpPAaHE Ha
B3aMMOOTHOIICHHSTA C KIMEHTUTE, KaTO € MOCTABEH aKICHT BBbPXY MHTCPAKTUBHHUS
CRM. JluckytupaH € BBIPOCHT 3a MPAKTHUUYECKOTO MPUIOKCHUE HA WHTEPAKTHBHHS
CRM B xorenuepcka KOMMaHUs, KaTO € HANpaBeH 3abJ00YEH aHAJIW3 M OIICHKA Ha
B3aMMOOTHOIICHUATA C KIMEHTUTE B 00JIACTTA HA XOTEIMEPCTBOTO. 3a IenTa ¢
MPOBEACHO M3CIIEBaHE HA B3aMMOOTHOIIEHUATA C KJIMEHTUTE, B KOETO ydyacTBaTr 63
xorenu ot obnact bmaroesrpan Ha lOroszanagna bearapus u 78 pecrionaeHTH. Bb3
OCHOBA Ha TO3M aHAJIM3 Ca W3BEACHU H3BOAM W MPEMOPHKH 3a MOAOOpsSBaHE Ha
B3aMMOOTHOIIIEHUATa C  KIMEHTUTE B  XoTenuepcTtBoTo.  Hacokute  3a
YCHBBPILICHCTBAHE HA KOMYHHUKALMATA C KIMEHTUTE B XOTEJIUEPCTBOTO MOraT Ja
ObJIaT W3MOJ3BAaHU KAaTO PHKOBOJIHU NMPHHIMIIN MPU U3TPAKIAHETO U MHTETPUPAHETO
Ha untepaktuBHusl CRM B xoTenuepcka koMmmaHwus.

Pasrnemann ca BBOpPOCHTE 3a CBHIIHOCTTA M MOJ3UTE OT HWHTETPUPAHETO Ha
ABTOMATHU3MPAaHU CHUCTEMH B TYPUCTHYCCKUTE OpraHW3aluu ¢ el e(QEeKTUBHO
yIpaBJeHUE Ha B3aUMOOTHOIICHUSTA C TOTPEOUTETN U JTOCTABUUIIA HA TYPUCTUUYECKU
YCIIyTH 4Ype3 CBOeBpeMeHHa o00paboTka Ha HWHPOpMAIUATa W MOAIbpPKAHE Ha
aKTyallHa W opraHusmpaHa 0Oa3za ganHu. [loguepraBa ce HE0OXOIUMOCTTA OT
WHTETpUPAHE HA TE3U CHUCTEMH, OCHUTYpSBAIlld JAaHHH KAaTO OCHOBA 3a MpeArnpueMaHe
Ha WHUIMATHBHU M B3€MaHE Ha aJIeKBaTHU YNPABICHCKU PEIICHUS B TYPUCTUUYECKUTE
opranuzanuu. [Ipu roreMuTe TypUCTUYECKH OpTaHU3AINH, TPUTEKABAIIN 3HAUUTEIICH
Opoil moTpeOuTeNM W JAOCTaBYMIIM, CBHIIECTBYBa roiiiM o00eM OT uH(OpMaIus,
oOpaboTkaTa Ha KOATO € TpyAHA 3aJada NpPH OTCHCTBUETO Ha CIEIUATHU
apromatusupanu cucremru. CRM u SCM cucremure ca npeaioxkeHu Karo eheKTUBHO
CPEICTBO 3a OCHTYpsiBAaHE Ha Jo0pa KOMYHUKAIM M B3aHMMOOTHOIICHUS C
MOTpeOUTENM U MApTHHOPH, TAXHATA YIOBIECTBOPEHOCT, OTTAM M MO-BUCOKA Nevyayida u
KOHKYPEHTOCIIOCOOHOCT.

Y4eOHUKBT ,,JeXHUKM Ha JOroBapsHE € TMpeIHa3HaYeH 3a CTYAEHTHTE OT
crenuanHocT ,, TypuzbM* Karo ObJeld Yy4YacTHUIM B JETOBOTO OOIIyBaHE B
TypUCTHYECKaTa WHAYCTpHUs. B Hero ce pa3kpuBaT 0COOCHOCTHTE Ha JOTOBAPSHETO
KaTo MpOIleC Ha BOJEHE Ha MPEroBOpH M Gopma Ha nenoBo odmyBaHe. CrenuaiHo
BHUMaHHE € OTJCICHO Ha BepOajHara W HeBepOajHAa KOMYHHKAIUs, KaKTO M Ha
MPE3CHTHPAHETO B IIPOTOKOIHATA TIpaKTUKa. [locTaBeH € aKIeHT BBPXY JI0TOBAPSHETO
C KJIMEHTH U JOCTABYUIIM MOCPEICTBOM ChBPEMEHHHUTE aBTOMATU3UPAHU CUCTEMU 3a
yIpaBieHHe Ha BPH3KUTE C TE€3W JBE BAXXHU TPYNMHU KOHTPAT€HTH HAa TYPUCTHUYECKHUS
ousHec. OcoOeHO BaKHO MSCTO 3aeMa BBIPOCHT 3a JOTOBAPSHETO C UYKIECTPaHHU
MapTHHOPHU TPEIBU] CHIIECTBYBAIIUTE HAIIMOHATHU U KYITYPHHU DPA3IUUYUS MEXKITY
OTJICTTHUTE TBPKaBH, KAKTO M MPOOIEMBT 32 KOHPIMKTUTE KaTO 0OCKTUBHA PEaTHOCT



or OusHeca. [loguepraHo ¢ 3HAYEHHUETO HA KOMYHHUKAIUATA C KJIMCHTUTE Ha
TYPUCTUYECKHs OM3HEC, KaTo MOAPOOHO ca aHATM3UPAHU KPUTCPUUTE M IMTOKA3ATCIIUTE
3a KOMyHHUKaIMoOHHa eekTuBHOCT. He ca mpeHeOperHaT 1 BhIIPOCHTE 32 BPB3KUTE
Ha TYPUCTHYECKATa OpraHM3alus ¢ OOIIECTBCHOCTTa, PeKJaMHaTa i JeHHOCT M KaTo
pe3yJiTaT, M3rpaXkIaHeTO Ha MOJIOKUTEJICH OPraHMW3allMOHEH MMHUJIDK B Ma3apHOTO U
00IIIECTBEHOTO MPOCTPAHCTBO.

CrarusaTa uMa 3a 1el Jia TMoadepTae MpeauMCTBaTa U TEXHOJIOTHYHUTE HHOBAIIUH 33
pa3BUTHETO Ha OW3HEC TypH3Ma, aBTOMATH3alMATa Ha paboTata Ha YOBCIIKUTE
peCypCH M CIIECTSBaHETO Ha BPEME U CpPelICTBa Ha Ou3Hec Typuctute. Pasrienanure
Ca U MOJISUTC OT TO3U BUJ TYPU3IBM U CTPECMCKDBT KbM IMOCTHUIaHC Ha OastaHc MCKOY
pabora u cBOOOAHO Bpeme Ha OusHec Typuctute. OTKpOeHA € ChbBpEeMEHHaTa
TCHACHIINA 3a I/I360p Ha OwW3HEC IIbTYBaHUA, KOUTO MNPEAOCTABAT BB3MOXKHOCT 3a
KpaTKa IMOYMBKA C BKJIFOUCHH JOMBIHUTEIHA TYPUCTHYECKU YCIAYTH U B KOMITAHHUSATA
Ha ceMeiicTBarta Ha MBTYBAIUTE MO OM3HEC. 3acerHaT € W BBIPOCHT 3a BCE IO-
HapacTBaiaTa yrnorpeda Ha HHTEPHET OT MJIaauTe MPO(ECHOHATUCTH, KOUTO ThPCST
OBbp3U pEIICHHS 3a YIOBJICTBOPSABAHE HA TEXHUTE MOTPEOHOCTH B CBOOOIHOTO BpEME,
KOUTO 4YC€CTO IBbTH TPAAULIUOHHUTEC TYPHUCTHUYCCKH arCHMU HE Ca B CBCTOAHHC [a
MPEeIOXKAT.

Y4eOHoto pwKOBOACTBO ,, Tourism Cadre. English Language Competence” e
NpeJHAa3HAYEHO Ja IOMOTHE Ha CTYAEHTHTE OT CIEIHATHOCT ,, TypuspM™ Karo
Obaed TYPUCTHYECKH KaJpH Ja HAArPaasT €3UKOoBaTa CH KOMIICTEHTHOCT 10
AHIJIMKCKU €3WK M 00OTaTsAT 3HAHWATAa CHM B o0jacTTa Ha TypusMma. J[uckyTupaHu ca
aKTyaJlHU TeMH TI0 HAYYHH IPOOJIEeMH, CBBbpP3aHH ¢ Typu3ma. OT €3MKOBa TJIe/IHA TOYKA
aejiara € aa €€ pasBUAT YCTHUPUTC OCHOBHM KOMYHHMKAIIMOHHM YMCHHA 3a UYCTCHE,
TOBOPEHE, CIyIIaHe M MHucaHe. PHKOBOACTBOTO MPEAOCTaBs Oorarta Creluain3upaHa
TEPMUHOJIOTHSI OT OO0JIaCTTa Ha TypH3Ma M pa3BHBa YMCHHS 3a H3pa3sBaHE Ha
npodecroHalHO MHEHUE B yCTHAa U NHCMEHa (¢opMa, CHa3BalKu MNPUHIMIIUTE U
perucTbpa Ha JeloBaTa KOPECIOHIEHIMsA. 1O chueTaBa Bede MPUIOOUTH
CTCIUAM3UPAHH 3HAHUS 110 PEIUIA TYPUCTHUCSCKHU TUCIUILIHHH.

HozlqepTaBa C€ 3HAQUYCHUCTO Ha JCJIIOBOTO O6HIYBaHC N YCIICITHHUTC B3aMOOTHOIICHU A
MCKIAY UKOHOMHUYCCKUTEC Cy6€KTI/I B Typu3Ma 3a MCHU/P’KMBHTA, Ou3Heca M YOBCIIKUTE
pecypcu. CTy,[[I/ISITa pasmiekKaa OTACIHUTE €Tallkd Ha MPOBCKIAHCTO HAa HPCTOBOPHU C
KIMCHTH W TMAapTHbBOPU — MOATrOTOBKAaTa, CKIOYBAHCTO W H3IBJIHCHHUCTO Ha
CIIOpPa3syMEHUCTO. B Hes e mocrasen AKICHT BBPXY KPHUTCPUUTC U IMOKA3ATCIIUTE 34
KOMYHHKAIIlMOHHA e(beKTI/IBHOCT, HaMCpUIIKM TPUIIOKCHHUEC B INPEACTABUTCIIHO
H3CJICABAHC HA TYPUCTUUYCCKU OpraHu3allu. 3acernar ¢ u BBIIPOCHT 3a JOTOBAPAHETO
C KJIMCHTHU W JOCTAaBUMIH MOCPEACTBOM CBBPCMCHHHUTC aBTOMATU3HWPAHU CHCTCMU 3a

YHOpaBJICHUEC Ha BPB3KUTC C TC3W JIBC BAXXKHU I'PYIIM KOHTPAr€HTH HA TYPHCTUYCCKHA
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ousHec. HampaBen e ananu3 Ha OapuepuTe MpH ACIOBOTO OOIIyBaHE B Typu3Ma M
CTaHJApTUTE Ha OW3HEC eTHUKeTa — BepOajicH, HeBepOaJeH W emnucTopalicH. Beuuku
TE3W BBIOPOCH ca obOeauHEHH OT (¢akra, Ye T€ ONpeAeNsaT ycmexa Ha
B3aUMOOTHOIICHHSTA MKy HKOHOMUYECKUTE CYOCKTH B TypU3Ma.

Crarudara pasriiekKaa KyJITypHUTC XapaKTCPUCTHUKU Ha PI/IJ'IO'POI[OHCKaTa obmact B B’I)J'Il"apl/lﬂ,
npeiaralma  rojsaMo  PasHooOpasWe Ha  MECTHH MPOAYKTH, T.€. ,,JIPOAYKTH,
chliecTByBaIy B gajaeHo mscro® (Oxford, 1998:373) u TpajuiinOHHU IEHHOCTH, T.€.
,JerHocty, nmosyueru ot tpaxuiusata” (Oxford, 1998:702). ogumnuTe dectupaiy,
CBBP3aHU C T€3U MECTHHU MPOAYKTH M 3aHAATH JOMPUHACAT 32 TAXHOTO ChXpPaHSIBaHE,
pa3BUTHE W MNPOMOTHPAHE, KAKTO M ,,CIy)KaT KaTo MOCT MEXAY KyJiTypara H
TpPaauIMsITa W CTOMAHCKUTE JACHHOCTH Ha permoHanno HuBo™ (Dimitrov, P. &
Stoilova, D., 2014:221-222). W3cneaBaHeTo uma 3a L€ Ja HanpaBu KiacupuKamus Ha
TE3W MPOIYKTH U IEHHOCTH CIIOPE CTENEHTa Ha TAXHOTO ChXpaHeHue u pazButue. Ouepranu
cu obnactu 3a OBJIEIIM W3CIEIBAaHUS BHB BPB3KA C PECYPCHHUS IMOTEHIMAN 332 YCTOWYHBO
TYPUCTUYECKO Pa3BUTHUE, Exonornuno IIPOMU3BOACTBO, KAKTO WM COLMAJIHO U UKOHOMHUYECKO
pa3BUTHE Ha pervoHa. V3moi3BaHu ca MbPBUYHN U BTOPUYHHU JaHHU B U3CIEABAHETO W HAOOD
OT METOU 3a NPEIMU3HO IMOCTUTI'AaHE Ha U3CJIEJOBATCICKUTE LEIH.

HeoOxomuMocTTa OT wW3CiaeaBaHE € TMPOAMKTYBAHA OT KIKOYOBara poyii Ha
VIIPaBICHUETO Ha YOBCIIKUTE PECYPCH 3a ycleXxa M KOHKYPEHTOCIIOCOOHOCTTa Ha
TypUCTHYECKaTa OpraHMu3alus. 3aliuTaBa C€ OCHOBHATa H3CJIEIOBaTelCKa Te3a, 4e
YCTOWYMBOCTTAa B OOYYCHHETO M ToAOOpa Ha TYPUCTHYECKH KaJapu CIIe/Ba Karo
pe3yliTar OT CHHEpPTrHsTa MEXIYy Ibp)KaBHUTE W MECTHH BJAacTH, 00pa30BaTEIHUTE
UHCTUTYLIMU W TypucTudeckusi OuszHec B bwarapus. Mscnena ce cremeHtra Ha
KOPECIOHANpaHe Ha 3HaHUATA, YMEHHUITA U OOyYCHHETO Ha TYPUCTUYECKH KaJaph C
W3HCKBaHUATA HAa TYPUCTHYECKUs OW3HEC MpH Tpolieca Ha pekpyrupane. JIBe ca
OCHOBHHTE W3CJICIOBATEIICKU IICIM — OuepTaBaHE Ha peryjaropHara pamKa 3a
MOJITOTOBKATa W OOYYEHUETO HA TYPUCTHUYCCKU KaJIpU M M3CJIeBaHE Ha HArllaCHTe Ha
JIBETE IEJE€BH TPYNH B TypW3Ma — IepCcoHai M paboTomarenar. MeTomomorusTa Ha
M3CJICIBAHETO KOMOMHHUPA MPEIMMHO TPH M3CICIOBATEIICKU TOAX0/a — EMITHPHUYCH,
CTPYKTYpUPAHO MHTEPBIO U aHAJIM3 Ha TIPpaBHATA PeryJarusl.

CratusTa TpOCIEAsBa €BOJIIONHUATA B PA3BUTHETO HA YOBEIIKHUTE PECYpCH IIpe3
TOJAMHUTE, 3aloYBalikk OT MPEJUHIYyCTPHAIHATA €IoXa, MPEMHHABAWKH Ipe3
yIpaBjIeHCKAaTa PEBOJIONMS, KIACHYSCKHS W HEOKIACHYCCKH  MEHHDKMBHT,

SITOHCKOTO YIIPABJIEHUE, TOCTUTAWKHU 10 opraHu3auroHHus yoBek Ha XXI Bek. Llenra
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€ J1a ce ouyepTae TEOpETHUYHATAa paMKa Ha YIPABICHUETO Ha YOBEIIKUTE PECYPCH, Aa
I[I/ICKYTI/Ipa pa3111/1qH1/1Te HepI/IOl[I/I n HpOMeHI/I, Hpe3 KOHUTO HpeMI/IHaBa, HOCTaBSII\/JIKI/I B
HEHTHPa POJISITa Ha YOBEUIKUS PECypC 3a MPOCHEepUTETa U KOHKYPEHTOCIOCOOHOCTTA
Ha CbBPEMEHHUTC TYPUCTHYCCKH OPraHu3ainu.

AKTyaJ'IHOCTTa Ha H3CjIcABaHaTa HpO6J’ICMaTI/IKa npou3tTuda OT (baKTa, 4uc Ipe3
IIOCJIICAHUTEC TOOAUHHN CHOpTHI/ISIT TypI/I3’bM € €IUH OT Haﬁ-HHHaMHHHO paSBI/IBaH_II/ITC ce
CEKTOPH Ha MYJITUMMIMOHHATA TYPUCTHYECKA MHAYCTPHUS U CHOPTHT C€ € MPEBBbPHAI
B IICJI Ha IIbTYBAaHUATA HA MHOI'O M3UCKAaHHU TYPUCTH. Crarusra pasriacxkiaa CIoOpThT
KaTo0 BB3MOXKHOCT 3a IIOBHIIABAHC AaTPAKTHBHOCTTAa Ha JOCCTHHAIUATA MU OTTYK,
YBGHanBaHC Ha HCfIHPITG (1)I/IHaHCOBI/I IIOCTBIIJIICHUSA. HpezmomeHa c KOHHGHTyaJIHa n
MCTOHOJIOTUYCCKA paMKa 3a aHajlu3 M OLCHKAa Ha BB3MOXHOCTUTC 3a PAa3sBUTHUC Ha
CIIOPTCH TYPHU3BM B B’LJ'IFapI/ISI. I/I3B6I[6HI/I 3d HACOKH 3a INOBUIIABAHC ATPAKTHUBHOCTTA
Ha ACCTHUHaALUATAa 4Ype3 CIHOPTCH TYPU3BM H € HAIPABCH Sa,Z[’bJI60‘IeH dHaJIn3 Ha
noOpara mpakThka Ha bapcenoHa B Ta3u o0acT.

CTaTI/IHTa I[I/ICKyTI/Ipa TCHACHIMSTA 3a U3BMCCTBAHEC Ha (bOKyca oT HpOI/ISBOIICTBO KbM
ma3apHu ICPCICKTUBU H OT pPCAIM3UpPAHC Ha HpO,I[a)K6I/I KbM YCTAHOBABAHCTO Ha
OTHOLICHHA U YIHPABJISIBAHC Ha B3aMMOOTHOLICHHATA C KIIMCHTUTE. B HCHTBbpA Ha
Hay4YHa OUCKYCHSA Ca HOBUTE TEXHOJIOTMH, KOUTO IIPOMEHSIT U IPECTPYKTYpHUpAT HE
camMmo Bp’I)SKI/ITe nu TT)pFOBCKI/ITe B3aUMOOTHOIICHUA C HOTp€6I/ITeJ'H/ITe Ha CTOKH H
YCIyru, HO M 3al04BaT Aa MHNPOMCHAT €CTCCTBOTO HA TpyJda BBB BCHYKU OTpACIId U
HpO(bGCHH. OTKpO@HI/I ca HAKOU oT ChIICCTBYBAIIIUTC TCHACHIO NN B
IPECTPYKTYPUPAHETO HA YOBEUIKUTE PECYPCU B OpraHU3allMUTE U TEXHUTE KIMECHTCKU
rpyHH KaTto pGSyJ'ITaT OT TEXHOJIOTUYHUTC HWHOBAIIUU B C’beeMeHHI/ISI CBAT U Ca
AUCKYTUPAHU 06J'IaCTI/ITe 3a 6’[>I[CH_Ia HN3CIICA0BATCICKA pa60Ta I10 Ta3u TCMATHUKaA.
Crarusra ,,Business Ethics Enhancement in Bulgarian Tourism — the Case of Bansko*
nMa Tpu ACHO )_Ie(bI/IHI/IpaHI/I HN3CJICAOBATCIICKU LICJIU — Jda H3CJIeaBa CTCIICHTA Ha
YAOBJIICTBOPCHOCT M 3aYUTAHC MHTCPECUTEC Ha TPUTC 3aMHTCPCCOBAHU CTPAHU-
Y49aCTHUIOM B TYpUCTHUYCCKATa ﬂeﬁHOCT; Aa MpPEeIJIOKU CUCTEMA OT IOKa3aTCikn 3a
CTUYHO TYPUCTHYCCKO TIOBCACHUC W HU3MCPU TC3U IIOKA3aTCIM MNOCPCACTBOM
MPaBUIIHUTC U3CJIICAOBATCIICKH MCTOAH, Ha I/IILCHTI/I(I)I/IL[I/Ipa HpO6J’IeMHI/ITe O6J'IaCTI/I 110
OTHOIICHHUEC HA MU3ITBJIHABAHC HA 3aAbJIKCHUSTA CHIJIACHO HpO(beCI/IOHaJ'IHaTa CTHUKA B
TypusMa U GopMmynupa NpenopbKy 3a CIpaBsiHe ¢ TAX B Obaemie. M3non3san e Habop
OT HU3CJICHOBATCIICKM MCTOAU — AHKCTHO IMPOYYBAHC U CTPYKTYPUPAHO HHTCPBIO 34

cbOupaHe Ha mbpBUYHM JaHHM; cmpaBka oT HCU 3a ocurypsiBaHe Ha BTOPUYHH
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JaHHW; WHAYKOWS W JEOyKIUs 3a H3BEXKJIaHE Ha W3BOAM HA PErHoHalHO U
HallMOHATHO HuBO. MWM3cienBaHe 3amMTaBa OCHOBHATa Te3a, Y€ YCHEHIHOTO
yIOpaBJICHHWE Ha TYypUCTUYECKATa JIECTUHAIIMS HW3HCKBA OTFOBOPHO W ETUYHO
MOBEJICHHE OT TpPUTE 3aUHTEPECOBAHUW CTPAaHU B TypHCTUYECKaTa JEHMHOCT —
npearnpuemMadn, MeCTHa OOITHOCT M TYPUCTH, KaKTO H ,,CTIPAaBEAJIMBO paslpeaesicHUue
Ha TIOJI3UTE OT TYpUCTHUYECKaTa JeHHOCT Mexy Te3u Tpu ctpanu™ (Professional Code
of Ethics in Tourism, UNO, 1999). Hskou oOT mo-BaXHHTE pE3yJITaTH Ha
M3CIeIBAHETO MTOKAa3BaT OTCHCTBUE HA MPO3PAUYHOCT U OOEKTUBHOCT IO OTHOILIEHUE Ha
Obaemu OU3HeC MPOEKTH B cepaTa HA TypU3Ma; HUCHK HHTEPEC KbM MOTPEOHOCTHUTE
Ha MECTHOTO HACEJICHHE U B HECHITIACYBAaHOCT B IUIAHOBO-aPXUTEKTYPHHS TMOAXOJ.
OTHOCHO TpeTrara rpyrna pecrnoHACHTH — NOTPEOUTETUTE HA TYPUCTUUECKH YCIYyTH B
rpan bancko, u3cienBaHeTO MOKa3Ba, Y€ Ta3W rpyna € C Hail-BHCOKa CTENeH Ha
yIIOBJIETBOPEHOCT OT TYPUCTHUYECKOTO TMPEXKHUBSIBAHE W HalW-MalKO 3acerHara oOT
OuYepTaHUTE HEPEIHOCTH B TYPUCTUUYECKATA €THKA.

N3cnenBaneTo € HACOUYCHO BBPXY OpaHAMHT Ipoleca Ha cna aectuHarus OTHSIHOBO,
TJIETHUTE TOYKH Ha KIIOYOBHUTE 3aMHTEPECOBAHU CTPAHU — MECTHA OOIIHOCT, MECTEH
Ou3HeC, MecTeH MyOMUYeH CEeKTOp M TYpPUCTH;, e(PEeKTUTE Ha TO3H CIOXKEH U
MHOT'OM3MEPEH MPOIEC ¥ HErOBOTO UMILJIEMEHTHPaHE. 3alllTaBa ce TBbPJACHUETO, Ye
3a 1a ObJIe €IMH TypUCTUYECKH OpaH]l 3aBBPIIEH U YCIEIIeH, TPsIOBa /1a CHIIECTBYBA
MO3UTUBHO B3aMMOJICHCTBHE C BCHYKHM 3aWHTEpecoBaHU cTpaHu. [Ipu mzbopa Ha
YYAaCTHHMIIM B M3CIEABAHETO Ca CHa3eHU MPUHLUUIIATE Ha 3aMHTEPECOBAHOCT,
OCBEJIOMEHOCT M JIOCTBIHOCT. M3cieaBanara qecTUHALMS € LeJIeHacoueHo u30paHa /1a
Oble cma jAecTHHAIMs, 3amoTo beiarapus € cpen mbpBuTe cTpanu B EBpomna mo
OorarcTBO M pa3zHOOOpa3zWe Ha XHUIPOTEPMATHU BOAM W HAOIIOJaBAaHUTE CBETOBHU
TEHJICHLIUM B PA3BUTUETO HA CIa TypU3Ma MOKa3BaT MOCTOSIHEH MPUPACT HA MPUXOJIH,
KAaKTO M Opoill TypuUCTHMYECKH I'bTyBaHUA C Ta3u 1en. llomyuenute pesynratu OT
MIPOBEACHUTE MPOYYBAHUS JaBaT OIlEHKA Ha pa3OUpaHeTO HAa BCUYKHU 3aUHTEPECOBAHU
B OpaHIMHTa CTpaHM M HAcOKaTa Ha JEHUCTBUATA, MpEANpUEeMaHd OT TaX. e
OCUTYpsiIBaT OCHOBa 3a (QopMyJHpaHe Ha NPENOpPHKH 3a YCHElIeH OpaHIuHT Ha
nectuHanusg OrHSHOBO, CleIBailku NpUMepa Ha JPYrd YCIEUIHO pPa3BUTH
TYpUCTHYECKH OpaHJIOBeE.

[Ipe3 mocneguute 50 roaMHU BXOJAIIMAT TYPUCTHUYECKHA MOTOK B Typuus nMa Bce mno-
3acuiBalia ce poyis Mpu  (QOPMHUPAHETO PABHOBECHETO MEXAY TBPCEHETO U

npeajaraneto B TypudMa B CPCAU3CMHOMOPCKUTEC U YCPHOMOPCKU CTpaHH. Or
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kpuzata B Kunsp mipe3 1974 r. u Hectabwinute oTHomeHus Ha Typrus ¢ Pyckara
@Denepanyst ¥ y4acTHETO U BbB BoiiHaTa B Cupusi, BXOJALIUAT TYPUCTUYECKU TIOTOK B
Typuus BuHaru € 6un (hakTop, KOWTO € BIUSET BBPXY THPCEHETO HAa TYPUCTHUYECKU
MPOJIYKTH M COCOOCHO MPOIYKTH 3a MacOBHUSl TypU3bM Ha OCTAHAIUTE IbP>KAaBU B
CPEeIU3eMHOMOPCKHUS U YePHOMOPCKH paiioH. 3aTOBa BbB (DOKYCHT Ha U3CIIEABAHETO €
OCUTYpSIBaHE HA KOJMYECTBEHO OOSICHEHHE Jadl M 3a KOM CTPAaHH BXOISIIHSIT
TYPUCTUYECKH MOTOK B TypIHsl OKa3Ba CEPHO3HO BIIMSHUE BBPXY TYPUCTHUECKUTE
WHJYCTPUU U B KaKbB pa3mep U nocoka. Ctatusra uzcieana u oopaTHaTa 3aBUCUMOCT,
T.€. BIUSHUATA, KOUTO CPEAM3EMHOMOPCKUTE U YEPHOMOPCKU CTPaHU HUMAT BBPXY
BXOJAIIUS TYPUCTHYCCKHM TOTOK B Typrus. AHamu3sT € Oasmpan Ha Oposd
MEXyHAPOJAHA TYPUCTHUECKHU TOCEHICHUS B CPEIN3EMHOMOPCKHUTE W YEPHOMOPCKH
cTpaHu 3a mepuoa oT Bpeme 1995 — 2017 r. M3mepBaHeTo Ha TOBa BIIMUSHHE €
peanu3upaHo Ype3 M3UMCIIABaHEe HA KOoe(UIMEHTH 3a Kopeianusa Ha [Tuspera (1948),
CJIEIBAHO OT IPUJIAraHETO Ha TecTa Ha ['pelHIKbp 3a YCTAaHOBSIBAHE HA Kay3aJHOCT
(1969). Ilo TO3M HauMH ca wHISHTH(QUUUPAHW TpyHa CTPaHU, KOUTO HUMAT
€THOBPEMEHHO BHMCOKa CTEIEH Ha MO3WTHUBHA acOLMAllUi M Kay3allHOCT C TYPCKUs
BXOJIAII TYPUCTUYECKU MOTOK, 3a€HO C APYTH, YAUTO BXOMSIL TYPUCTHUECKHU MOTOK
CWJIHO BITUSIC BBPXY BXOJSAIIUS TypU3bM B TypIius, KaKTO U CTPaHHU, KOUTO MM HE ca
TIOBJIMSIHH BJIMSIHHE, WJTU HSMAT BIMSHUE BHPXY OCTaHaIUTe. HampaBeHu ca U3BOIU H
€ MpesioKeHa KiacupuKalus Ha U3CIeIBaHUTE CTPAHHU.

MounorpaduyHusST TpyA TpOCiensBa JETaillIHO pa3BUTHETO HA TeopusTa 3a
YOBEIIKUTE PECYpPCH M KAJAPOBUS MCHH/DKMBHT B OPraHU3ANMATA W MOCTABS AKIICHT
BBPXY ITBPBOCTETICHHATa MYy ChCTaBKa — PEKPYTUPAHETO HA TIEPCOHAINA, TpeIaraiiku
HACOKH 3a MOJ00psABaHETO Ha To3Hu mnpotiec. M3cnenBanu ca pakTopuTe, KOUTO BIHSAT
BBPXY TO3HU CJIOXKEH MPOIIEC OT IJIeJHA TOUYKA Ha JIBETE 3aNHTEPECOBAHU CTPAHHU B HETO
— TYPUCTHYECKH KaJpu W paboTomareNid W ca UIACHTU(QUIMPAHH TPOMYCKUTE B
PEKpYTHpaHETO Ha KaJpud B pealHd YCIOBHS Ha TYPHUCTHYECKHS OW3Hec.
MounorpaduyHUST TPy 3ambiBa HSIKOM TEOPETUYHH TPA3HOTH B oO0NacTra Ha
KaJIpOBHUSI MEHH/DKMBHT M Pa3KpHBa CHBPEMEHHHUTE MPHIIOKHUTE KOMIIETEHTHOCTH,
KOUTO CJIeJIBa JIa MPUTEKaBaT KaIpUTe, 3a J1a OTKPHUAT U CIIEUEIAT JKelaHaTta paboTHa

IMo3uIMAd B TypU3mMma.



23.07.2019 r. | B 01050 (I

biaroesrpan . ac. 1-p 'eprana Aunrenosa



LIST OF PUBLICATION RESUMES
OF CHIEF ASSIST. PROF. DR GERGANA GEORGIEVA ANGELOVA

. This monograph enriches the scientific thought about the business communication in
tourism. The problems discussed has functional and branch nature and are of interest
to business people in tourism. The work lays special emphasis upon the need of
increasing the business communication quality and effectiveness in two directions —
research and enhancement of the internal vertical, horizontal and diagonal
communication among employees of all levels of the tourism enterprise organizational
structure and research and enhancement of the business communication at the level of
customer satisfaction, i.e. the relationship between lower staff and customers. To that
end a model for hotel organization effective communication has been proposed
through a systemization of indicators of professional competence and satisfaction of
the participants in the communication process — managers, lower staff and guests, the
effectiveness of direct communication and feedback among them, the information
message quality and the effectiveness of the employed communication channels. On
the basis of theoretical and empirical analysis, recommendations have been drawn,
which would be of use for the hotel entrepreneurs in Bulgaria when taking initiatives
in the field of business communication and for the optimization of the tourist
enterprise operation. The generalized guidelines for business communication
enhancement reflect the indicators that are part of the developed -effective
communication model. These guidelines are addressed to hoteliers and provide ideas
for future initiatives for communication effectiveness enhancement regarding
employees’ professional competence, the quality of the conveyed two-sided
information via the coordinated use of formal and informal communication channels,
synchrony between verbal and non-verbal signs, feedback diversification and
activeness of employees and guests.

. The scientific study has the objective to clarify the problem about changing the way in
which a hotel enterprise operates and more precisely, the part of it that is related to
customer relationships. The CRM systems state and development has been discussed
as well as the information and computer technologies role for their integration. The
mechanism of customer relationships modelling has been analyzed with an accent

upon the interactive CRM. The problem about the interactive CRM practical



application in hotel business has been examined on the basis of thorough analysis and
evaluation of customer relationships in this field. For this purpose a survey on
customer relationships has been conducted including 63 hotels from Blagoevgrad
region, southwestern Bulgaria and a total of 78 respondents. The survey results have
given ground for making inferences and recommendations for customer relationships
improvement in hotel business. The guidelines for customer relationships and
communication enhancement could serve as basic principles when building and
integrating an interactive CRM system in a hotel business.

Issues about the significance and benefits of the automatic systems integration in
tourism organizations have been examined with a view to effective management of
customer and supplier relationships through simultaneous processing of information
and keeping up-to-date and organized database. The stress has been set upon the need
of these systems integration providing data as basis for taking initiatives and adequate
management decisions in tourism organizations. In large tourist organizations having a
significant number of customers and suppliers, there is a huge volume of information
the processing of which is a difficult task in the absence of special automated systems.
CRM and SCM systems are proposed as an effective means for ensuring good
communication and relationships with customers and suppliers, their satisfaction,
hence greater profit and competitiveness.

The book Negotiation Techniques is intended for the Tourism students being future
participants in tourism business communication. It discusses the specifics of discourse
as a process of negotiating and form of business communication. Special attention has
been paid to verbal and nonverbal communication as well as the presentations in the
protocol practice. Emphasis has been laid on negotiating with customers and suppliers
through the modern automated CRM and SCM systems. A very significant place has
been given to the problem of negotiating with foreign partners considering the national
and cultural differences among the countries as well as the problem of business
conflicts. Another important topic discussed is customer communication effectiveness
through a detailed analysis of communication effectiveness criteria and indicators. The
last part of the book examines the problems about the tourism organization relations
with the public, its advertising policy resulting in the formation of a positive
organization reputation in the market and public space.

This paper has the objective to stress the advantages of technological innovations for
the business tourism development, the human resources work automation and the
saving of business tourists’ time and funds. The benefits from this type of tourism
have been analyzed and the striving to achieve a balance between business tourist
work and leisure. The paper outlines the modern tendency for a choice of business
trips that provide an opportunity for a short rest with additional tourism services
included and in the company of the business traveller’s family as well. Another



problem discussed concerns the increasing use of internet by young professionals who
seek quick decisions to satisfy their needs in the spare time, which the traditional
tourist agencies are very often unable to offer.

The student’s book Tourism Cadre. English Language Competence is intended to help
the Tourism students as future tourism cadre to build on their English language
competence and enrich their knowledge in the field of tourism. Up-to-date scientific
tourism-related problems have been discussed. From a linguistic point of view the
purpose is developing the four basic communication skills — reading, speaking,
listening and writing. The book includes a profound specialized terminology and
builds competences to express a professional opinion in written and oral form
complying with the business correspondence standards and register. It combines
specialized pieces of knowledge having already been gathered in a number of tourism
courses.

The focus is upon the importance of business communication and the successful

relationships among the economic entities in tourism for the management, business
and human resources. The study examines the consecutive stages of holding
negotiations with customers and suppliers, i.e. preparing, concluding and fulfilling the
agreement. Criteria and indicators of communication effectiveness have been applied
in a representative study of tourism organizations. Another problem discussed is the
problem of negotiating with customers and suppliers via the modern automated
systems for managing the relationships with these two essential groups being
contracting parties of the tourism business. An analysis of the communication barriers
in tourism and business etiquette standards has been made. All the problems analyzed
and discussed are united by the fact that they determine the success of the
relationships among the economic entities in tourism.

The paper examines the cultural characteristics of Rila and Rhodope region in
Bulgaria offering a wide variety of local products, i.e. “products existing in a given
place” (Oxford, 1998:373) and traditional activities, i.e. “activities gained by
tradition” (Oxford, 1998:702). The annual festivals related to these local products and
crafts contribute to their preservation, development and promotion as well as “serve as
a bridge between the culture and tradition and the economic activities at regional
level” (Dimitrov, P. & Stoilova, D., 2014:221-222). The research has the objective to
design a classification of these products and activities according to the degree of their
preservation and development. The fields for future research have been outlined
regarding the resource potential for sustainable tourism development, ecological

production as well as social and economic development of the region. Primary and
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secondary data have been used in the research and a number of methods to precisely
achieve the research goals.

The need of research has been provoked by the key role of the human resources
management for the tourism organization success and growth. The main research
thesis that “sustainability in tourism cadre training and selection results from the
synergy among the state and local authorities, higher schools and tourism business in
Bulgaria” has been defended. The research is focused upon the degree of
correspondence between the tourism cadre knowledge, skills and training and the
tourism business requirements in the recruitment process. There are two main research
goals — outlining the regulatory framework of tourism cadre preparation and training
and studying the attitudes of the two target groups in tourism — staff and employers.
The research methodology combines basically three research approaches — empirical,
structured interview and analysis of legal regulation.

The paper examines the evolution in the human resources development over the years
starting with the preindustrial era, through the management revolution, the classical
and neoclassical management, the Japanese management up to the organizational
human of XXI century. It intends to outline the theoretical framework of human
resources management, discuss the various periods and changes having been through
and highly stressing the role of the human resource for the prosperity and
competitiveness of the contemporary tourism organizations.

The importance of the studied problem results from the fact that over the past years
sport tourism has been one of the most dynamically developing sectors of the
multimillion tourism industry and that sport has turned to a travelling goal of many
sophisticated tourists. Sport in this paper is viewed as an opportunity to increase
destination attractiveness and hence, its financial revenues. A conceptual and
methodological framework for analysis and evaluation of the potential for sport
tourism development in Bulgaria has been proposed. Guidelines for enhancing
destination attractiveness through sport tourism have been drawn and a thorough
analysis of Barcelona good practice in this field has been made.

This paper discusses the tendency for shifting the focus from production to market
perspectives and from making sales to establishing and managing the relationships
with customers. In the center of scientific discussion there are the new technologies,
which change and restructure not only the relationships and business with consumers

but also begin to change the nature of labour in all branches and occupations. The
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paper reveals some of the current trends in the human resources restructuring in
organizations and their customer groups as a result of the technological innovations in
the contemporary world. Problems for future research work in this field have been laid
emphasis on.

The paper Business Ethics Enhancement in Bulgarian Tourism — the Case of Bansko
has three clearly defined research goals — to examine the satisfaction degree and
interests respect of the three stakeholder groups-participants in the tourism activity; to
propose a system of indicators of ethical tourism behaviour and measure these
indicators through proper research methods; to identify the problem areas regarding
the fulfillment of obligations according to tourism professional ethics and to state
recommendations for coping with them in the future. A number of research methods
has been employed — survey and structured interview for collecting primary data;
statistical information by the NIS for providing secondary data; induction and
deduction for drawing conclusions at regional and national level. The study defends
the main thesis that tourism destination successful management requires a responsible
and ethical behaviour of the three stakeholder groups in tourism — entrepreneurs, local
community and tourists as well as “a fair distribution of tourism benefits among these
three parties” (Professional Code of Ethics in Tourism, UNO, 1999). Some of the
more significant research results reveal a lack of transparency and objectivity
regarding the future business projects in tourism; a low interest to the local people
necessities and discrepancy in the planning and architectural approach. For the third
respondent group — consumers of tourism services in the town of Bansko (ski resort),
the research proves that this group has the highest degree of satisfaction with their
tourism experience and is least affected by the outlined irregularities in tourism ethics.
The study is exceptionally focused upon the branding process of Ognyanovo spa
destination; the views of the key stakeholders — local community, local business, local
public sector and tourists; the effects of this complex and multidimensional process
and its implementation. The following thesis has been defended: having a complete
and successful tourist brand requires a positive interaction with all stakeholders. In the
choice of research participants the principles of interest, awareness and
approachability have been observed. The studied destination has been purposefully
chosen to be a spa destination because Bulgaria ranks among the first countries in
Europe by abundance and diversity of hydrothermal waters and the observed world

tendencies in spa tourism development show a constant increase of revenues as well as
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of the number of tourist arrivals for this purpose. The research results provide the
evaluation of all stakeholders in branding and the type of initiatives taken by them.
They serve as basis to draw up recommendations for successful destination branding
of Ognyanovo following the example of other highly developed tourist brands.

Over the last 50 years the incoming tourist flow in Turkey has had an increasing role
in the formation of balance between tourism demand and supply in the Mediterranean
and Black Sea countries. Since the crisis of 1974 in Cyprus and the unstable Turkish
relations with the Russian Federation and its part in the war in Syria, the incoming
tourist flow in Turkey has always been a factor having an impact on the tourist
products demand, especially products for mass tourism of the other countries in the
Mediterranean and Black Sea region. For this reason the research focus is upon giving
a quantitative explanation if and for which countries the incoming tourist flow in
Turkey has a strong impact on the tourist industries, and in what size and direction.
The paper studies the inverse relationship as well, i.e. the effects the Mediterranean
and Black Sea countries have on the incoming tourist flow in Turkey. The analysis is
based on the number of international tourist arrivals in the Mediterranean and Black
Sea countries for the time period of 1995-2017. This impact has been measured by
calculating the correlation coefficients (Pearson, 1948) followed by the application of
Granger test of causality (1969). This is how a group of countries has been identified
as having simultaneously a high degree of positive association and causality with the
Turkish incoming tourist flow along with others whose incoming tourist flow is
highly affected by the incoming tourism in Turkey, as well as countries which are
either not affected or have no impact upon the others. Conclusions have been drawn
and a classification of the studied countries has been proposed.

The monograph is a profound study of the human resources development theory and
the organization cadre management and lays special emphasis upon its primary
ingredient — staff recruitment offering guidelines for this process enhancement. The
factors affecting this complex process have been studied from the perspective of the
two stakeholders — tourist cadre and employers. The lapses in cadre recruitment have
been identified in tourism business real conditions. This monograph fills in some
theoretical gaps in the field of cadre management and reveals the contemporary
applied competences demanded for the cadre to find and win their desired job in

tourism.
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