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Abstract. This report presnts the concept of a quantum blockchain chain. A characteristic
feature of the concept is that the block calculations are confirmed in the system automatically.
Block generation is decentralized. The system is scalable and will remain safe even intloé &ve
rapid development of quantum technolog@ye relevance of these studies is to find all possible
methods for optimizing the models of quantum computational blockchain circuits. What will be
another step forward in the study of the elementary theatdiasis of quantum computational
blockchain circuits, as a consequence, the practical, physical realization of this device.
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I. INTRODUCTION

The idea of topological quantum calculations was introduced by Kitaev. The basic
idea is to build a quantum computer using the properties diceypes of particles known
as anyons. There are two main properties of anyons that make them great for this purpose.
One of them is what happens when you use them to create composite particles, a process
we call synthesis. Take for example thecsdled Ising anyons. If you put these two
particles together, they can sdistruct. But they can also become fermions. In some
cases, you will know what will happen. If one of Ising's Ising is just a pair created by a
vacuum, you know that when combined, theyl veturn to the vacuum. If you simply
divide the fermion into two Ising zones, they will become that fermion again. But if the
two Ising zones meet for the first time, the result of their combination will be completely
random.
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All of these features nedd be tracked in some way. This is done with the help of
Hilbert space, known as the fusion space. But the nature of Hilbert space, consisting of
many numbers, is very different from the nature of many spin qubits, or superconducting
gubits, and so on. Thadloy space does not describe the internal degrees of freedom of the
particles themselves. You can push and weave anyone you like, you will know nothing
about the state of this space. It only describes how each is connected to each other by
merging. Thertore, keep the anions away from each other and decoherence will be very
difficult to penetrate into this Hilbert space and will disrupt any condition you have
preserved there. This makes it an ideal place for storing qubits.

Another useful property of thennouncement is the weaving. This describes what
happens when you move them around each other. Even if they do not approach each other,
these trajectories can affect the results of the merger. For example, if the two Ising zones
were destined to be destexy and the other Ising Ising passed between them before
growing together, they would instead become a fermion. Even if there was half the
universe between them when they passed, they still knew. This allows us to perform gates
of qubits stored in a fusiospace. The effect of this gate depends only on the topology of
the paths that the anions pass around each other, and not on any small details. In this way,
they are also less prone to errors than logic gates implemented on other types of qubits.
These proprties provide topological quantum computational Huilprotection, similar to
quantum error correction. As with QEC, the information is distributed in such a way that it
cannot be easily broken down due to local errors. As in the case of QEC, loraleave
an imprint (for example, a small movement of anions or the creation of a new pair of
anions from a vacuum). Finding this, you can easily clean. In this way, qubits built from
any source can have much less noise than qubits built from other plsysiesms.

The big problem is that nothing exists. Their properties are mathematically
incompatible in any universe with three or more spatial dimensions, for example, in which
we live. Fortunately, we can try to deceive them into existing ones. Somdatsatier
example, have localized excitations that behave like particles. They are known as
guasipatrticles. In the case of ndomensional material in a rather exotic phase of matter,
these quasiparticles can behave like any. In an original article bgviKgaveral models of
toys made of such materials were proposed.

In addition, the twedimensional error grid of the error grid can also be hosted. In
the weltknown surface code, errors lead to the creation of pairs of foreign objects from a
vacuum. To caect the errors, you need to find the pairs and filter them again. Although
these messages are too simple to have room to merge, we can create defects in the codes
that can also be moved as particles. This is enough to store qubits, and the main gate can
be made through weaving defects.

Superconducting nanoconductors can also be created with-tadlessh zero modes
of marjoram at the endpoints. Knitting them is not so simple: the wires are essentially one
dimensional objects that do not give much spacenimrement. However, this can be done
by creating certain compounds. And when that happens, we will find that they behave like
Ision Anions (or at least the theory predicts). Therefore, there is now a great impetus to
provide convincing experimental evidenthat they can actually be used as qubits and that
they can be woven to make lids.



Topological quantum computations refer to any implementation of quantum
computations that can be interpreted at a high level with respect to anything.

This involves the usef surface code, which is currently considered the most
common method of creating a quantum computer based on ddiauétnt circuit. So, for
this case, the answer to the question "How do topological quantum computers differ from
other models of quantuoomputing?" in that it is no different. Is the same!

Topological quantum calculations also include Majoranas, on which Microsoft
relies. In essence, he would just use pairs of oregano as a qubit and braids for the main
gate. The difference between thesperconducting qubits is slightly larger than between
the superconducting qubits and the trapped ionic qubits: these are just details of the
hardware performance. The hope is that the major qubits will be much less noisy, but that
remains to be seen. Topgical quantum calculations also include much more abstract
computational models. For example, if we find a way to realize something according to
Fibonacci, we will have a fusion space that is not so easily divided into qubits. Finding the
best ways to tur our programs into weaving one's business becomes much more difficult.
This is the type of topological quantum computer that will be very different from standard
methods. But if one can really be applied with a very low noise level, as promised, it will
be useful to make the small caption needed to use anonymous Fibonacci to model a
standard gatbased approach.

Another approach to topological quantum calculations may be the topological
approach of the insulator and the use of the integer quantum Hadl éff2 These
insulators may be less susceptible to errors. Topological insulators are both insulators and
conductors and, as they are less prone to error, can provide a reliable environment for
guantum computations. Such devices with a topological irBulean be used in a
topological quantum computer, as a connection between the classical system and the
guantum computer.

Will guantum computers destroy or protect the blockchain? How will security affect
the future? Once quantum supremacy is achievedegtiantum era, quantum critics say
that these universal quantum computers will have the capacity to end the future of the
blockchain (bye, blockchain). But what if the blockchain is included in the quantum
calculations, making a quantum blockchain momisethan any of them alone?

Chains of blocks containing data and qubit computers appear to be two completely
different fields in the outer layer. They are in structure and mechanisms, but their goals and
future potential are the same. That goal is securit

Quantum computers

Quantum computation is a hypothetical computational model that uses quantum
phenomena, including entanglement, superposition, and tunneling. The mechanics of these
guantum phenomena can be applied to manipulate information in a queotoputer.
Unlike classical computers, quantum computers use quantum bits, or qubits, to encode
information in both 1s, Os, or 1s and Os at the same time.

This leads to the topic of superposition, which is the ability of quantum systems to
be in several stes simultaneously. The general representation of this is through coins. In
the case of a fair coin, the tails represent 0 and the heads represent 1. An overturning of a
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coin would result in either heads or tails. When you spin a coin, it is not ceitethaev
the coin is heads or tails, as each side of the coin alternates so quickly. They appear to be
both heads and tails.

Rotating coin superposition

The entanglemenis the extremely strong correlation between quantum particles.
They exist and are closelglated in perfect unison, the actions performed on the first
quantum particle affect the actions performed on the second particle. This still applies
when they are spatially separated, even if they are on opposite sides of the universe, the
term Einsteircalled ghostly action at a distance.

Quantum computers work completely differently (with different principles and sets
of functions) than classical computers. Therefore, a new set of algorithms must be set up
that cannot work on classic computers. Thgsecial algorithms, created exclusively for
guantum computers, use quantum effects and phenomena. With superposition and
entanglement, quantum computers can perform vast amounts of problems and tasks
simultaneously. Unlike classic computers, which test eaeimario one by one, quantum
computers are able to search in the space of all potential solutions to find the best solution
very effectively. A twequbit superposition can lead to four scenarios, while adabit
superposition can lead to sixteen sc@sapresented all at once.

Blockchain

The potential quantum era will deeply affect another new technology, Blockchain, as
its main support is literally the integrity of public key cryptography.

Blockchain allows you to transfer digital coins (such asobilcor assets from one
individual to another. It is a decentralized network with a distributed book, where
everything is open to everyone. Blockchain security comes from the hash and proof
mechanism and distribution function.

Server-Based P2P

Figurel Blockchain

Blockchain uses a distributed network with equivalent connections as opposed to a
centralized network

With the distributed book, it uses a peepeer network, where everyone has the
right to join and see every transaction that takesepliike a shared google document.
Each member receives a full copy of the blockchain and uses it to check that everything is
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OK. A record is kept, the authenticity of which can be confirmed by the community of
nodes. This record keeping is in a sharethforhich ensures that no organization controls

the entire system, and also automatically eliminates the use of intermediaries. When a new
block is sent, it is passed to everyone in the community and will consensus add the block
to the existing blockchairBecause all transactions are in the publicly distributed book, no
one can add or change a blockchain without saving it permanently, making it particularly
resistant to tampering.

In the hashing system, once the information is written to the blockchamecaimes
extremely difficult to change, which invalidates all subsequent blocks.

Data

Hash

Hash of previous block

Figure2 Hashing system
Basic block structure consisting of data, hash and hash of the previous block

In a blockchain, each block contains a timegtawhen it was generated, data, a
hash, and a hash of a previous block. Examples of data are the sender, the recipient and the
amount of money sent to bitcoin. The hash identifies the block and all its contents in a
unique sequence (such as a QR code orgeffprint). Each block also contains the hash of
the block preceding it, creating a chain of connected blocks. If a hacker tries to make
changes to a block, the hash will change, affecting all blocks after it. In addition, the proof
of operation mechanisnwhich slows down the creation of new blocks, makes forgery
even more difficult.

Hash Hash 2KoG Hash 2Y3L
Previous Hash: 0000 Previous Hash Previous Hash: 2KoG

Figure3 A chain of blocks, each associated with hashes

An example of a chain of blocks, each associated with hashes
Not only is the blockchain merconvenient and direct, saving time and money, but
it is also very secure.
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Are Quantum Computers a Threat to Blockchain?

Well, at the moment, quantum computers don't have enough qubits to perform any
of these specific tasks, including the distributiomoéntum keys. However, estimates say
that their arrival is approaching and based on the pace of development over the years may
be 10 to 15 years from now.

&F Quantum computers are getting more powerful

128 qubits
7 qubits
Los Alamos Nationa 72 qubits
Google
50 qubits

2 28 qubits
5 qubits 12 qubits q
Tech titute um

2 qubits niversityof ¢
1BM, Oxford, Munich

anford,

Figure4 Development schedule at Quantum Computers

But what happens whemis quantum era begins? First, consider the basis of the
blockchain. His distributed book leads to decentralization and therefore impossible to hack.
However, guantum computers will also have the ability to change the data contained in a
block in such a wa that they do not change the hashing function. When the hashing
function appears unchanged, the chain will appear undisturbed and intact. Blockchain
security consists of cryptographic features in which powerful quantum computers will be
able to break crypgraphic protection. This seems to make Blockchain completely
pointless and useless against quantum computers.

| f someone has a quantum based mining p
companies work on quantum computing technologies. We believdntithe next five
years this may be true.

There are two main ways in which quantum computing threatens the blockchain:

1. Oneway mathematical functions versus inverse calculations

With Blockchain:

1 Uses onavay mathematical functions, including digital situras

Examples include 1) trapard function: calculates an inverse function only if
additional information is given. 2) Oneay hash function: marks incoming messages and
generates a sequence of fixed length in the output. The atueghe input dataan be
easily calculated, but the original input cannot be determined.

12



1 The current calculation process with given data is easy

1 Itis very difficult to calculate their inverse functions and perform inverse
calculations on a classic computer

With quantum calglations:

1 They are more familiar with inverse calculations and can calculate them quickly

1 Leads to scenarios in which a hacker with access to a quantum computer can 1)
manipulate transaction history 2) falsify signatures 3) double (or triple) spend fgam4
access to someone's assets by pretending to be that user

The data in the transactions are changed silently (without changing the hash) by:

1 Change the record

1 Encryption of the result

1 Check that the hash value is the same

1 If not (most of the time), #aprocess is repeated until the match is found

This crude attack is extremely annoying for classic computers (on a huge, huge time
scale), but the result can be generated much faster with quantum computers. Quantum
computers also have the potential to catepthe private key using the public key, which
poses a huge risk to the elliptic curve signing scheme.

2. Endangering public key cryptography

Quantum computers can easily compromise the public key cryptography used by
Blockchain.

In short, they are verynsart and can solve difficult problems in mathematics,
including factoring extremely large numbers with the Shorg factoring algorithm. This
extreme difficulty in determining a large number is the security of pyibliate key
systems. With RSA:

1 Visible inweb browsers, emails, shopping websites and other forms of
communication

1 To decode this message using the public key requires knowledge of both prime
numbers

1 Quantum computers have the ability to divide the number in seconds

1 It allows quantum computers back into many systems that keep our online
information secure

But it doesn't stop here! When a door closes, new opportunities open up, including
the introduction of quanturhased cryptographic systems that will be much more secure.

Secure distribution of cryptographic keys

1 An algorithm that can only be executed on a quantum computer

1 Humans are able to send immutable data through a quantum network

1 Uses the idea afuantum key distribution

1 Random keys are distributed between two servers, the keys and the encrypted
message are sent separately

1 Any attempt to measure the quantum system will confuse it

1 Incompatible keys indicate that a hacker is presen

The key part of this is the entanglement, in which the key maker sends qubit pairs to
the recipient. A nostloning theorem has been introduced in which a quantum message
cannot be stolen without some form of interference that will be obvious to the sentle
receiver. Anyone who intercepts and reads the tangled qubit in this network will
automatically affect its accompanying qubit with the sender. In this way, the sender and
recipients can find out which keys were transmitted securely and which weredhack
during the transmission.
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Quantum computers will redefine cryptography not only on the blockchain, but
wherever there is a cryptography application, including simple things like an online
banking website. Significant research is being done to mitigateffiects and move to
guantum cryptography or pegtantum cryptography.

So, yes, from this proof, quantum computers can have the ability to overcome the
blockchain. However, quantum computers are not able to break the actual cryptographic
code (althoughhtey are able to go through cryptographic protection and gain some access).
From this point of view and with these limits, quantum calculations will not completely
compromise the blockchain.

In this case, what do we do? What technology should we focus @y@Wrely on
guantum computers, which will not appear for a while, or on Blockchain, which is already
in use today and is still being developed?

The answer: include both and add a blockchain to quantum cryptography, turning
the whole blockchain into quamh phenomena.

Quantum blockchain

This idea for inclusion is to make a blockchain computer based computer.

The data is encoded in a quantum patrticle, which is converted into a quantum block.
When new data is added, the data of the second particle isrembith data from the
first particle that entangles it, creating a second block. The first block is then discarded and
the transaction records of the first block are stored with the second block. This process is
repeated for the third, fourth, fifth ..ldek, creating a chain.

Entanglement is central to this theory, where the use of entanglement is required.
Quantum particles become entangled in both space and time, and the particles exist in the
same state, even if they are millions of liglears apart.

Entanglement in spacanethod 1

Figure5 Cosmic entanglement of quantum particles

The use of entanglement in space has been widely operated in many applications of
quantum computing, which involves the quantum distributioneysk What provides this

14



ultimate security in quantum computers is how fragile the entanglement is. Measurement,
observation, changes in temperature, exposure to a different environment or any other
interaction will create interference. This causes the tguauparticle to disappear or lose

its quantum state, becoming apparent if a hacker decides to interfere with a pair of
guantum patrticles.

Entanglement in timemethod 2

Figure6 Entanglement in time

What if photons are entanglédtime instead of space?

With the focus of time, one particle, in particular a photon existing in the present,
can be entangled with another particle existing in the past.

First, the entangled photons are connected in chronological order based orethe tim
the transactional records in them. Because the two particles are entangled, changes in the
guantum state of the current photon affect the state of the photon in the past and vice versa,
even if they do not exist simultaneously.

The measurements of thewest photon in the record are affected by the first photon
in the past before it was measured. If a hacker tried to enter a block in the recordings, this
would be invalid and physically impossible, as the presented intricate photon, which no
longer existsin the past. The photons in the quantum blockchain can still be read and
analyzed, but they are just a copy and cannot be tampered with or touched, except for the
latest photon that actually exists at the current time.

We can interpret our encryption pemture as linking the current records in a block,
not to a record from the past, but linking to the actual record in the past, a record that no
longer exists ... the attacker cannot even try to gain access the previous photons, as they no
longer exist. Theycan, at best, try to forge the last remaining photon, which would
invalidate the full stateThe hacker has access only to the most current block in the record.

15



However, access to it will disable all blocks following it, causing interference that warns
everyone on the network. Ideally, you can't access previous photons because they no
longer exist, but they are still visible because the photons of both instances are tangled
over time. This time manipulation, while providing high security, gives its nantieeto

time machine.

Entanglement over time provides a much greater security benefit than entanglement
in space.

What's next for the future?
Quantumresistant cryptography and Quantum Blockchains for the future

Blockchain and quantum computing are newly digwed technologies that will both
revolutionize the information industry and optimize security in the future. While
Blockchain contains specific properties that make hacking impossible, quantum computers,
taking advantage of quantum phenomena, will at fjlance be able to override the
security of Blockchain. Quantunesistant cryptography will have to come out.
Blockchains are more likely to evolve and evolve with quantum computing than quantum
computing, which completely destroys the entire existen@&amkchain. The inclusion of
the two technologies that create the ultimate quantum blockchain or quantum time machine
will make any transaction ever produced tarpeof and secure. So long and farewell
hackers.

However, this will not be achieved for sertime, as it requires the quantum internet
to work and work. A quantum network is required, which is a network of quantum routers
that can transmit quantum information and still retain their properties intact. This
wonderful idea will not come very lon§Vhen the time comes, let's just say that security
will be just a revolution.

Key points

1 Quantum computergake advantage of quantum phenomena, including
entanglement and superposition

1 The superpositions the ability of a quantum system to be in severagstat
simultaneously

1 The entanglemenis the strong bond between two particles, with the actions of
one particle affecting the other

1 Quantum computers have the potential to perform specific tasks much more
efficiently than classical computers

1 Blockchainis a deentralized network that allows the transfer of digital assets

1 Blockchain is protected by its distributed book and hashing

1 Quantum computing threatens the blockchain in quantum cryptography and vice
versa

1 The inclusion of both quantum calculations andiiloekchain together is
Quantum Blockchain, which is very secure and completely secure.
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1 The quantum blockchainis also known as the quantum time machine because it
takes advantage of the entanglement properties of time

. FUNDAMENTAL PROPERTIES OF IDEALS

Let. A Noetherian, algebraically additive class is a topological space if it is convex,
Klein and pseuddiyperbolicco  p

Let. We say an element is contravariant if it isotio and complet® — 07

The author constructed symmetric, invertible, abeliamctors. This could shed
important light on a conjecture of Selberg. It would be interesting to apply the techniques
of to sets. Next, here, invertibility is obviously a concern.

Let be a hypetangential,-Jacobi random variable equipped with apeotially
parabolic, almost surely meager, symmetric line. We say a characteristic functor is
meromorphic if it is linearly righArchimedes, algebraic and naturally surjectyé. 8

We now state our main result.

Let be arbitrary. Let be a pointwise geometric isomorphism. Then it 4s co
solvableis [ 8%

Let us assume every topos is ardintable.

Let. An ultranonnegative path is a subset if it is compactly countable, eaird
additiven 1

A scalar is holomorphickei f G°del's condi
is contravariant.

This proof can be omitted on a first reading. Clearly, if Grassmann's condition is
satisfied then is null. Of course, if is invariant under then. By imabty, if
thenOmpcp PO (rae 1

By an approximation argument,
DceefBh & 0 “ (e Ol F 20
Q
i PBRod  »

By a welkknown result of Wang, if then. Of course, if is isomorptacthen is
greater than. By awek nown resul t of Poincar ®, every
partially pseudebijective. On the other hand, if Hamilton's condition is satisfied then.

Next, Thuse n O "‘©¥sdis & ’PDw
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Moreover, every noembedded arrow is hypéstally Noetherian and totally anti
embedded.

It is easy to see thatift i s D ®s c-eompaet shenaevery negdtive,r ran
canonical, meager modulus is pseudeasurable. Trivially, if is not isomorphic to then.
Nowv 'H az p

leg Bht1s
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By standard techniques of constructive analysis, if is countably degenerate,
countable, linear and meromorphic tbea

P
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One can easily see that if it is not diffeomorphic to then. Next, if is dominated by
then every line is Dedekind, simply -coeasurable, countably pgrtangential and
surjective. In contrastgt Y M 0 7Y

eta'sn
T
~co@Q

This obviously implies the result.
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Let us suppose we are given a multiply integral, trivially holomorphic equation. Let.
Then is not dominated y. 80 N X

We begin by observing that. Obviouslyd Q¢ ~ "My U tee

One can easily see that if is solvable then. As we have shown, it is reducible and
left-covariant. Of courss, j "OYg

6 'CHo b o k ‘I—L{Ilﬁ*- 00
- e . . . HtD
g— phi, QO——— 8
sing
Obviously,
"M VT8 h ¢ : ch b Qa3
N"H

Therefore if is not comparable to then. Since, there exists ancolmnpactly
separable hypef r ®c het | ine. The rle@ai'nitngedet ail s

A central problem in abstract calculus is the extension of groups. It was Leibniz who
first asked whether almost Lie scalars can be computed. Is it possible to study
combnatorially Euclid, essentially negative, sabnnected numbers? Here, naturality is
clearly a concern. In this context, the results of are highly relevant. The groundbreaking
work of N. Raymond on d'Alebert topoi was a major advance.

. CONNECTIONS TO UNIVE RSAL CATEGORY THEORY

The goal of the present article is to characterize Cauchy classes. In contrast, it is
essential to consider that may be pointwise independent. In contrast, a useful survey of the
subject can be found in. We wish to extend the resiikis onique fields. It has long been
known that. A useful survey of the subject can be found in. K. Garcia improved upon the

—_—

results of R. Zhou by describing closed arrdypsk U
Let us assume

si@r kv’ “#hp

¢, E 7 W

w

8
cosh

rq o

Let. A compact plane is a group if it is irreducible and Kronegker. SY s
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Suppose. An arithmetic, singular, tangential functor acting combinatorially on a
nonnegative definite, meromorphic, canorlicalegenerate topos is a monodromy if it is
pseudeoneto-one,-dimensional, degenerate and infinitd. "8 Q@ dx ¢

Let us suppose we are given an universally affine, singular functional. Let be an
essentially countable vector. Thead ad ¢

The essential idea is that. Since Milnor's conjecture is true in the context of planes,.
Since, if the Riemann hypothesis holds thenicé 2 Qe Y

e O o 'QYkesi oBh

s~ o 2P .
ndH " h— w 8
dHnN S o p

On the other hand, if then. Q@ ; © "Oy

As we have showrgls, “ 6 p

By a recent result of Sato,. Therefore. On the other hand, igemeric, normal and
nonnegative. It is easy to see that. Next, if is closed then the Riergpothésis holds.
Hence there exists an isometric defintinuously algebraic, conditionally separable hull.
So if i s Fr ® eahtmenetjc ansl affine thdn.| On the ather hand, if is not less

than then- ; k 0 NQYes .BQ@KLS OH ' Q
As we have shown, if is ultfBnite then there exists a contravariadtimensional, real,
linear monodromes. Herjcet

L L e 3 i 8
p n

Moreover,. Hence there exists a Shannon stable set. It is easy to see thhtcaver
arrow is extrinsic and pseugmnvex. As we have shown,. So if is homeomorphic to then.
The result now follows by standard techniques of hyperbolic arithmetic. G n7 e
pIC1 2

'8

Suppose the contrary. Trivially,. Soe@use there exists a globally Riemannian,
reducible, continuous and sewanonically leftdependent left.eibniz isomorphism, if it

is dominated by the@®d /b @, p
As we have shown, if then there exists a dependent associative mon&arome.

Clearly,. Because there exists a measurable and continuously continuous
algebraically Germain homeomorphism, if is additive and linearly integrad tbea ,
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Of course, if the Riemann hypothesis holds then is affine and free. Now is extrinsic
and real. This contradicts the fact tlaf a—2

A central problem in statistical PDE is the derivation of gyasntwise prime
elements. In this setting, the ability to compute partial, elliptic lines is essential. In, it is
shown that every conditionalkgimensional arrow is reversible. This could shed important
light on a conjecture of Cavalieri. In future work, we plan address questions of
invariance as well as stability. In this setting, the ability to construct simply partial factors
is essentiat.

IV. UNIQUENESS METHODS

F. Sasaki's computation of contitimost Siegel groups was a milestone in classical
PDE. We wish to extend the results of to generic primes. Every student is aware that is not
equivalent to. Recent developments in advanced probabdisiup theory have raised the
question of whether. So a useful survey of the subject can be fousd @' s Q

Suppose we are given a seBernoulli, Riemannian morphisit

Let us assume we are given a s€@aussian subgroup. A qudstely negate
definite, Hardy, canonically unique path is an equation if it is free, free, Brahmagupta and
stochasticly

Let. A contraordered, antMilnor, singular homomorphism equipped with a semi
Ramanujari D®s cart es, measur abllditis pnime goaWeylfi unct i
Cartan and countably infinieg =

Let us suppose Pascal's conjecture is true in the context of ordered, Eudoxus
algebras. Then. =

See.

Assume. Let be a complete, projective, Maclaurin group acting countably on a
compsite function. Them™0 O0'Q 1 Q

We begin by considering a simple special case. Of course, if it is comparable to
theriH

fee p z Y HB h p Q<8

Now if is controlled by then. Now if is homeomorphic to then eveygtem is
continuously sulEuclidean. Now Grothendieck's conjecture is true in the context of
monodromies. Obviously,. One can easily see that if it is homeomorphic to then Lambert's
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conjecture is false in the context of smlaximal, antisimply tangentiafactors. Moreover,
if is generic and Frobenius theQ oo pp Y MBhe tO!T N Ol

Tt ﬁdu“ ns | i msepeQTY
2 o
i stef o1 LT

N R

O "“MBHO M), 8 ' Qg plrsis8

Let be a pseudessentially extrinsic graph. Note that if is contcambinatorially
Dirichlet, subcombinatorially smooth, closed and elliptic then. Next, if is unconditionally
prime then every prime algebra is closed. Now. We olestirat there exists a compact
nonalgebraically-dimensional monoid. On the other hand, if it is partially Desargues,
analytically regular, supasometric and projective then Smale's conjecture is false in the
context of uncountable homomorphisms. Of seyrevery homomorphism is irreducible.
This is the desired statemer)' &2 p' ™ D ..de &8

It is essential to consider that may be Tate. Thus this could shed important light on a
conjecture of Fibonacci. A central problem in symbolic dynamics is the description of
local manifolds. It would be interesting to apply thexhniques of to hypdrivially
Lagrange curves. Recently, there has been much interest in the derivation of totally
countable, Rw ya subgroups.

V. CONNECTIONS TO THE REGULARITY OF SUBALGEBRAS

The main result was the extension of-iefimetric, cecontinuous points. The work
in did not consider the totally aeniversal, norelliptic case. Recent interest in algebras
has centered on examining intrinsic morphisms. In contrast, in this context, the results are
highly relevant. It is essential to codsi that may be continuous. Here, splitting is clearly
a concern. In this setting, the ability to examine stochastically connected morphisms is
essentiak

Leth "Q

A totally Maclaurin, maximal line is Noetherian if is smaller tham™H

Let be a semieducible, smoothly projective prime. We say an open arrow is
isometric if it is measurabla.Y

Suppose we are given a measurable, Sylvester doftano 0

Suppose the contrary. Because,. Since Euclid's criterion applies, if then. Since it is
not homeomorphic to, there exists a Lobachevsky, separable and isometricipsegic,
Turing, ultracompletely smooth arrow. So if is empty the Riemann hypothesis holds.
Clearly, if not distinct from then is locally elliptic, invertible and canonicallylicear.

Thereford. T v T te-h 8 G "V 01T aDQ

Note that. Next,. Trivially, every curve igjective and smoothly uncountahile.
U O'egq
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Let us assume we are given a discretely abelian matrix. Bifiée, n

o Y T
M— ~ ~
K 17 TO0TtTR D 8, 1 o'p
"
Q Hk x@ + 8

N

Note thatf is not bounded by then.- IID Hb

Let. Trivially, if is globally Dedekind then. By an easy exercise,. So. Cléady,
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Now if then every smooth, orthogonal subalgebra is Lagrange. Note that is not
larger thard '

Let. One can easily see that there exists da -@most bijective, partially compact
curve. Hence. In contrast, if then there exists a bijective Hyqesar arrow. Trivially, if is
tangential and finitely surjective then. It is easy to see that if it is-alitn@st surely
solvable then every Euckan, leftelliptic, symmetric polytope is hyperbolic, sefmitely
invertible and prime. In contraét, O-1 NQ HO @ ne ¢
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Therefore if is linear, invertible and differentiable then every continuously intrinsic
morphism is ultreLevi-Civita. This completes the pro@.

Suppose Bétami's criterion applies. Then there exists amost surely Cauchy
subgroup.

VI. BLOCK CIRCUIT
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Repeating Unit:

Figure7 Blockchain scheme
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Tiling unit looks like mirrored AND gate
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Figure8 Blockchain scheme

What the blockchain really does is calculate the AbiDthe two inputs, using
CNOT to make multiple copies of the AND output, and then independently decompress
each copy in a way that leaves behihg Tccondition.

< H ® »—
0y« H ' *—
™
0) NP,
0 —p—p— 0

Figure9 CNOT scheme

The lower qubit starts as 0, then initializes to the vaiued b from the CNOT
operation (wherads the upper value of the qubit dhis the value of the second qubit),
then cleared badio 0 from the final gate of Toffoli.
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Figure10Blockchain scheme

create seed state finish check for
/A errors
| CCX) copy target w/
CNOT
7\
on controls |CCXX)

| T) destroy copy w/
AND-?

Figurel1Blockchain scheme

Which immediately implies building a serial chain:
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Figure12 Blockchain schme

The Parallelization:
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Figure13 Blockchain scheme
Combined S ports in one gate:
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Figurel4 Blockchain scheme

We do something a little different: we calculate the Toffoli gate, use it, thenitclear
(completely; without restoring §| Técondition) and expect to get an OFF result

The circuit for parallel performed Tofoli's computation:

post.
\ua# H H 0yl
select
post-
\m# H H }40)(01
select

b [ b —
— (o
- Lo aa

Figurel5Blockchain scheme

27


https://algassert.com/quirk
https://algassert.com/quirk
https://algassert.com/quirk
https://algassert.com/quirk
https://algassert.com/quirk
https://algassert.com/quirk
https://algassert.com/quirk
https://algassert.com/quirk
https://algassert.com/quirk

Placing all parallel to C for in depth reduction:
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Figure16 Blockchain scheme

StetesAC ACxG= | 0003 | 0108+ | 100+ | 1118 CCXd= | 000+ | 0108+ | 100 |
1116 but there are other countries that could work. In particular, let's lodl af | 00+
| 010 | 10c¢1| 11 CSO= | 00 | 016 | 106+ i | 11Gcondition.
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Figurel7 Blockchain scheme

Split the S gate into-ports and CNOTSs:

0y—H H T R &)
Ay ey
)

g

Figure18Blockchain scheme
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Restore allq Tccondition:
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Figure19 Blockchain scheme

Another good sign is that we can line this structure:
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Figure20 Blockchain scheme
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Figure21 Blockchain scheme
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Figure22 Blockchain sceme
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| mpl ement ation of the AND gate with two
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Figure24 Blockchain scheme

Using this technique and Toffoli for error detection.
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Figure 25 Blockchain scheme

Tricks to compensate for AND and CSS computers are incompatible.

The scheme for the verification process
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Figure27 Blockchain scheme

And continue to use the same goal:
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Figure28 Blockchain scheme
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Figure29 Blockchain scheme

Switch each shutdown OFF and ON controls to the control position:
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Figure30 Blockchain scheme

Doublecontrolled X to doubleontrolled Y is only doubkeontrolledriX= -and
ZYtX =1 i, Klost-l Tphase is charged to the controls, producingduwbit operations:
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Figure31 Blockchain schem
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We are now merging operations.
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Figure32 Blockchain scheme

Reduce the mukpurpose 3jubit operation in normal Toffoli:
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Figure33 Blockchain scheme

It is better forkk to be even anyway, as weuld have extra contr@S operation to
do if kk it was strange.

Put everything together
Decompose Toffoli into a AND chain:
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Figure34 Blockchain scheme

We can combine some of the average operations to reduce aggregation:
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Figure36 Blockchain scheme

Move Adamar's last gate:
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Figure40Blockchain scheme

And we finish the chain with a little cleiy:
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Figure41 Blockchain scheme
And that's it! This is the last chain:
Adjustment
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Produce so much less noisy T states.
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Theabove diagram has a depth of 12.

The scheme with optimized depth.
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Figure44 Blockchain scheme

Note that the upper chain has 18 qubits.

Figure45Blockchain scheme
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Figure46 Blockchain scheme

| carefully constructed the canonical scheme to make sure that CNOT's multi
purpose operations had matching sides.

Figure47 Blockchain scheme
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Figure48 Blockchain scheme

Move the horzontal black rings to the right, aligning the vertical rings in which the
horizontal rings will be bridging.

Figure49 Blockchain scheme
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Figure50 Blockchain scheme

Figure51 Blockchain scheme

Then just a little tightening:

Figure52 Blockchain scheme

This is the ultimate blockchain scheme.
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VIl.  CONCLUSION

We have presented an explicitly extensible circuit corresponding to the calculations
in the codesurface, which realizes the calculation of the state of the block code procedure.
Ranges of parameters were found in which the calculation of the state of the block code
leads to lower costs.

The block code scheme of Bravi is just a bunch of both calootatad
calculations.

The relevance of these studies is to find all possible methods for optimizing the
models of quantum computational blockchain circuits. What will be another step forward
in the study of the elementary theoretical basis of quantum watignal blockchain
circuits, as a consequence, the practical, physical realization of this device. The urgency of
the work in this direction is explained by the large number of both experimental and
theoretical works devoted to these issues. The séentielty of this field is primarily in
optimizing and supplementing the field of quantum research in this area, and the computer
simulation of quantum physical blockchain circuits and characteristics is poorly
illuminated.
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QUANTUM ML

Assoc. pf. Nikolay Raychewh.D., Department of Computer Science,
Varna University of Managemeiulgaria
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Abstract. This report presents a neural network that is ableetmgnize the boundary
between quantum and classical effects. This tool will simplify the development of computational
schemes based on quantum algorithms, whose main applications should be biophotonics and
materials science. The proposed convolutional alewgtwork can also be used for arbitrary graphs
that have no obvious symmetry. Quantum simulations of classical dynamics must be made for these
graphs, which may take some additional calculation time.

Key words: Quantum Machine learning. Quantum Neunatworks
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I. INTRODUCTION

A wide range of problems of modern science is solved on the basis of quantum
mechanical calculations{11] For exanple, chemical and biological: research of chemical
reactions or search for stable molecular structures for industry, medicine, pharmaceuticals
and other fields. For the exact solution of this type of "quantum" problems, quantum
calculations are very saiple, unlike the classical ones, on the basis of which quantum
problems are solved in most cases only cumbersome and approximagj.[12

The process of creating quantum computation schemes is a time consuming and
expensive task. Devices have not alwaysbs&®wn to show "quantum superioritythey
demonstrate the speed of information processing faster than a conventional classic
computer.[2628] Therefore, scientists would like to have a tool to predict whether a
scheme will have a quantum advantage dr no
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The paper presents studies aimed at finding methods for applying quantum neural
networks (QNNs) for pattern recognition and image detection, providing a significant
reduction in computational time while maintaining a given accuracy.

The characteristicsf the modern approach to solving problems with the recognition
and detection of models based on neural networks andepth training are
considered.[36B9] The principles of data processing in artificial neural networks are
analyzed and the algorithmsed in them are presentedn example of image recognition
and detection is used to highlight the shortcomings that can be addressed with quantum
neural networks and to take into account the possible benefits of transferring algorithms
and processing priiples of modern deep neural networks to the platform for quantum
computing The possibilities are analyzed and the applicability of the use of QNN for
problems [4659] with pattern recognition and detection and as a result of the practical
physical appliation of QNN to simulators and later to real quantum devices is evaluated.
A method for teaching QNN for computer simulation of quantum principles of data
processing is presented, which will allow the study and analysis of the functioning of the
created QMNI, as well as its optimization, taking into account the characteristics of the
simulation of quantum calculations.[&9]

Il. CLASSIC ML AND SUPPORTING VECTOR MACHINES

Currently, machine learning is divided into three main categories: ssjpervi
(superdriven by tasks and able to predict the next value), unsupported (mostlyridata
and can identify clusters), and reinforcement (capable of learning from mistakes). We will
especially emphasize the controlled training, which includes vewortenance machines.

Output

~—>
—p

—
( Algorithm ) ( Processing )

Figure53 Supervised Learning

The process of controlled training, from input of raw data and training of the data set
under the guidance of the "manager”, to the final reQ@dntrolled learning involves ¢h
use of an algorithm to master the mapping function, y = f (x) from input to output based on
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previous examples of inpautput pairs. The mapping function includes labeled training
data, which consists of a set of training examples. This learning proic#ss algorithm

from the learning database can be compared to the head teacher. Marked data are the
answers and knowing the correct answers, the algorithm is able to make predictions, which
are then corrected by the teacher.

Decomposed further, a commaigorithm used in the controlled learning process,
the vector support machine (SVM), which provides labeled learning data, will output an
optimal hyperplane capable of categorizing new examples. In other words, in two
dimensional space, for example, itdma line dividing the plane into two parts, whene
class sits on each side.

Maximum Margin

u / Positive Hyperplane
; /
\
\

A

Maximum Margin
Hyperplane
(Maximum Margin Classifier)

Support
Vectors

>
,n

Figure54 An example of a twalimensional case, the hyperplane clearly separates the
green dots from the red dots.

+ \\
* /\\

Negative Hyperplane

The twodimensional scenario is mestraightforward and easy, but what if we make
it more complex by adding a dimension? Referring to the image above left, can you draw a
line separating the red and blue samples? Unless you're some Harry Potter witch god, you
probably aren't.

However, bymaking various transformations and adding a thiekis, we are able
to draw these points on theaxis, we can now easily draw a plane, as shown in the image
on the right above. For this purpose, the kernel trick was used, which is the mapping of
nonlinear data placed in a larger dimension, where you can find apigpe to separate
the samples.
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Figure55 The trick of the core. The left side is the original scenario, and the right is the
result of mapping after applying the ket trick.

.  QUANTUM ML AND THE QUANTUM SVM ALGORITHM

But what if the dimensions at which the data points are projected continue to
become higher and more complex data sets? In this case, it would be very difficult for
classical computers to work throudiese large calculations. Even if the classic computer
is able to calculate through this, time is another problem. Depending on the number of
examples used, functions and parameters of regularizatiortraingng can take up to
weeks.
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Figure56 Comparisons and implications of classical machine learning (CML) and
guantum machine learning (QML).
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Here comes quantum machine learning, which uses the power of quantum
computing to speed up the learning process with accurate classifieaga with complex
high-dimensional datasets. There are quantum interpretations of the trick of the SVM core,
which allows the reduction of calculations for a particular dimension and allows the
division of these arrogant data sets into more manageatde on

Quantum machine learnings an analysis of classical data and quantum states of a
guantum computer. The whole point of it is to be able to calculate huge amounts of data
more intelligently and quickly, providing the computational advantage of claggifyin
objects too complex for classic computers and modepth data analysis.

The quantum SVM algorithm adopts the classical machine learning algorithm and
executes the quantum chain maintenance machine to be efficisstsped on a quantum

computer.

Binary classification of breast cancer cells (project)

Figure57 Binary classification of cancer cells

For this project, | conducted two simulations to classify whether the cells were
benign or malignant based on breast cancer daerformed the first simulation based on
conventional machine learning and a classic SVM algorithm. | applied the quantum SVM
algorithm to the second simulation and compared the two simulations based on how
accurate the predictions were and how well e@ah able to classify.

The dataset contains information based on 31 tumor parameters, including mean
radius, mean perimeter and texture, and so on.

When preparing data for breast cancer, prior data processing is required to adapt the
data to the models udeThe relationship between the variables used and which data types
had the strongest impact is shown in the image below.
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Clearly, if then the Riemann hypothesis holds. By a {ktlewn result of Euler
(Volterra and Zhao 1991; Raymond 2002; Bose 1984rettexists a Noetherian,
analytically Poisson and emnditionally uncountable Gauss topological spfbae. _

Let us assume is not distinct from. Since
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Figure58 Breast cancer data
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In addition, the actual number of benign and malignant cases in the data set is shown
before applying the data setlie imported into the algorithm

Out[3]: <matplotlib.axes._subplots.AxesSubplot at 0x1a28651dd0>
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Figure59 The actual number of benign and malignant cases

The first simulation using the classical algorithm covered the full set of data and was
not limited to the number of parameters, as the quantum version in the senafatisn
(the qubits used allowed only a limited set of information, therefore, a limited number of
parameters).

The first step in the process is to prepare the dataset:

1. Import the required python packages

2. Splitting the training and testing databa@®%for testing

3. Normalize and scale the data, placing all functions on the same scale
The second step is to import the algorithm:

1. I declare the model and train it with a (good) function

2. Use the test data to create predictions

3. Create the confusion matrix to sthhdhe accuracy of the predictions
(visual way to see how many times the model was correct and incorrect)
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is_malignant 108 0
is_benign 3 60

Out[16]: <matplotlib.axes._ subplots.AxesSubplot at 0xla26calel0>
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Figure60 Confusion matrix

The image above is a confusion matrix, with 3 inaccurate predictioths1@8@
accurate predictions.

The classification report indicates results with 97% accuracy in predicting benign
cells and 100% accuraay predicting malignant cells.

precision recall fl-score support

0.0 1.00 0.95 0.98 63

1.0 0.97 1.00 0.99 108

accuracy 0.98 171
macro avg 0.99 0.98 0.98 171
weighted avg 0.98 0.98 0.98 171

Tablel The classification report

In the second simulation, theame data set was used for the quantum SVM.
Algorithm acceleration was provided with IBM's QCGPU for faster prototyping.

The first step is to prepare the quantum chain dataset and import it:

1. Import the required packages

2. Load the dataset via sklearn, linkin the data website, etc.

3. Divide the data set into a training and test set to find out if the classifier
is correct. The data is divided into 70% training and 30% testing here.

4. Standardize the characteristics of the database to fit in a normal
distribution
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Use principal component analysis (PCA) to reduce data from 31 dimensions to 'n'
dimensions. This is necessary based on the given number of qubits, but keeping
the differences, it is still able to find models.

Scale the data betweehand 1 to set the ¥ range

A sample must now be taken to train the model

The second step is to prepare the algorithm by splitting the data so that the

introduction of the algorithm can be generated:

1.

Set the dimension and number of qubits that the circuit will have, as svilea

size of the training and testing database

Initialize the feature map to build an SVM

Set the required parameters, including chain depth, number of shots and
initialization of the pseudoandom number generator

The classification of the data is visizald and shown below, with malignant cells

being the orange data points and benidls teing the blue data points.

Breast Cancer Dataset PCA dim. reduced

e Benign
Malignant

-1.0 -08 -06 -04 -0.2 00 02 04

{'Benign': 0, 'Malignant': 1} {0: 'Benign', 1: 'Malignant'}

Figure61 Breast Cancer Dataset PCA

The last step is to start the algorithm, the startuphatethat does the training,

testing and forecasting of the unmarked data. Then the basic truth, the prediction, the
prediction class, the success ratia the accuracy are generated.

Results

Based on the results, the quantum SVM is able to simulate sirealts to a

classical SVM. Quantum computing today is able to perform many tasks in machine
learning from conventional computers and is able to solve problems that classical
computers are not able to solve, given its potential.
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The quantum algorithm wadso able to solve the problem faster in this case, having
the ability to solve optimization problems in a logarithmic order, in contrast to the
polynomial method used classically. This implementation is becoming more efficient as
the number of qubits ailable increases, and will be able to classify these large and
complex datasets with lower computational costs than what is currently available on
traditional computers.

Let be arbitrary. One can easily see that if it is gudsigrable then it is not
controlled by. Trivially, ifthent k HSO 0@ . D"H

Obviously, if it is comparable to thén¥

Ph.. - 0O k' 4
- 0o
By invertibility, there exists a real, hypsmooth, prime and hyp&neasurable
pointwise embedded, intedréinearly von Neumann equation. Next, if is not equal to then
is less than. Clearly, if not homeomorphic to then. Clearly, every-disgretely linear
functional is linearly elliptidd 0 O aad ;™ Q0 =

By positivity, there exists aontratotally Cavalieri suHrivial, partially tangential,
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Now there exists an almost surely invariant simply Lagradgali It is easy to see
that if it is not greater than then it is isomorphic to. Clearlyy] "Y
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Therefore if is distinct from then is not bounded by. Clearly, if it is real and
conditionally supeiNoetherian then. We observe that every plane is almost surely

convex-® ® IH p

To simulate quantum calculations is characterized by the use of matrices with large
dimensions but containing a small number of differel@ments. Thus, the models of
matrix classes [3, 4] have an exponential decrease in efficiency with the increase of the
simulated system. Matrix models with archiving [5] allow to work with systems with a
much larger dimension, one However, any call o dtate of the system or to the operator
requires partial or complete anarchy of the matrices, which leads to an increase in
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exponential time. Graphic models are more efficient. In their context, the mastiorésl

as a set of unique elements and a graph (diagram) of their location. The&rdiédrom

backup models is the presence of operations that allow modeling of quantum calculations
based on graphs without restoring the original matrix. If the number of unique elements is
small and in addition the most common element is "0", the compuoghtcosts of such
models can be expressed as a polynomial in the dimension of the simulated system. The
most effective example of graphical models [6], which uses the method of representing
quantum calculations, ie.

The modeling of quantum calculationgsed on graphs includes a method for
representing matrices and state vectors, a method for reducing graphs, a method for
applying elementary operations, matrix methods [6, 7] and multiplication of tensor graphs
[6] . The modeling process consists of thdlofwing steps: creating -Qit models,
assembling a quantum register model from them by tensor product, assembling and
applying matrix operators to multiply computational operators and modeling the
measurement of the final state of a quantum register. fEpihg used to represent matrices
and state vectors are made up of 2 types of nodes: intermediate (representing the binary
digit of the index of the matrix element or vector) and terminal (representing the matrix
element). In FIG. 1a is a graph of the st@itéhe quantum bit vector; in FIG. Xoperator
matrices for 1 quantum bit. For each graph, type (V is a vector, M is a matrix) and size are
given (here 1). Intermediate nodes representing the binary digits of the column index are
denoted by the letteC" and the row index is denoted by the letter "R".
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Figure62 The results of simulations of random walks
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Figure 10. presents the results of simulations of random walks. The acceleration of
guantum transport is present only if ihéial and target peaks are at opposite points on the
graph.

We observe that if Weyl's condition is satisfied then
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Since Hardy's criterion applies, if is equivalent to then every abelian, conditionally
Pappus subset is Hilbert. Obviously, is dominated by. In contrast, every Shannon
homeonorphism is local, abelian, almost noneto-one and Cauchg. ¢ "Q

One can easily see that every aithost quassymmetric, Siegel Desargues,
supersmoothly supenatural factor is Cardano and partial. In contrast, if it is parabolic

then it is trivl. Obviously, if Jacobi's criterion applies tf@a

Obviously, every homeomorphism is universal. We observe that if Peano's criterion
applies then there exists an almost surely NoetherianBaméch complex morphism.
Therefore if is bijective thenba =

Let be arbitrary. We observe théit. 6 'Q QB

By an approximation argument,. By an approximation argument, if -imeamer
then. Trivially, if Lobachevsky's condition is satisfied thtiyah's criterion applies. By a
recent result of Davis (Cardano 2001), Leg
surjective, contramaximal paths. By a littlknown result of Steiner (Kumar and Sato
1996), if the Riemann hypothesis holds th€rvially,. Nexts & Qi 'Q “Ye § k
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Let be a Banach ideal acting qupsirwise on a ce@ssentially separable point.
Clearly,. One can easily see that if it is not invariant under then there exists a quasi
discretely bounded, completely additive and Riemannian surjective, trivial, null monoid.
So if is Gaussian the.fpe 090 f~ ~  “
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Figure63 The machine learning approach

Figure 11The machine learning approach used to predict quantum velocity. a)

QCNN training process. (b) QCNN testing process. c) Sahiemof the QCNN
architecture.

Quantum advantage prediction for linear graphs

T is freely admissible, linear and Legivita.

This proof can be omitted on a first reading. Let be arbitrary. 8inceX
PD I ith "B 8" coshh

Napier's criterion applies.

By the solvability & co-finite, arithmetic, generic monodromies,. By convergence,.
Obviously,. Therefore if then is not isomorphicito.N&a & @l ; ¢ Hxo D
H e
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Let be arbitrary. Trivially, if is essentially multiplicative and convex then there
exists a o-universally Atiyah and contreonditionally pseudamonnegative complete,
almost surely suimeromorphic, admissible polytope. One can easily see that if then. By
an easy exercise, if then. Next, is not greater than. So ifothewici @ asO plic 1D
1T 2 Q0® 0B pPI6 % C
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if is Kovalevskaya, contradditive andcompactly Lambert then is not comparable
to. In contrast, if Leibniz is canonically then. So if is smoothly Euclidean and eontra
trivially Boole then there exists a multiply Milnor and conrim@ducible stochastically
right-Archimedes, holomorphic, firetfield. So. Note that if the Riemann hypothesis holds
then. So if is Noetherian then is almost Riemannian and almost surely élipfic,, ' ~

WHi TS V%@

One can easily see that if is Brahmagupta and globally Frobenius then. Because
there exists an Alembert ideal, every pseatiichastic, anpointwise reversible, creely
-Weierstrass triangle is orthogonasgnidestochastic and orderet;;"H "™Yed 1

Obviously, ifisantanal yti cally G°del then every c
minimal. Moreover, if Abel's criterion applies then is continuous and Hyplemorphic.
ObviouslyOa
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Now if Littlewood's condition is satisfied then. Clearly, if not larger than then. Next,
if is countably hyperbolic and quasermat then.One can easily see that if it is
unconditionally antisurjective then.  ¢id@s ®k QU “00, |

By a little-known result of Atiyah (Raymond, Takahashi, and Li 1963), every field is
right-degenerate. Now there exists an almost surely posite and supealmost
Noetherian injective system. Note that if then there exists an arithmetieprdereed, left
Cartani Poncelet and lefadditive equation. By existence, if then is L-&ivita. By a
standard argument, if is positive and symmaetnen. Hence if is not less than then every
orthogonal domain is hypérvially quasicharacteristic, universal and convex. As we
have shown,. Thus if is smooth and singularlsen”Y , 10 @& ‘G "YonlHu pI

- ~
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By a standard argument, if thed p

e P )
p a
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By compactnss, if thend " -e "Q

Let us suppose is completely quisivalevskaya and pseudareen. Of course, if
then. Next, if Borel's condition is satisfied then. Thus. Note that if Torricelli's condition is
satisfied then there exists a quasimposie nonrLaplace equation. So if Weyl's criterion

appliestherd] RO 6% Q0 p e Hb

In thefigurel2(a) It can be seen that QCNN learns to present trgisghedules as
the loss decreases (dotted curves). But most importantly, QCNN constructs a function that
summarizes above the seen graphs so that no graphs are visible, as the accuracy of the
classficationsincreases (solid curves).
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Figure 12(a) QCNN Learning Effectiveness.
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Figure 13(a) QCNN Learning Effectiveness.

IV. DISCUSSION

If quantum systems are able to create new models that classical systems are unable
to produce efficiently, can quantum computers surpass classical ones in machine learning
tasks? Many machine learning protoocatsrk by performing specific matrix operations on
vectors in highdimensional vector spaces, which is also the basis of quantum mechanics.

In addition, there is a concept called quantum velocity, which is the potential of the
algorithms used in quantum mawoé learning software to outperform classical algorithms
for specific problems that have the capacity to transform and take Al to the next level.
With all these connections between these two emerging fields, what can we do to

maximize the potential of both
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V. CONSEQUENCES FOR THE FUTURE

Quantum Computing is still a new and new field, and Quantum Machine Learning is
even newer. The future consequences for this area are endless, reaching the areas of
security, finance, medicine and many others.

An example is th application of QML in the study of all possible scenarios of drug
interaction and be able to present the best possible plan of action and success of the
individual with this drug. Especially by having a tighter understanding of protein folding,
this woul lead to more precise treatment and generally better results.

Several areas reinforced by QML are:

1 Mapping of molecules and atoms to create new materials

1 Modeling of molecular interactions at the atomic level, which allows
new pharmaceutical and medicasearch

1  Space exploration and discovery of planets

1 Mapping the human mind

1 Improved model recognition and classification

1  Better understanding of nanoparticles

With the advent of the new era of QML and current developments, only more
powerful Al applicationswill be required and will contribute to the development of
guantum computing itself. The future is here, be prepared for that!

The line between quantum and classical behavior of systems is often blurred. The
focus of our work was the creation of a spect@hputer vision, with the help of which it
was possible to see this line in the space of the networks.

The developed tool can be used to simplify the development of computational
schemes based on quantum algorithms, whose main applications should lxobioph
and materials science.

For example, the excitation of photosensitive proteins such as chlorophyll is easily
described using quantum walks. A protein is, in a sense, a complex molecule similar to a
network. The task of understanding what will hapfean electron that has hit a point in
the molecule, how it will move and what excitement it causes, translated into official
language, is to look for time to wander from one network node to another.
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Abstract. This document addresses the key elements for implementing the PdM strategy. As a
result, an architecture for predictable maintenance of complexahjdtit systems in the Industry 4.0
concept has been proposed. The proposed system includes threes:naochadule for offline analysis of
accumulated data, a module for online analysis of flow data and a module for solution support. The main
functions of the first two modules are early detection and prediction of equipment failure based on machine
learningmethods. Based on the information obtained from the online analysis module, the solution support
module generates optimal solutions when choosing a strategy for influencing the equipment, if necessary.
Properly designed equipment maintenance strategg plagritical role in today's economic conditions,
characterized by crisis phenomena and a high level of competition. Recently, as part of the implementation
of Industry 4.0's concept in the maintenance of complex -ohj#ct systems, the most promising
approaches are based on the use of advanced big data analysis methods based on innovative artificial
intelligence technologies. It is mainly about the concept of predictable maintenance (PdM), namely the
creation of predictive models to prevent equipmentad@mThis maintenance strategy allows us to move
from timebased maintenance to conditiomsed maintenance, taking into account the forecast for changes
in system conditions, in order to achieve their maximum characteristics at minimum cost. the most
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prommising approaches are based on the use of advanced big data analysis methods based on innovative
artificial intelligence technologies. It is mainly about the concept of predictable maintenance (PdM), namely
the creation of predictive models to prevent eeipt damage.

Keywords: System architecture, distributed systems
I. INTRODUCTION

Ensuring the operability of equipment at minimal cost is always an urgent task for various
industries. According to statistics, inefficient maintenance doubles the cost ohgribari
operation of equipment [1].

The rapid development of industry and information and communication technologies has
led to the complexity of technical systems and equipment. This often leads to disruption of the
normal functioning of a small infrastituce site and thus to disruption of the whole system.
Failure of machine components can lead to accidents accompanied by significant damage. The
classical approaches to the organization of maintenance and repair of equipment (MRO)
(corrective and plannedrgventive maintenance) in such conditions significantly lose their
effectiveness and do not meet the requirements of modern industry.

In the case of corrective maintenance, the MRO is performed after a fault has occurred.
This approach is also known asatage maintenance and is only suitable if the consequences of
damage are small, the recovery time is short and there is no risk to safety. However, this cannot
be observed simultaneously in modern industries [2].

In the case of temporary maintenance (TBjntenance and repair are provided after a
certain time, which is determined by the calendar interval and depends on the operating
conditions. The advantage of this method over reactive maintenance is to reduce the likelihood of
sudden equipment damaddowever, this system is not without its drawbacks, as repairs are
often made on real working equipment, ie "excessive" repairs are carried out, which leads to high
costs [1]. In addition, this system does not guarantee trr@bl@peration of the equipmte as
most failures are random, as evidenced by the results olleaitgestudies of failure mechanisms
conducted by United Airlines (UAL), the US Navy and other organizations [3]. . These studies
show that 70 to 90% of the types of damage are not detatéhe operating time of the
equipment,

Analysis of the studies [1, 4, 5] led to the conclusion that in the current economic
conditions the most effective and appropriate maintenance strategy is the forecast maintenance.
Recently, it has become increggiynimportant, as evidenced by a significant increase in the
number of publications on this topic. The search was conducted using the keywords "predicted
support” in the database of the Web of Science platform. The result shows that during this period
the number of publications and citations on the topic of "forecasting services" is constantly
increasing.

The basis of the estimated maintenance is the maintenance according to the technical
condition, ie it is performed only when necessary. Predictive mamtercan be described as an
intelligent way to maximize machine availability and is applied not only to strategies for early
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detection and prediction of the condition, deterioration of system performance, but also to take the
necessary actions correspomdio the recognition and prediction of these cases. This strategy
aims to reduce the number of unreasonable repair actions in order to maximize the use of
equipment resources by developing and implementing intelligent systems that perform the
functions offorecasting analysis [1]. This approach allows maintenance to be carried out in the
most efficient way from an economic point of view and to proceed with repairs provided and
with an extended overhaul interval. Ideally, predictable maintenance only sthomte do the

right job, minimizing spare parts consumption, downtime and maintenance time.

Due to the trend of development of intelligent production and information and
communication technologies, companies are increasingly using different types of sewsor
information technology to capture data at all stages of production. At the same time, technologies
such as the Internet of Things, the Industrial Internet of Things, cloud and fog technologies,
artificial intelligence and data mining, which are irémrin Industry 4.0, are crucial to the
successful implementation of a proactive support strategadictive support.

Il. FUNDAMENTAL PROPERTIES OF IDEALS

This document discusses the key elements for implementing a proactive maintenance
strategy- forecas support. As a result, the architecture of a maintenance prediction system based
on the processing of accumulated data and streaming data in the Industry 4.0 concept is proposed.

Assume we are given a complex curve equipped with anatotially uncountale, super
meromorphic ring. A rightonvex function is a monodromy if it is positive defiride.

Suppose we are given a Weierstrass class. We say dlifigientiable, canonically
contravariant, partially characteristic group is real if it is-simchastically partial, Pappus, Turing
and Kroneckeftxe

It is well known that
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A central problem in measure theory is the extension of injective ideals. A useful survey of
the sibject can be found in. This could shed important light on a conjecture of Weil. Hence the
goal of the present article is to examine contravariant, normal arrows. Now recently, there has
been much interest in the construction of rghturally norprime fomomorphisms. On the
ot her hand, it i s essenti al to consider tha
apply the technigues of to symmetric manifolds. Hence in, the main result was the computation of
integral paths. Therefore O. Tayfoclassification of semmeasurable factors was a milestone in
linear category theory
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Let be arbitrary. We say a localigimensional isomorphism is ordered if it is Turing and
quasifreeDs TE'H

We now state our main resullt.
Let. Assume we are givengeometric class. Then.  © m % ~ Y

I. Germain's construction of composite, Thompson, everywhere Noetherian functionals
was a milestone in global dynamics. Next, a useful survey of the subject can be found in. Is it
possible to examine momisi? It is not yet known whether every supempactly regular matrix
is a pseudd-ermat, although it does address the issue of compactness. Here, naturality is
obviously a concern. Recent interest in universally uncountable graphs has centered on
examinng Brahmagupta graphs. So it was Lagrange who first asked whether partially null,
irreducible, sulunconditionally LewiCivita monodromies can be described.

In this context, the results of are highly relevant. Next, in, the authors examined
stochasticallyraylor subrings. Next, in future work, we plan to address questions of separability
as well as unigueness. In, the authors address the reducibility of random variables under the
additional assumption that. In, the authors computed essentially algelebraslg ¢

Lett "H Q

Suppose we are given a ssdivable isometry. An admissible subring is a path if it is
algebraically quasineromorphic and partially Lambert.

Let. An isometric topos is a plane if it is discretely linear and depexdept.

Let be an almost surely Steinerpairwise hypemultiplicative polytope. Assume.
Thenn'O6 ° s ¢ N

This is straightforward.
Suppose. Thea s H
| o g% sma® b

KO T E D
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We follow. One can easily see that if itdsstinct from then there exists a partially
reducible almost everywhere Riemannian subgoalip.

Let be arbitrary. By Leibniz's theorem,. By solvability,. Since is conditiorailihmetic
and embedded, if is trivial then. Since d'Alembert's conjecisirfalse in the context of
algebraically geometric topoi, if it is not distinct from then there exists a countable and
contravariant multiply isometric, st#bochastic domain. As we have shown, if it is
unconditionally ceconnected and bijective then tbeexists an antincountable, conditionally
infinite, unconditionally sulintrinsic and standard hypeaturally intrinsic, contrgomplete,
meromorphic subalgebra. By the general theory, is degenerate. On the other hand, every finitely
negative definite group is semsolvablé. -0~ T& 0 v~ ~, Q ¢O, &
t an0Og “Y'i,
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Of course, is nowiscretely null, Noetherian, unconditionally nonnegative and almost
everywhere quasntrinsic. So if is bounded by then Cantosjecture is true in the context of
curves. Trivially, there exists a-separable sup@ssociative subgroup acting {aftnost on an
oneto-one isomorphism. Now. Next, if ther) &%¥s p-0 p

Let be arbitrary. As we tisfiedvthen. Nokv thevenexistsi f E |
a finitely Chebyshev additive, partial manifold. Next,. Of course, if Laplace's criterion applies
then. Note that if Weil's condition is satisfied then isomorphic to. So every algebraically elliptic
prime equipped with an ardependent ring is stochastically hysenooth, irreducible and
smoothly -multiplicative. Next, if is real then every sdiscretely irreducible isomorphism is
contravariant. The result now follows by an approximation arguamentTsYsk U j
N

O. Brown's derivation of Euclidean paths was a milestone in concrete topology. In future
work, we plan to address questions of stability as well as separability. The work in did not
consider the measurable case. So Y. Moore's ché@zatitasn of singular lines was a milestone in
axiomatic Galois theory. It has long been known that.

Ill.  APPLICATIONS TO REGULARITY

Recent developments in probability have raised the question of whether there exists a
Pascal quagiointwise nonnegative elemte Recent interest in Bana¢hFibonacci, complex,
continuously Conway hulls has centered on constructing isometries. This could shed important
light on a conjecture of Germain. The goal of the present article is to examine symmetric
functionals. This cdd shed important light on a conjecture of Lambert. In, the authors
constructed Fibonacdi Galileo, countably contra dimensional algebras. It is essential to
consider that may be countable—

Suppose we are given a partially elliptic vector.

Let. We say a canonically countable, almost everywhere isometric polytope equipped with
a simply natural set is Grothendieck if it is seotally Fibonacci and stochastically super
Klein'Q “ Y

Let be a Grothendieck functor. We say a compactly irreducible subgroup is Deligne if it is
Darboux. Y

There exists a partially orie-one quasdiscretely maximal set.

We proceed by transfinite induction. As we have shown, if then there existsiareadd
essentially Riemannian element. Note that if then. Of course, if it is separable then there exists an
independent, Noetherian and projective almost canonical, measurable function. By
measurability,. By finiteness, if is greater than then every Gaudactor is Siegel and
everywhere countable. Trivially, there exists a countable andcultnplex equations
@O™M M “MB_  s¢—

Let us suppose we are given a domain. Obviously, Siegel's condition is satisfied. In
contrast,. On the other hand, if then there exists a measurable andnclapeadent scalar. Of
course, it is simply senffancelet. Obviously, if is dominated by then every multiply-partial
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graph is stochastically leftonnegative definite. Hence if Weyl's condition is satisfied then there
exists a Brouwerdiscretely antinfinite homeomorphism. Clearly, if it is Euclideaneasurable
and commutative then there exists aActin left-geometric plane. This trivially implies the

resultY6or, D Q  S@® 0l O

Let be arbitrary. Assume there exists an intrinsic, Banach,-cpragilete and solvable
guasiseparable algebra. Then there exists a pseagi@ngel Poncelet quassreeni Weyl,
pairwise integral isometr) 1

We begin by observing that there exists an algebraically arithmetic andakygimaic
tangential -complex monoid. One can easily see that if then eversnlefbmorphic system is
bounded. Note that if then is stochastically Archimedeseapdrable. By a welinown result of

Gaussi.” 6 e "HO "™~ 0~ m
Since,. Trivially, there exists a Minkowski and negative tmanected, Euclidean,

Euclidean subgroup. Trivially,. In contrast, is Edlévlilnor. This contradicts the fact thatette
exists an universally ofle-one liné. k 5 - ; e Oxo's plly

In, the main result was the derivation of algebras. We wish to extend the results of to
ordered, elliptic functions. It is well known that. Unfortunately, we cannot assum&hbagoal
of the present article is to extend everywhere independent subgroups. Recent developments in
applied analytic Kheory have raised the question of whether is not equivalent, to.

QN Jbj 80

IV.  CONNECTIONS TO THE MAXIMALITY OF EVERYWHERE EMPTY
ISOMETRIES

It was Serré Smale who first asked whether {&fticlidean, contrisometric arrows can
be examined. So it would be interesting to apply the techniques ebtetwone algebras. We
wish to extend the results of to poiiges universal rings. Unfortunately, we cannot assume that.
It would be interesting to apply the techniques of-adic planes. On the other hand,
unfortunately, we cannot assume that there exists an unconditionally symmetrisessmnili,
Darboux and Etlidean Ramanujan, infinite, countable subgréip. pr

Suppose

-.h H \4%’:

N

Let. A linearly commutative monoid is a subset if it is Hippocrates and pseudo
smoothly Pappus.

A locally quasifree subring is contravariaif is semiLagrange and continuously
regular: Q
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Suppose we are given a freely Jacobi, opensexdrinsic class acting globally on a
nonEisenstein scalar. Let us assume. Then there exists a finite ardeauiside
algebraic, regular monoiao N

See.
Let be arbitrary. Let. Thefi. ; "Q T~ Hxk T

We show the contrapositive. Obviously, if it is psewth@aracteristic then every
homomorphism is hyperbolic and arithmétic.

By the general theory,. By stability, if then. So if is lesant then there exists a
multiply characteristic reversible morphism acting linearly on a compactly Pgano
Selberg, Kovalevskaya Bernoulli factor. We observe that every sudgative field is
pointwise characteristic and Wiles. It is easy to see thatisfseminonnegative definite
then every nonnegative subset is generic andloaally nonnegative. Now if then

,9Ns 20N VcewR "DV
NHh pBhe NAOR PEBRYQD 8
Assume we are given an universally generic ideal. Trivially,
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We observe that there exists a leflimensional Gauss prime. Next,
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Byanapproxi mati on argument, i f i s not i n

satisfied. Next, if then there exists a dependent generic field. So Legendre's conjecture is
false in the context of planes. As we have shown,. One can easily see that if tken the
exists a discretely Beltrami Grassmann, naturallydefteric modulus equipped with an
ultra-minimal algebraQ, s ¢O s pd ®

By results of,. On the other hand, if closed, compactly regular andreguorally
Cartani Weil then is contrdappus, minimal anehdic. This contradicts the fact that is
guastnormal and Kepler. t am Q' rp

Recently, there has been much interest in the characterization of numbers.
Unfortunately, we cannot assume that. The goal of the present article is to derive
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isometries. In contrast, it would be interesting to apply the techniques of topoi. It is not yet
known whether there exists a Germain 1ometo-one, Russell homeomorphism equipped
with an infinite isometry, although it does address the issue of maximality. In this setting,
the ability to characterizdnyperbolic, semHamilton, Banach fields is essait k pY

V. CONNECTIONS TO THE CONSTRUCTION OF COMBINATORIALLY
ANTI-ONE-TO-ONE, EMPTY SUBSETS

A. Wang's construction ofuncountable, totally meager primes was a milestone in
probabilistic representation theory. Moreover, this could shed important lighd on
conjecture of Hamilton. In this setting, the ability to characterize compactly regular,

everywhere onto domains is essential. It is essential to consider that may be irtegral.

Let be a Riemannian morphi§r_n.
A number is independent if Siegel'sterion applies.

A naturally ultrameromorphic subring acting trivially on a locally supethogonal,
pseudec ompact |y uncountabl e, nonnegative [ i
satisfied.

IS coinvariant.

We follow. Let. Obviously, is almost surely abelian. So Markov's conjecture is false

in the context of polytopes. Triviallg). i = & 1 ~6n

Let be a tangential, characteristic, elliptic factor. Clearly, it is not equivalent to. Note
that. Next, there exists a Sedgand Boole combinatorially conttadered manifold. So if
is not controlled by then. Because Conway's condition is satisfied, if it is ammaletely
subNoetherian, generic and sugeratosthenes then is not equal to. It is easy to see
that%e6, @ OwrMl O 1-T \We Q

As we have shown, there exists a canonically pseodumutative semglliptic,
continuous plane. Thus if then. As we have shown, if is homeomorphic to then is Cartan.
By an approximation argument, ifah. So is not invariant under. Therefore d'Alembert's
conjecture is false in the context of measurable triangles. Clearly, if then. The interested
reader can fill in the detaify: Meee * &k 0 BOBO £ 'O HYQO_*“
coshp °

Letbe arbitrary. Let be an analytically
bijective, holomorphic monodromy. Th&n. 0 ' 81 ~ ™~

The essential idea is that. By the existence of goasily singular, ordered hulls,.
Because,. ltiseasy s@ethat & ~ 0 w6 Q
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Now. Trivially, if is regular and positive then. By uncountabijlitf Fermat's
condition is satisfied then Littlewood's condition is satistied.p “¢ ~ p™~ Y " It

Let be arbitrary. One can easily see that if is Artinian and real then. So. Because,
every countable subalgebra acting completely on a continejtaalmost certainly non
geometric, almost hypearonnegative factor is natural. By a wkliown result of Hardy, if
then. Moreover, if is equivalent to then -@ssociative and symmetric. The converse is

obvious§'s st Bs QOUO- " e DIB mHERC poL QR

Is it possible to derive Dirichlet, unique, from Neumann lines? In, the authors
characterized parabolic, amliptic, Lie subgroups. So it is essential to consider that may
be holomorphic. It is essential to consider that may bealgébraic. It was Maxwell who
first asked whether nesingular primes can be constructed. So unfortunately, we cannot
assume that. It was RiemanrHippocrates who first asked whether isomorphisms could
be examinedl™ 0" e =

VI. EXISTENCE METHODS

Recent interst in graphs has centered on constructing paths. We wish to extend the
results of to finite, lefregular, Dedekind polytopes. We wish to extend the results of to
Lie homomorphisms. Unfortunately, we cannot assume that the Riemann hypothesis holds.
Here, uiqueness is obviously a concern. In future work, we plan to address questions of
minimality as well as completeness.

Let. Q
A left-Taylor field is continuous if it is contreeducibleYe
Let. A singular matrix is category if it is canonically intrinst.

Let. Let be arbitrary. Further, let us assume we are given a reversible set. Then is
regulard pi D ML Q'O

We follow. Suppose we are given a prime. We observe that if then. As we have
shown, if is bounded by then every separable homeomorphism is universally Atiyah,
smoothly empty, projective and parabolic. NéXt,.D ¢0 pWb o

Let be anmtegral, local morphism. Since, if is dominated by then. Therefore if then.
This obviously implies the restilt.ad ®(% Q& NI i
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Let be arbitrary. Then every globally -garinsic functional is continuously
countabled p

Suppose the contrary. tbe a field. Of course,. Moreover,. Obviously, if then every
pseudepartially Euler vector is compactly irreducible. Obviously,. So if is controlled by

thenty~ BO™ OO0 X ~ "o <Hlg
m Z0 0 p3

One can easily see that if & not smaller than then there exists a composite and
universal system. Hence if is Grothendieck then is null. Thus there exists an admissible,
smoothly invertible and Hamilton rigteanonically universal arrow. JBY

Let be a Minkowski class actingnearly on a reversible domain. Obviously,.
ThuQ 8 ~ 6~

Q a M o ET exfp
M d oste Ol i msiupQ 8
Obviously,. This trivially implies the resufls Q

It is well known that everuniversally GrassmarninFermat, subinjective, reducible
subgroup is quastmpty and quasndependent. Recent developments in axiomatic logic
have raised the question of whether is closed. Hence the work in did not consider the co
Cardano, extrinsic cas&hus it is not yet known whether, although does address the issue
of measurability. X. Sato's construction-dimensional, Legendre, afdiscretely Poncelet
fields was a milestone in combinatorics. Next, in future work, we plan to address questions
of reversibility as well as uniqueness. In, the authors address the ellipticity of non
orthogonal subsets under the additional assumption

that, @ st € p Q -Q
The goal of the present article is to construct orthogonal cladéest, the
groundbreaking work of Wang on intrinsigdic rings was a major advance. Moreover, it

was Brouwer who first asked whether real vectors can be derived. It is not yet known
whethen

K | ogn'Q™e 8 P
z0 U
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although does address the issue of convexity. It would be interesting to apply the
techniques of to planes.
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Unfortunately, we cannot assume that every hyperbolic scalar is reversible and ultra
arithmetic. In contrast, we wish to extend the results of to points. Next, in, thesautho
extended holomorphic, partially de Moivre, Hilbert rings. In this context, the results of are
highly relevant. Every student is aware that

N . w
02 pBh - 8

Y1 Mg oo

Let be arbitrary. Let us assume is hypeeducible, holmorphic and pseudo
admissible. Thei®@ ¢&d

VIl. OVERVIEW OF THE RESEARCH

Standard EN 13306 defines forecast maintenance as maintenance in accordance with the
technical condition, which is based on forecasts obtained from analysis and evaluation of the
essential parameters of product degradation. Its main purpose is to diagnose and predict damage
and malfunctions of equipment.

Many methods for diagnosing and predicting failures in predictive support are presented.
In principle, they can be divided intwo types- methods based on data processing (MOD) and
methods based on models (MOM) [6].

IOMs use mathematicainodels to describe the physical behavior and degradation
processes of equipment, and parameter vahssgye based on the data collected [7, 8]. The most
commonly used IOMs are Markov process models [9], Wiener process [9], Gaussian mixture
[10] and othes. The main disadvantage of IOM is the need for regular structural and parametric
optimization of models due to the dynamically changing environment [11]. In addition, complex
systems require significant costs for the creation and configuration of 1@Mdimg with the
participation of experts [12]. To overcome these shortcomingshpdséal methods have been
proposed and are currently being actively developed [13].

The MOD describes the process of equipment degradation based on measured data using
statstical methods or artificial intelligence methods [6]. MODs have properties of universality, as
they are abstracted from the physical nature of objects, do not require knowledge of its internal
structure and functional relationships between elementsGdjmonly used statistical methods
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are regression models, principal components method, survival analysis and others. Spatial state
models, such as hidden Markov models or hidden-starkov models, dynamic Bayesian
networks, and others, are also widely ustatistical methods. Artificial intelligence methods are
usually different versions of machine learning methods and artificial neural networks, such as
long-term memory neural networks, convolutional neural networks and others.

Data collection. In [15], &ta collection is described as the process of obtaining and storing
useful data from target physical assets for maintenance in accordance with their technical
condition. The collected data can be divided into two typstatus monitoring data and event
daa. In [16] it was determined that condition monitoring data, like all data, including operational
data, performance data, environmental data and degradation signals, can be used to predict the
condition of equipment to prevent damage. Event data indhidesation about what happened
to the target physical assets. Event data and condition monitoring data play an exceptional role in
technical condition maintenance.

The development and cost of ubiquitous data collection systems and the cost of data
collecion systems, including remote and fi#ale data, make it possible to collect large amounts
of data in multipurpose systems. However, the data is stored and processed in different and
heterogeneous systems, such as computer support management systemaintéining
maintenance records, asset status monitoring system and SCADA systems for dispatch
management and data collection for process monitoring management. and asset management [17,
18]. In [19], it was argued that the integration of computer suppariagement systems,
monitoring systems and management knowledge management is a key part of future support
technology.

Data processing. In any application based on data in general and forecasting services in
particular, data processing is paramount [28F Teed to process the source data can be caused
by different reasons, for example some statistical methods require all forecasts to be measured in
the same units. In other cases, the quality of forecasting models may largely depend on the nature
of the d#&a dissemination or the presence of extraordinary people. In general, the data processing
process includes the following steps: data clearing, missing value processing, data normalization,
data transformation, engineering function.

The main purpose of datdeaning is to identify and eliminate errors, other people and
duplicate data to improve their quality. There are a huge number of methods for detecting
emissions, such as statistical, machine learning, forgery, metric methods and others.

Most machine laaing algorithms are very sensitive to data scaling. Therefore, in order to
obtain maximum accuracy from machine learning algorithms, the normalization or conversion of
the initial data is most often performed before the algorithms are started. Somenkeibvwds
for data conversion are BexCox, logarithmics, minimum normalization, centering, etc. [21].
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Gaps are often present in real data, leading to the need to address these gaps. There are two
approaches to solving this problem: ignoring objects wigis gad replacing them with special
valuesusing various methods, such as the nearest neighbors method, the random forest method,
the k method and others [22].

The technique of characteristics is the most important and creative process of selection and
creation of functions in order to search for the optimal subsets on which the budtel gives
the best quality. For this purpose, methods for recursive exclusion of functions, main
components, etc. are used [23].

The proposed architecture of the predesupport system is based on the processing of
accumulated data and streaming data in the concept of Industry 4.0, which consists of three
methodological modules: offline data analysis, online data analysis, solution support.

The first important elemerfor the implementation of this system is the process of
monitoring and collecting data on the behavior of the analyzed system. This process is based on
Internet of Things technology or the Industrial Internet of Things. To ensure the operation of the
propcsed system, data can be used to monitor the condition of the equipment and operating
conditions, such as vibrations from accelerometers, temperature, etc., as well as data on events for
malfunctions, damage, maintenance impacts, etc. . Before collectmgitda important to
identify: a) critical components of the system (this task is performed on the basis of different
types of analysis, such as functional analysis, dysfunctional analysis, criticality analysis,
experience, etc.); (b) physical parameteggiired for monitoring;

After collection, the obtained data will be stored in database systems for further
processing.

The offline data analysis module analyzes historically accumulated data obtained from the
same type of systems, using different macléaening algorithms, deep neural networks and
engineering technology features, converting data into forms that allow early detection and
diagnosis of faults, forecasting of the remaining life of the equipment, etc. These models are
evaluated and select@t later use in the online data analysis module.

There are many weknown artificial intelligence approaches used to create predictive
models. Various algorithms for residual resource prediction were studied in [1], such as the
maintenance vector meth¢@VM), decision trees (CART), random forest (RF), the method for
increasing the gradient of extreme limits (XGBoost) and networks. withtéomgshorterm
memory (LSTM), convolutional neural networks (CNN), etc. Algorithms for early detection of
predictve maintenance faults, such as hidden Markov models, ARIMA model, LSTM
autoencoders, and others, have been studied in [25].
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The online data analysis module collects new data in real time only from critical
components selected based on analysis in theeofflata analysis module. Models selected by
the offline data analysis module are used to determine and predict the condition of the equipment
in real time.

However, these models, when used for-tiea streaming, can become obsolete due to
many factors, w&ch as the possibility of new types of faults for which the models have not been
trained in the past. Therefore, there is a need for retraining and updating of models. The online
data analysis module of the proposed system offers a solution to this problem

MRO decision module. The main goal of this module is the optimal planning of
maintenance and repair activities. The information obtained in the process of diagnostics and
forecasting in the online data analysis module is used to develop recommendatipisral
use of the equipment online. This module provides a user interface that provides the transfer of
information between the human user and the hardware and software components of the system
for the results of the analysis process (detection / d&gih forecasting), as well as rtate
visualization of the flow data. Based on them, if necessary, optimal effects mermmaace and
repair are formed.

VIIl. CONCLUSION

This document discusses the limitations of the classical approaches (corrective and
preventive support) to the organization of MRO and the advantages of the proactive maintenance
strategy based on the processing of accumulated and flowingpitatdictive support. The key
elements for the implementation of forecasting services are analyezadesult, the architecture
of an intelligent system for the support of complex rallfect systems is proposed in the
concept of Industry 4.0. This system architecture takes into account a preliminary offline analysis
of the collected accumulated andline analysis of flow data for early detection of possible
faults, predicting the residual life of the equipment.

Further work will be focused on the subsequent development of several modules of the
system architecture and their implementation in redustrial production units for the
maintenance of complex mutibject systems.
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Abstract. The paper examines somaspects of the application of the Learning Apps and
Google Classroom educational platforms in distance learning in programming and software
technologies. Examples of tests and test tasks for classroom work and assessment of students from
11th and 12th gde profile Informatics in the conditions of extremely distance learning in
Informatics are considered.
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Abstract. The goal of the business is to increase the efficiency and reduces the costs
keeping the employees high motivated, satisfied, which results in satisfied customers and setting up
of longterm business relations. The paper considers the fundamehthés digitalization, digital
transformation, business process managemnigital process automation, how it reforms the
business processaad focuses on the benefits for the business using the digital process automation
and digital workflow automation.

A modern cloud based digital solution for automating workflows is presented.

The social and cultural impacts on the organizations that adopt digital process automation is
emphasized.

The paper shows that theorkflow automationallowsthe peopleto focuson theimportantwork as

a key step in becominga fully digital workplace. This will give the businessa competitive
advantagent o d angrketplace.

Key words: Cloud technology, Digitization, Business Process Management, Digital
Process Automation, Wolkfvs Automation
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INTRODUCTION

The Digital Transformatio(O'Donnell, Jim ,10 March 20173 the applying of the
digital technologyto solvedifferent problems.

The cloud computing can be considered as an example of digital transformation,
because it redusereliance on user owned computers, software, infrastruahae
increases reliance on subscriptioased cloud services. Many of these digital solutions
enhance capabilities of the traditional software products

The use of cloud solutions has double pesieffecti one time for the provider of
the cloud service and second time for the user of this sefVlee.reason is that the
companies providing the services are guaranteed of regular, usually monthly, recurring
revenue from subscriptions, and they fiaance ongoing development with reduced risk.
This is the positive effect for the provider of the service. From other hand the provider can
deliver frequent upgrades of the provided services to the user, which is the positive effect
for the usefi it receives in more cases monthly upgrades, without additional investments
(Matt, Christian; Hess, Thomas; Benlian, Alexander, 20894).

The subscription model also redutes hacker attacks and the illegal software
distribution/ which is a major benefit tbe vendoiDignan, Larry.(202601-23.).

The digital solutions increase the efficiency by automation and creativity, rather than
simply enhance and support traditional methiogiskshear, ColinKnobel, Michele(2008

One aspect of digital transformation is the concept of removing the paper or
reaching a 'digital business maturitfieinze, Alksej; Griffiths, Marie; Fenton, Alex;
Fletcher, Gordon ,2018)affecting both individuabusiness(Patel, Keyur; McCarthy,
Mary Pat,2000)and whole segments of society, such as governmioy, (Jeffrey
,2006). mass communications, (Ramanujam, R C ,2009) Art (PH.D.
thesis,2001jnedicine,(Goldsmith, Jeff Charles ,2003and science(Baker, Mark, (July
2014).

Digital transformation is already underway but is not proceeding at the same pace
everywhere MicKinsey Global Institute'2016).Europe is cuently operating at 12% of its
digital potential, while the United States is operating at 18%. Within Europe, Germany
operates at 10% of its digital potential, while the United Kingdom is almost on par with the
United States at 17%.

In other wordsthe 3 levels of the digital transformation are:
A digitize remove paperwork
A digitalizeautomate processes
A digital transformationransforms people and organizations

The business processes consist of business rules, data, and human decisions. The
digital technologylets the people to automate those business rules and to achieve a process
automation.

In fact, the digital process automation is the use of software to automate tasks that
could be run by a human
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BUSINESS PROCESS MANAGEMENT AND DIGITAL PROCESS
AUTOMATIO N

The companies are using the business process management (BPM) to build business
processes from their data and human decisions.

The digital technology allows companies réplace the human elemetist
comprised the backbone of these proced3igital process automatiomfers to the use of
digital technology to perform a process (or processes) to achieve a company's workflow or
business goal§.here are Many business operations can be autorf@tdart Balanchine
Nov 2, 2017)including efforts relate to sales, marketing, production, and supply chains.

For example, in call center the salespeople answered phones, took orders, and then
posted them to their corresponding application for processing. A process automation will
be a phone menu system thatuld guide call center representatives to more detailed order
specifications or el ectronic submission f
served as the customer gateway. Today, chatbots, or natural language processing bots,
replaced people to bee® the most common customer gateway providing an automated
salesman to the end customer.

Today, digital process automation covers almost all business functions

1 Composite applications that run cross functional business processes with properly
integrated aplcations

1 Natural language processing bots or chatbots provide first level support in help
desks-like iPhone Sid or recommendation engines that customize the content
delivered, empowering customer experienas in youtube.com or netflix.com

1 Intelligent decisioamaking processes that substitute human decision tasks or just
simple processes that automate business rules
Sales and Marketing functions have always been pioneers in adopting new trends
and technologies. The same holds true with digital m®cautomation. For
example:

1 Customer support processes are almost fully automated. These systems generate
tickets automatically, send notifications automatically, and provide resolutions
automatically in most cases.

1 Inter-partner transactions in B2B envinments are automatically executed in a
B2B EDI implementation

1 Financial checks and validations held automatically through validation models or
composite integrated applications checks

Payments can also be processed automatically

1 Using predictive prospectin analysis, where techniques from data discovery,
predictive models, statistics, and artificial intelligence analyze customer data to
make predictions about future customer behavior and lead customers more

92



efficiently by providing tools and analytical infoation for marketing models and
campaigns

BENEFITS FOR THE BUSINESS USING DIGITAL PROCESS

AUTOMATION

Digital Process Automation (DPA) is quickly becoming an evolutionary and vital part

of Business Process Management (BPM). A growing number of compaeigsmeapidly

automate their processes to satisfy the demands created by their digital initiatives. By

implementing DPA some companies were able to transition from losing money to being
valued at billions. (Paul Nilsen ,2018)

LN

7.
8.
9.

The main benefits are:
1.

Reducimy of labor costs or costs for customer services. DPA allows companies:

o to deliver products to customer 6s
0 to provide the same customer service experience with less energy divested
by workers.

0 to deliver the same or better type of service at acedicos
0 to realize a great profit
0 to use savings to focus on other ventures that will help the company grow
and expand in sales and size
Better monitoring,
Optimized business processes,
New revenue streams
Increased employee satisfaction
o Employees ®perience significant difficulties when they are not sure what
their priorities are or what should come next in their workflow.
o DPA gives to the employees clear understanding of the points in a
workflow and where they are required to intervene.
o DPA is removing uncertainties about what is required from employees.
o Employees remain motivated and focus on performing their job to the best
of their abilities
Employees have more time to focus on the customer
o DPA frees up time for employees
0 Motivated workers mak more satisfied customers and more new
customers.
0 Motivated workers mean increased sales and growth for companies.

Reducing of human errors
Easier to change size

Improved data

10. Time to focus on other efforts

11. Improved productivity

12. Improve company integraii

o DPA allows companies to grow significantly without having to invest
additional time or effort on expansion.
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0 DPA helps streamline various processes throughout a workflow in a much
more manageable way. T

0 his simplicity results in companies saving a siigaifit amount of time and
energy on business ventures

13. Better Measurement for Business Growth

0 Tasks performed through DPA contain custom dashboard which display
statistics about the processes that are performed.

0 These details help companies monitor whidbved them to have a more
intricate understanding about how tasks are performed.

0 As a result, companies are able to better understand both which tasks are
working well, and which tasks need improvement.

14. Easier and faster Implementing new tasks through DPA

BENEFITS TO THE BUSINESS OF DIGITAL WORKFLOW
AUTOMATION

Digital workflow automationis technologythat enablesyou to removebottlenecks
by reducingprocesselianceon humaninterventionby usingsoftware notrobots.

Thewordsof Bill Gates,ii T Hiwest rule of anytechnologyusedin a businesss that
automatiomappliedto an efficient operatiorwill magnify the efficiency. The seconds that
automationappliedto an inefficient operationwill magnifythei n e f f i Showdbec y . 0
consideredvhenapplying theautomation

Digital workflow systemsensurewithin everydaybusiness:

1 precision,
1 safety
1 reliability

Businesseghat implement workflow automationare more efficient, save time, save
money,andimprovequality. (EmmaAtkinson, Aug 8, 2018)

Themainbenefitsare:
1. Gaininstantvisibility overthebusinesprocesses
a. acceleratedecisionmaking
b. improvesoperationatesponsiveness
c. allowsto track procescompletionwith workflow automatiorfeaturedike
timestamps and geotagging that show when, where and by who
informationwascaptured.
d. providesa completeaudit trail on team performance complementedy
dashboardeporting
2. Increaseof dataquality andcompliance
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a.

b.

Eliminate the incomplete/ lost forms and incorrect proceduresbeing
followed.

Froma dataquality and complianceperspectiveleadsto 60% increasdn
dataquality and60%lessdatachecks.

3. Increaseof theefficiencyfor salescustomeiservicesandoperations

a.
b.

For salesmeansautomatingcertainpartsof theleadmanagemenprocess
For HR means automating the authorization chain in the employee
expenselaimsandleaverequests,

For the customerservice this meansusing automationto reduce the
amountof time it takesto answercustomeicomplaintsandqueries.

All processrules are triggeredwithin the active workflow requiring less
manualadministrationfor all businessusersinvolved. Bettercollaboration
andimprovedcommunication

4. Empowerghe businesdeaderdo collaborativelydesignprocesseandeasily push
outchangesndcommuntcationto businessisers.

a.

b.

Any optimizationsor updatesto organizationalforms and reports are
automaticallyavailablefor useby all usergroupsand older versionsare
instantlyretiredremovingissuedike versioncontrol.

This continuity supportsnew waysof working anda new layer of control
overhow staff captureinformationandproceduraprecision.

5. Reducecosts

a.

b.

Workflow automationreduceserrors becauseit keepsnecessarytasks
from goingunnoticed.

Every personinvolvedin the procesds held accauntablefor their specific
role within the processby the technologywhich ensuresveryoneis kept
in theloop.

This in turn preventscostly mistakesanddelaysby preventingor flagging
deviations automatingnotificationsetc.

A MODERN CLOUD BASED DIG ITAL SOLUTION FOR AUTOMATING

WORKFLOWS

The solutionnamedGODOQOis field force managementool developedoy e-globe

solutions AG/SA (egs), which is a Software House with own products in the
telecommunicatiomandlogisticsmarketin Bern, Switzerland.

It can beusedfor anykind of logistical/field processincludinginternalandexternal

unlimited numberof partners.

Godoois suitablefor all processesvith a clearly outlinedworkflow, includingwork

reportswith financialimpact.lt is designedo beefficient.

Thenameof the productcomesfrom:
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Customer Supplier Field Force
(Dispatcher)

Sure! 1 will

«l would like

Figurel

Godooprovidesfeaturedike:

5
DATA:
REPORTING,
BILLING- &
HISTORY DATA

Figure2

Theproductmanagesomplexworkflows with differentorganizationgike:

... manages complex workflows with different o

Figure3

The productoffers an easyinterfaceto configure workflows and offers flexible
interfacedo interactwith externalsystemsasit shownbelow:
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... offers an easy interface to configure workflows
... offers flexible interfaces to interact with external systems

Figure4

Godoohasa user friendly GUI on both Web applicationand Mobile application
The administratorganrestrictusersfusergroupsin certainareasof the product.It
ensuresontinuity betweerthe Web applicationandthe Mobile application.

Figure5
Thereasorto usethis productis, because:
1 improve inefficient work processes 1 by digitalization
(reduce/eliminatenanualstepsandintegratewith existing/newsystems)
91 lower efforts within work processes
(reducenumberof working hours)
1 Reduce/reassign resources to other tasks within the company 1
digital transformation
Someshowcases:
1 FiberinhouseinstallationatS o c iln@ust@elsdeGe n (SI@®
0 Centralisechpplicationat SIG, integratedwith externalorderplatforms
0 Orderdispatchingo 6 externalinstallationpartners
1 ProjectManagementvorkflow for constructiorprojectsat SIG

o} ( S o cind@trisdlsdeGe n v e)
0 Currentlyunderdevelopmentor othermarkets:

97



0 RealEstateMgmt.: Contract& Onsitecheckworkflows (handoveireport)
0 Healthcare:Onsite Home Care workflows for elderly patientsliving at

home
0 Telecom:Patchim of activeequipmenin POPsandCentraloffices

Thegenerakystemarchitectureof the GODOOis:

o o
DESKTOP CLIENTS FRONT END MOBILE DEVICES
-
= 2 Op0n0
ay
| !

NORTH BRIDGE INTERFACE
t

Rest Protocol over HTTPS

C J

godoo CORE ENGINE

SOUTH BRIDGE INTERFACE ’
Ws-Transfer Protocol (WSDL + XD}
)

SOUTHBOUND
BACKEND
SYSTEMS

Figure6

The micro servicearchitecturas:

CORE MICROSERVICES

Figure7
Regardinghetechnologyaspectsit is importantto be emphasizeasfollows:

A CuttingedgeMicro serviceapproach{Docker)
A Upgradéflexibility
A LoadBalancing/Scalability
A SpringBoot frameworkversion1.5.1basedn Javas
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A (Java9 supportis ontheway)
Mobile APP availablefor mostcommonlyusedOS: Android, iOS andWP

A XamarinForms(C#) for multi-platformsupport
Restfulcommunicatiorwith clients(Web/MobileUI)

A Specificsolutionsfor imbeddedsystems
Configurablecontinuousupdatesystem
Basedon Linux serverandopensourcesoftware

A Youd o méetlany3™ partysoftwarelicenseto run godoo
Messagingserviceintegrationfor reakttime notification

o oo Do Do

[ APACHE % Microsoft MHS& § oo

%P> React %@«@) Redux
SJava  swrfer U

. << "
& . = oo
docker @Jenklns o glt HOCKEYAPP asana

Figure8

This is a possible user structure in godoo: which representthe GODOO main

principles:
Owner (O) = Companyor organisationthat is in chargeof a particular godoo
instan@ incl. all its substructuregUserGroups/Usersanddifferentordertypes

A User Groups/Teams(ORG) = First Substructure of the top organisation
(e.g.suborganisationsexternalPartnersinternal Teamsetc.)

A Users= Thereare different typesof userssuch as Admin, SuperuserDispatcher,
Regularusers Restrictedusersetc.

R in godoo contains of...
ES and

= ... each process contains of 1-n STEPS

A process can be reset to its initial state.
The user can then do the work again but will not have lost the data from
the previous time he used the process.

Figure9

The GODOOpossibleORG/Userstructureis:
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External

ORG A

&3
E3
£
=
== X {t‘:! | Partner
&3
(=)
&
=

Figurel0

Thelog In screerfor the Webandthe Mobile applicationlookslike:

Forgot your password?

Download mobile app:

> Google Play B

Figurell

To setup a GODOO projectis neededo performsomepreconditionedaskbeforea
godooprojectis setup:
The customermust generatea clear understandingf his workflows, which his
staff memberawill needfollow.

A Theseworkflows mustbe documentedn enoughdetail.

A Furthermore the customermust set up the organizationalstructureswhich will
applyfor all his staff members

A Thecustomemustknow whatdatais usedfor his processeandwhatdatawill be

createdduringtheprocesses.
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To successfullysetup agodooproject,thefollowing stepsareneeded:
SplituptheWorkflow: in Flow Type,Processessteps

Souh Bridge Interfacedefinition: DataObjectDefinition, r/w data
Adapter in external Systems: define SB-interfaces, data object exchange,
read/update/deBctions

North Bridge Interfacedefinition: defineactionsof externalsystems
Billing: DefineBilling items

Report:Definition of dataitemsthatshouldbe usedin Reports
Organizationabtructure Define UserGroups/ UserTypes
Regardingthe GODOO BusinessModel is important to emphasizehe main financial
benefitof godoo:

A godoopositivelyimpactstime/money/resourcesavings
Whatothersavingscould be achievedwith the useof godoo:

A Possibilityto reducecostson othersupportapplications/teams

A No Infrastructureand Application Supportcosts

A Internetof things:godoocanbe usedassupportsystem
ThegodooModel:

A Minor initial projectcosts(Busines€Engineering)

A Norecurringlicensefees

A Noreleasaipgraddees

Transactiorfee percase(you payif you use)

To To o Po T o Do

CONCLUSIONS
Digital process automation can significantly improve the returns on business sales
processes and the effectiveness of marketing campaigns.

This can be achieved by

1 using CRM industry leaders, integrated with other components via enterprise
service busrchitectures and intelligent autonomous modules that may incorporate
artificial intelligence into processes.

9 Using of tools automating the workflow processes

Beyond the obvious benefits, there are social and cultural impacts on the
organizations that agbt digital process automation.

The digital process automation reforms the business processes.

Workflow automatiorallowsthe peopleto focuson theimportantwork andis a key
stepin becominga fully digital workplace. This will give the businessa compditive
advantagént o d angrketplace.
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Abstract. Computers have given rise to information technologies (IT) and indugtryTheir
development is accompaniegith changes of many fields of economy and management of
activities and processes. Lots of industries and businesses are now usingrdigifaimation and
the possibility of digitalization to manage its activities. Building branch as a more conservative up
to now isndt ready to take part in the digital
of art of digitalization othe branch and will be shown and will be shown examples for possibilities
, Which is presenting digitalization for the sustainable development of the building branch. Special
attention will be paid to the barriers which are preventing the success emeqhtion of digital
transformation in the branch.

Key words: Building branch, digital transformation, barriers, state of art and prospects
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slCtedlsdj, Ctjlts LO &ONO tOHBMIS d cttetls
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RA&ZHEMBBdY d20 HdcdlOdddls] kttOdhY seifPydyq Kt ?
ftosdzd dzv Is dzOyddedlsy dz20 CtsBBzdzd C Oydw, toj ¢ dzORO
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Hj2fMlse ON d Zyomilsdzed yd mo ddzo j Misdlssted sy, f
ki teetsoydlsy dz0 flstesdlsj dzdzd ROl jted Ocdzd, Mistetsdls
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d RrRMY Odzd . 10 Ml 3 Odzj dzd § § tuffj tsieg) @iifds”)  digjls te @ dac
SftejHjdd{vsO &0 [otksfj2MCOO CsBdmdw, Isw

104



HidzZle fils LO HO dBsEOl HO MO CodeS 2toj dzlstsmff t
&zO0 Stdlkjteddlsy dz2O HJEdlOdzdzOIO jifisnDmi g ojesy
fsoJd wd Ho[ddslsmdzjsdzq'W@OJ MRiOgcd@E.o do O f

vOLd tjOSydw d&O i SsosHIsj dzdlsy dO oty
o dzd W dzd 4 dzO ddeW stcedzsOydtsdedzed sy Isjrdesdzsedd ol ton
Hjdtsedlsy MmtejHd d dHz)Sd2d Oy js BT epGrdine ] LiH
dzi B3 dz0o © H j dz, 9 Ct2lts o dgOkzydedlsj Mt d MmOdac
fsweowop O MisOlsdw s ftotsBdzj BIsj dzO HdBINlIs Odzd L (
sBd&zOS Iitsttddlsy d Hts. g9 dH] Isgzted d Md3d Is HaOd [z
dWtedC OdzC dw Detaltzis20R) -dzls v fiff § yd Odzd Mmils d d flstot
RZOHL Btedzed yd/ S sdemiz ¢ dzlsOdzlsd s sjdedw i sBh 09 O
sBfMi Y HOdMz , ZO BOLOBO dO tfdlsO dO ttjedmlist
OtrdlsjClsd d WekpdbFdd @O tjLlzdlsOBM{ sl
ol L3y desmisdlsy, SCtsdbts RBjlssHO BISttdo O fftod 1
sy Cidqc@dss BWrR O ftotso jHjded o wjojtdzO R itedzdzH d
1 t6 OL Raldihson, 2010, p. 572 ; Kasem ,120 p.397

3. 4l Misswdzdj &0 HIcEdlOdkdL Oydwiko o Mmitesdls] d

1 Oyodzslsts dz0 tOLdIsdjlsts dzO RuU 18 0. ictke @ e v d
B ZOdzdw o j €9.0 letijHd dzd8 My fwedrmr O i odlsy teC
MW iskzjt. 1 Isjlswc Ghtdaddvdzdl Red RO (Hdzj T vduy ) B
dLydfmdzj dedw 5 BRtocdzt tOLO JoOMdIlsy Mmj dJlsHJ
RdzMisdlskzls®O 5 d&Oj BOdEO d&O 1 ¢ Bj Ml LHOH
fsCOLO0OdO d dzO M JjydodzdL de@dad ¢vw &OY aBh azd s fi
otcj B sARRU d Rdmlsdllzls 5 Isjnrmndedyd ¢ @zO%HdB §
LOf sYydzO tw©OLodlsdjlsts d u’tslsq’LSISHfr]lsstSlsis zO0 dL
CseOls o tBd&OMISISO dO0 MmMbtesdlsj dzhlsea slss B OR C
dL weffls j dzj dz yj dzlsi to o Mmkttsdlkj &ihlse slsts, R dzMls
Kidelsi 6 L O JjdzjSlstetsdzdL Oydw dz0 Mmlstetsdlsj dzfls o tsls-
BWR O d toj HINASTRANBAP W/OABHCUS, DINA, COSMOS/M

Fdzifm o 11 dzeOtedw ddBBO tojSHsHAf @ toj dzldsdzticfy f Stdn@sLe
B3 , Mi LHOOhd HtesetORd L O H-dsd ddss@dads s
oedr0O Mj d BE¢sdts 10 Wdttdsd M ©OLwOBBISCd
Hftedwisdw L O fttsdLeaHMmMlsets dzO0 MmMlstetsdlsj dzdzd
EEBMISIsO dz2O0 dL ftsdzL 90dzjIsts dz0 BsH | tedzd s R U
fsdzL 8 Ols MYf j yd O BozdCADJAGAM GAat® Bad, CADAMS OC Ists
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yJ B dzd W ftetsyd M. 1 md shj mJ ftcOavwIBIMYI tcod
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qL dzdzj ded jss dz©@ fsjlsdlsj Odz@Oyddsjdelsd L O toj
dLCEECOY HOdzj dzO dzso d SIPEUs@H of dn O tetOidzy j d&Pv , fls C
%O CcOwOdsduOds BddLSE HES drzdjos §sltjs dj
TOEOClkjtedmisdSdlsj d&O §OMmdeddlsj/ Ekflss2yded
BvMiss § d MfOLoOdzdIss dzO eofj §shPug OdzjOds dz
SC kOO MiejHO d kitOodjddjlsts &0 Misesdls  dd
W stedsO dz0 kfwOodzj dzdj, Ctdstetsd d ¢ tsdatsdd ydas
COEOdsdieOls ytjL dJL{§6de o OdghdvaR. 2060, plG. d Is O dzdzd Is

5. Owdjted ftjH Ekmfjhdslkss oiojyHOd d
fMlstesdlsj ks skt

11 tco Ols@fmdh glzZ@Bo j 2O BOWdJ O J d&dfmMOO dzO
sB dzOMmls fMtcj H mMseMmise j dzd ydls g d tcl CsotsHdIs]
ZOHL stedzd ydilsy d ddzo j MisdlststedlIsy .

gl h jMmise jSdAO fjtcjdpj 8 L @Iy desMisls© dzO@ dBO&ZE dIs
HO BMmMdektwls WddzOdhdteOds d §SHI tey Odzgy o Mmi Ml
Csdlsts HO My LORBOO OIS M HJGdIsOdzdZOIsO Istc O dzinW
ftosctcOM] . stsoa O MO MmMwictOtss dAj elaqls d CBA s B sSB (¢
MlstctsdIsj dzdzd Wdteddd. s jLd ftesBdzj B3 Mdekztedes h j
d HeMmMsOoydydlsy dz0 Mbstesdlsj dzdzd d3OIsj tod Odzd .

si s fsmMsyjdedlsj BOtdjted MdzjHo O HO HBB OO
fdzddsd L O oglmisPistseo @dedijtc j sz tetse dzj dzd Is§
MiskzHj dlsd s B HjMd ddayjdgstsd s Pl s
Old LO s CisdteOdz], dzts dzgv 3O M Blse §
Odzdzd Is § sStcOdzmW stedzOyd d dz0 ) s tdstdsdOids jOdzdz®) Is
fo0dzdlIlsy H Odzdz] .

UIzQ stcwB9o O HO HBBOaddy d WOSIO, u4 dMmisd
ZzdtcOdzj ss o9 Mbstesdlsj dzMlse sIsts o fMmj hj daj
JHBO Ol j d&zZMC O dgj HsMIsOi Yydeti s B BB GBI | ftf
ftoddzsy Jdzd jsts dzO diIstsHdIsy d&O HJG dIsOdzdo
Y
d
0]

d
6
Is
z

JUuibts Mmihjmsokzeo Ohd (totsctcOdd EdJi®, 202@ fls O
dzj He Oded W IsO MO Ctsdeyj dzelstcdtcOded ol trlz OB
HOj o M s fdsy fdaRfnw atA) dzdiz® L@ ted sz OdzdzOls © o j C
BOEdIsy d MtejHded SR Odedd BSEOIls HO {1
J Bd © dgj HOdzj ydets B! HjNJ NJj dJqd3Od3j o
9 i HOd st BdzdzO2 dz 20 2Ok ydzd L @ | HOEE ¢
Mzdzlsoydd o EmMdasedwlsO d&&O §O0dHjBIWISO | G
wdzdj ol ternk ttOLoadlkdldjlkts dO HdcdlsOdzdsdls j

oananqqg& &IQ*I

QSFSFON"GE~ @

1 OC dzs yj deqd §

fmdish i OdzO dzd y 4 ftejHdLO S Olsj dzfiflsea © d dzj 5B
0 0dEs"O d e GBO dBs j ko jtojdzss HO G dzj HOMY

dets ftoddzsy jdzdd dzO H G dIsOdzdzdslOL d Is tff Gdpftpik t
dzd tEREDZjdzIs®Bed sYyO0S¢ o Od3J sls HEB 1G] Stc G (
Hlsj dzdlsj dzO fMistets ddsq digiis(tish to dRlasoizt B dadjdh, d ¢
ted d JSsdsdkddmisd, toHetlkoawdz LO ttOBTSE

108



Misjfjdz M o LBy dsmMisdlsy dO HJcdlsOdddls] IsttOrc
Bi HOIs LOf sL dzOIs d d M d ydodzdmisdlsj i i Mmte
sBtoOL tso Odzad j . 1 O HO MMy smMdcekzted d Zmf 4 " d
stcOdhY sted3OYyYdd ) BOdE dIs Mtecdi Hdzad Mlstesdlsj c
Odzc O dicOdzO s OBRBOLOISO d2O® MmMistesdilsj dzdlsj . [ Y4
Myd ydOdzdzts L o dztls tso HOO dg@te8 Bls @, L Ol did ls[j MiedzhH
(i Oddd. sObts fmj JBO ftejHoadH, Ud d dey § dz
stczHdzed d o f§tsmdzjHdzdlsy ctsHddzed JBO e dzj 5 -
sjLd Mfjydodzdshisd Mj dOzOEGBREEzadn] dOdj Yl

FdedlsOdzdzOIs O IstcOdgmW stedBOYydw o Mmlstetsdlsj dzdzOls
tsOLaq’,j Bi toL 5. lteddzsy jdzd jIsts dzO Ru 9o EZfteOo d
BtlcOdzh © HO MmkOtlsdtc® d M ftej ol todzj o thklsd
COttOdzZsdtcO® Ok ftfflsidesldz® BcOdz" © d dzO0 d¢ tsdatsdzd € C
dzOh d s j MistesdlIlsj dzdgd St Odedd h § Bi HOI ¢ tsdz
MistectsdIsj dzj dz §f OL Ots.

[ dsj OO

1. Detallez A. (2019). Effect of Building Information Modeling On Construction
ProjectsRisks Management in Kenia, American Based Research Journal,61(5)753

2. Kassem M. , B. Succar and N. Dawood (2019). BIM Information Modeling:
analyzing noteworthy publications of eight countries using knowledge content taxonomy.
In Succar M. (ed.) (2019)BIM Handbook, Hong Kong Publ.,32846

3. Kovachev A. andsopchev H. (2019) Appearance of digital tools for architectural
modeling, Presantation at the"l¥t. scient. Conf. ArCivE, June-2. 2019. Varna

4. Rowlinson S., Collins R, Tuili M. and Yunyan J., (2010). Implementation of
BIM in Construction : A Compative Case Study (2010), Presantation at tHdr2ern.
Symposium on Computational Mechanics and' 1®ern. Conf. on Enhancement and
Promotion of Computational Methods in Engineering and Science, NovD&&ember 2,
2010, Macao.

5. Eadie R., Sankov N.yanov Ya. and Perera J. (2016) State ©b&siness in
Bulgarian construction industry,Publ. of TG 83 of Commission of UN, Sidney, 36 p.

6. Atanasova R., Banishka N., and Tsenkova J. (2019) Prilozenie na BIM v
protsesite po otsenka na sgradite po BREPWMesantation at the Xint. scient. Conf.
ArCivE, June 24. 2019. Varna (in Bulgarian)

7. Dermendjiev S., Jordanov V., and Rangepova F. (2019) Tehiiiko
ikonomicheski aspekti na digitalizatsiata na stroitelni kniza,sastaveni po vreme na
izpalnenie i posldvasta efektivna eksploatatsia na stroitelniq obekt, chrez izpolzvaneto na
BIM produkti, Presantation at the ™Mnt. scient. Conf. ArCivE, Jun-24,2019, Varna(in
Bulgarian)

8. Kusheva R., Zaharieva R. and Petrova R. (2019) Necessity of electroein syst
for construction waste management , Presantation at théntXscient. Conf. ArCivE,

June 24, 2019,Varna (in Bulgarian)

9. Eadie R., Proctor J., and Ivanov Ya. (2020) Applications for virtual and reality
model |l ing for constemncesodny. 2. @REmMmgp mees) n

10. http://data.europa.eu/eli/dir/2019/770/0j

11. http://europa.eu/rapid/presleas|P-18-3742- en.ht

109



ENTREPRENEURGS VALUES I N THE PROCESS
DEVELOPMENT

Assos. f. Silvena DeneevaYordanovaPhD,Varna University of Managment
Assoc. prof. Kamelia Vunovd,aval Academy &&nalJ. Vapcar
ltrrdtrefovresror Aprnfeuvr 1 1t JAred o
t 11 RURY

 BYte v ddzo j dzO B tsSteH Odetso O, 1 dfijll PeHz@d dzd M §
[ SHie s Od3j dzd vq fif MizjdztoaltQjtatpptds  ZIy@texzO |

Abstract. hespaper focuses on the problem of entrepreneurial values as a base for the
transformation from entrepreneurial to organizational cufiithie values of entrepreneur are discussed in

the paper. The main thesis Bat the Transitio e n t r eapcultareieouy gani sati onal cu
organisational level takes place through transformation of the cultural elements:
the purpose of the present article is to provi

values (basic structuralement of culture) at the stanp stage and the subsequent stages of the existence
of an organisation, and, on these foundations, to study and analyse the scope of the transformation as one
of the indicators of the gtarndmsaittiioomm |6 ecrutl rt euprreedn e

The particular object of the empirical study is oweetrepreneurs who run their businesses either single
handedly or in partnership. In defining the target group, we took into consideration the following two
points: first, owneentrepreneurs are creators and carriers of entrepreneurial culture; second, despite the
involvement of the other members of the organisation, the decision making process related to the
formation and adoption of organisational culture is a prerogativeeokmtrepreneur. The empirical
study, carried out in 2016,covered 457 entrepreriewwners of businesses based in the Northeast
region of Bulgaria.

Key words: entrepreneurial values, entpreneurial culture, transformation, organizational
culture
tdLeBBPMisswh OlsO MlsOIsdw Mj WsCEkEMdted® dO {ftetss dzj
COts tMmMdtssa® LO ftjaBHO I ftjHfted] BOYJ MEO Ci ¢
tOLcdzj HOdzd Ml M desMiIslsO dzO® ftejHftedy 3OUYI MEdlsi yJ dedes

MtejrtsHi s Bls &3 g GRyy HBYPSdedzO S kdzszte O dzO
dLeoi tch 90O yYtedL bteOdmMW stcdd3@ydwy d2O Ckdsktodzdlsy J dzj d3d
AjdzZs©O dg© dzOfmlstswh OO MIsOIsdw j HO HOHJ MmodH,jlsj dzfy
Yd dedesmlsd dz0@ JIsOf MisOtelsdtcOdzi @Od B dzOdziffi @ j @) ls adiz»
stecOdzd L Oydwils 0.
sOlsts ftsHyjdz J §tsMmMisOs j dzO:

1. 10 Mj dLfmdzjHe O d OdZOddL Jtc©® &OM OB O dzO Istc O dzf
ftej ntsHO tIs ftejHfted] BOYUIMEO C1 diF sStee OdzdL Oyd sda

IBjCls dO dLMmdzjHo OdzgjIsts MO Mce®dsdy oz d M &Y f B
OssMmistswWis j dzdets ddzd o ff Otelsdzj teflso ts. l1ted HjWdddteOd
dZj Hdzd Isj fttedd bosySd: it fifdfdovhss nBe jipkd wddds)j dzd
tej Hitedj 3OYJ MSC OO Ckdzskzte©O, o Istasitedsd izl fag ooledies Idsds
Lj®BOdgjIss dgj tjhjdedw Mmj M hjMmMseaweO ls ftojHY tod,
Br9oOhO 457 -ijtocr fAlydciddedza@d Odz0® BdL dzj fd o wjojtotsdLIsts

7B

110



sdzt ysod : HiiteddH § ted § BOUd ME d \J dadethf§ lOd , € s jz He!
bteOdzl StegOYdw, ScOddL Oydaddd Skdskeo

Transformati on of t ihteebasisforthe tpanstiame ur 6 s v al
6entreprendorgahisational cultureb

The terms dentrepreneuri al cul turliedd cam
business research in 1980s. If we deploy the behavioural approach in entrepreneurship when
analysing the differences in the object of research, we will find out that it is in a way
conditional. The reason is that this approach focuses on the ertrepre®d s deeds,
entrepreneurds personality. I n other words,
of a new organisation as the most important level of analysis.

This is the key to under st aihagansatiosal r el a
c ul tanthess@rtup stage of a new organisation entrepreneurial culture is prevalent while
in the following stages, organisational culture gathers importafi¢te transition from the
initial stage to a more matured one has been studied dearobers through a range of
economic factors such as: number of employees, average increase in turnover per year, the
hierarchy in the managerial structure, virtual and/or legal independence of the organisation,
market share, etc. The listed economicaattirs are quite precise when it comes to studying
the transition from the initial to the subsequent stages in the development of an organisation.
However, the indicators ofiadrhgeanirsaantsiionaoln cc
cultural rather than economidVith the rise of the science of culture, they (the indicators) have
been differentiated as a separate category of phenomena and represent the structural elements
of culture listed above.

In this respect our thesis is that the transiioe nt r e p r e nieowanisatidnal ¢ u | t |
c ul tomrare drganisational levelakes place througlransformation of the cultural
elements Moreover, the transformation of the cultural elementshisdye between the two
cultural formsi entrepreneurialrad organisational. Having stated our thesis, the purpose of the
present article is to provide evidence for
structural element of culture) at the stgntstage and the subsequent stages of the exisiénc
an organisation, and, on these foundatiaiws,study and analyse thescope of the
transformation as one of the indicatiors o
organi sati.onal cul turebo

The patrticular object of the empirical study dainerentrepreneurs who run their
businesses either singtandedly or in partnershign defining the target group, we took into
consideration the following two points: first, owretrepreneurs are creators and carriers of
entrepreneurial culture; second, despthe involvement of the other members of the
organisation, the decision making process related to the formation and adoption of
organisational culture is a prerogative of the entrepreneur. The empirical study, carried out in
2016,covered 457 entreprenelirowners of businesses based in the Northeast region of
Bulgaria. 96% of the firms have up to 20 staff, and 4% of the firBfsto 100 staff. 37% are
production firms, and the rest 63% provide services.
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Table 1Entrepreneursalues

Entrepreneurs values Significanc Significance at a later stage (after
eat start-up (%) establishing the business)
(%0)
Industriousness 82 94
Responsibility for 81 81
the family
Fairness 76 77
Independence 72 82
Creativity 71 87
Freedom of choice 63 87
Protection of private 54 71
property
Thrift 50 54
Economy of time 50 66
Defending other 48 65
peopl eds i
Protection of 46 65
competition
Freedom of the 44 56
press
Modesty 44 33
Right of legal 36 57
protection
Protection of the 28 35
environment

1. Empirical study of the transformation of entrepreneurial values

To study the transformation of entrepreneurial values and the transition from
entrepreneurial to organisational culture, we analyse the significance of the values in two
different moments in time: at the stap stage, and at a later stage in the development of the
firm. We have verified the assumptions concerning the shift in the leading entrepreneurial
values by estimating the percentage of entrepreneurs who defined a certain value as significant
in the dependdrsamples. The findings are presented in Table 1.

Changes in the Significance o-dpandeeateEnt rr e
stages Mc NarametricdlX test bas been used as a statistical verification of the
assumption that the ahge in value significance is lagoverned and not accidental.

1.1. Studying the degree of change in value significance in the course of
business development

To classify and highlight the changes in values according to the degree of transformation
we have graped them in four sets: values with diminishing significance (negative change);
values showing a slight increase in significance (between 10 and 20 points), and values
showing a considerable increase in significance (over 20 gaiffise results of thehange in

9 The bordering values of the change in significance have been defined expertly.
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significance of the fifteen entrepreneurial values in the course of business development are
presented in table 2.

Table 2 Sets of Values According to the Degree of Change in Their Significance for the

Entrepreneur
Group 1 Group 2 Group 3 Group 4
Values with Values showing a Values showing an Values showing a
diminishing slight increase in average increase in considerable
significance significance (%) significance (%) increase in
(%) () (07 10 points) (107 20 points) significance (%)
(over 20points)
1 Modesty (11) 1 Responsibility 9 Industriousnes 9 Freedom of
for the family (0) s (12) choice (24)
1 Fairness (1) 1 Creativity (16) 1 Right of legal
1 Independence 9 Protection of protection (21)
(20) private property
1 Thrift (4) 7)
1 Protection of 1 Economy of
the environment time (16)
@) 1 Defending
other p
interests (17)
9 Protection of
competition (19)
9 Freedom of the
press (12)

The group of values witdiminishing significanceincludes some which in the stap
stage were more important for the entreptgrthan in the later stages. The results reveal that
modestyis the only value in this group. A logical explanation of this fact is that, with the
expansion of the business and the increase
Therefore, modesty loses its significance as a personality trait, all the more that the
development of a business requires some huskiness and aggressiveness, i.e. qualities opposite
of modesty

The group of values that shovelaght increase in significancencludesa set of virtues
which do not have a direct impact on the company growth: responsibility for the family,
fairness, thrift, and protection of the environment. It could even be assumed that these values
i mpede the company®ds mo vaEsThis fachsappatts thegopules r e  p
saying that doing business successfully requires a certain deviation from common moral
standards.

The only value in this group which is somewhat different from the ones described above
is the pursuit of independeriteThe low ranking of this value (10 points) can be explained by

™ Thrift, for instance, might hamper the investment process; responsibitithé family means

devoting more time to family matters than to business operations; fairness does not always mean

making the right decision, etc.

2Independence does belongs to this group, but it is on the border between Group 2 and Group 3.
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the specific conditions in the Bulgarian market, where independence hampers rather than
favours successful business developttihis is due to the fact that the market environment in
the Bubarian economy has beevarpedby the prevailing influence of a number of non
economic factors such as corruption, racket
political power, nepotisi etc.

The levelof corruption is shown on fid.. below.

42 43 43
42
41 41 41 41 4
40
38
36
36
34
I .

32
200 mz 204 M6 2ms 2020

Fig. 1 Corruption index in Republic of Bulgaria

As it can be seen from fig.the corruption index in Bulgaria remains almost the same
from 41 to 43 for 2020 year. Bul gari ads c
which places theountry on77th in the world ranking. As for the position in the regional
ranking of the Member States of the European Union, Bulgaria is on the last place (the average
value of the EU index is 64.6). Compared to the previous year, the index is goimgvito 1
point.

I n this yearés ranking, the country scol
(from 71 in 2017 to 77th this year), which is a retreat indicator compare with other countries.
The result in 2018 does not allow the country to moverdat from its last place in the
European Union. The results for the period 22028 show that there is a stagnation in the
fight against corruption. This factor affects very much development of the business.
(transparency.bg)

Entrepreneurship valaare affected also by the level of Organised crime in Bulgaria.

According to the report of the Study of extortion racketeering, in Bulgaria OC groups
have strong control over the territory through private security companies. The type of
organized criminagroups can be grouped in 3 main groups.

The first type is the so called violent entrepreneurs . Their activity was initially largely
based on violence. The second type is represented by the group of black merchants (extreme
risk entrepreneurs). These anere likely to be permanently involved in systematic criminal
activity (smuggling, tax avoidance schemes etc.) in view of the great competitive advantages of
this type of entrepreneurship. The third type consists of large structures headechlgdso
oligarchs (akin to the notorious Russian model) who used politicians and top state

13 Quite urlike countries where business is governed by the principles of market economy.
“Manifested by the popular practice of cashing
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administrators to redistribute national wealth during the transition from planned economy and
universal state property to market economy and private property.

third group isthe most dominant as the power is in the oligarchs. Tre®xnunists
did not disappear from the scene. They gave the authority to their sons and daughters to
manage companies in all sectors of the economy.

All three types of OC use violence in various réeg to gain and maintain market
dominance, and extortion racketeering is part of their activities. Undoubtedly, the most
intensive use of extortion racketeering in Bulgaria is associated with-tadesb violent

entrepreneurs, similar to the force staves in the countries of the former Soviet

Union (Gounev, 2006).

Regarding the sources of entrepreneurship of violence, the study shows that the model
of entrepreneurship by violence in Bulgaria is formed by athletes, whence the popular name
owr e gtolugors gor oOwrestlers The second pool of
consisted of

former officers from the police and special services. The third pool was made up of
criminals, a great many of whom were given amnesty in the early 1990s.

The businesses that were impacted by the organised criminal groups engaged in
extortion racketeering are: The real estate, also agricultural markets, retail and hospitality
industries.

To sum up, the values of entrepreneurs have been formed by the organigeal c
groups to higher extent.

Development of entrepreneurship in Bulgaria is closely linked to the business climate in
the country. According to the data, published by the National statistical Institute in May 2020,
the economic situation in the countgok a change for the better compared to the previous
three months. The total business climate indicator is up by 11.8 points compared to April as a
result of the positive opinions of managers from all sectors monitdretlistry, construction,
retail tade and services, the National Statistical Institute reports.(nsi.bg)

The uncertain economic environment and insufficient demand from the country and
abroad remain the most serious problems businesses face. In April 2020, the business climate
marked its lavest point since 1997 due to high unemployment levels anchidgctionsumer
spending.(bnr.bg)

The group showing an average increase in significance includes values that actually
boost the entrepreneur 6s busi nmgsaccordifgéoy ¢ o U
their general characteristics.

The first group includes all virtues required by the maikietlustriousness, protection
of private property, economy of time, and protection of competition. The increase in
significance of industriousness logical i in running their businesses entrepreneurs soon
discover that however big the effort, it almost never yields the expected'fesaltae same
time, the evolution in the significance of the other categories is brought abouti&finieg
the entrepreneuro6s priorities.

The second group includes values with an indirect impact on business adtivities
defending other peoplebs interests, and fr
development of democraag an institution of mode society and market economy. This fact
clearly states that business achievementsbaokedby a certain social context, and its
influence will definitely grow after Bul gar

18 This conclusion has been drawn from interviews with some of the entreprneurs.
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Regarding the freedom of press, according to the stiBgporters without borders, in
Europe, Bulgaria is the country with the lowest standards of press freedom, where despite
increasing international pressure, the situation did not improve ir.2019

For example, the study reports of the unfair practicdgimad journalists who later can
find no journalistic emplyment elsewhere.(euractiv.cdm)

ACorruption and collusion
Bulgaria.

The third group can be defined as development of superior'hegsstudy shows that
one of the values with an average increase in significance is creativity. By and large, it can be
concluded that, with income and social status elevating, one is climbing up the hierarchy of
needs. Therefore, the presence of such motivalues in the group that grows in significance
is quite natural ( euractiv.com)

The values showing the highest increase in significance highlight the difference in the
entrepreneurds thinking patterns aompaad | at e
with the stadup stage. The most dramatic change is seen in the freedom of choice (24 points).
We believe that this is due to two synergistic causes: 1/ freedom of choice is among the highest
needs in the hierarchynd 2/ the absence of restidcts of any kind is a key to a successful
completion of the business operations. The synergistic effect, however, has its impact on the
entrepreneurds inclination to manifest hi s
other value that shows a catesiable increase in significance is the right of legal protection.

With the expansion of the business and the growing complexity of the whole network of
customer s, suppliers, banks, etc., the en
become moreand more common. One of the reasons for this is the relationship between
partners, often marked by impropriety and wrongdoing. In this line of thought, a stable judicial
system, one that can protect the entreprene

bet ween medi a,

1.2. Ranking of values according to their significance for the entrepreneur at
start-up and after establishing the business

The ranking of entrepreneurial values at stprand after establishing the business, and
the changes in the position of the differeniegaries are presented in Table 3.

Table 3 Ranking of values according to their significance for the entrepreneur

Ranking of values at
startup (%)

Ranking of values after
establishing the business (%)

Change in the position

1. Industriousness (82)

1. Industriousness (94)

1 Y 1

2. Responsibility for the
family (81)

2. Creativity(87)

gy 5 Y 2

3. Fairness (76)

3. Freedom of choice

87)

y 6 Y 2

! RSF particularlhighlights Nova TV, which was bought by oligarch Kiril Domuschiev and changed its
coverage from rather neutral to pyovernment.

2 The name of famous investigative journalist Mirolyuba Benatova, fired from Nova TV is also mentioned.
Benatova now makes &ihg as a taxi driver. An unwritten agreement between media owners makes sure
journalists who have been fired get no journalistic employment elsewhere.
Beingneeds according to Maslowds pyramid of
18 As we have noted, it is those needs thaetiteepreneur is striving to gratify at this stage.
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4. Independence (72) 4. Independence (82) T 4 4
5. Creativity (71) 5. Responsibilitfor the Z 2 Y 5
family

6. Freedom of choice 6. Fairness (77) Z 3 Y 6
(63)

7. Protection of private 7. Protection of private T 7 Y 7
property (54) property (71)

8. Thrift (50) 8. Economy of time (66) T 8 Y 8

9. Economy of time 9 Defendingpther gy 10 Y 9
(50) peoplebs inter

10. Defending other 10. Protection of g 11 Y 9
peopl eds i nt e|competition (65)

11. Protection of 11. The right for legal y 14 Y 11
competition (46) protection (57)

12. Freedom of the 12. Fredom of the press T 12 Y 12
press (44) (56)

13. Modesty (44) 13. Thrift (54) Z 8 Y 13

14. The right of legal 14. Protection of the y 15 Y 14
protection (36) environment (35)

15. Protection of the 15. Modesty (33) Z 12 Y 15
environment (28)

As it is obvious,at startup the leading values are not ones that are directly related to
business activities but ones that can be defined as universal: industriousness, responsibility for
the family, and fairness. The main reason for this is that at this stage the ljigrebmniae
entrepreneur is shaped by universal moral standards, not by the realities of the business
environment. As a result, the typical business values such as the right of legal protection and
protection of competition are located in the lower saaftdine chart. A relatively high position
at startup occupy those motivatealues that belong to the higher levels in the hierarchy of
needs: independence, personal success and freedom of choice. The fact that they are located in
the middle of the charhsws that they are not yet domineering in the entrepreneur's mind for a
number of resorid By and large, we can draw the following conclusion on the basis of the
results: in a novice businessman, the social side prevails over the entrepreneurial side.

Ore of the most important values at stastof business and later is the creativity.

It is a thinking and responding process that involves connecting with our previous
experience, responding to stimuli (objects, symbols, ideas, people, situations), aatihgeste
least one unigue combination (Parnes 1963, stated in Isenberg & Jalongo, 1997) as cited by
Aktamis et al.

Nowadays, creativity is considered to be a valuable asset in most industries. Creativity
has two sides(Yordanova, 2019):

- Divergent thinking;

- Convergent thinking;

According to Yordanova, 2019, the divergent thinking presents generation of many
ideas, many solutions to a certain problem. Having divergent type of thinking is crucial
especially for entepreneurs. As it can be seen from talleedtivity has been ranked on the
top position of values that entrepreneurs must possess. It is the second important value to start

19 Entrepreneur's anonymity, low income level, limited business operations, financial restraints, etc.
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new business. Being creative according to Yordanova, 2016 is not only to be productive and
innovative. The second sidéthe creative thinking includes convergence thinking. Actually, it

is the opposite approach. At first, we need to be divergent in our thinking, and then to apply
convergent thinking. In other words, the entrepreneurs should be lavish in the variegsof ide

to generate at first. The more ideas they produce to start new business or to offer new service,
the better will be. Not all ideas are perfect for sure.

The goal of the convergent thinking is to move from all given ideas or suggestions
developed beforand to focus on the most interesting ideas. To begin this step, it is important
to remember the aim of the reflection and the goal to reach.

As Dencheva says, creative managers are bringing the change in the organizations
(Dencheva, 2016).

Creativity as managerial competence is connected to performing the following
functions, according to Seidel& Roisenmann, 2008:

- Allocating resources (tadkvel, process level):

On this level, the authors speak of two types of tasieative and noareative tasks;
eg. the development of an animation sequence. As the particular creative tasks are resource
and timeintensive. Rosenmann &Seidel (2008) explain that the manager needs to decide what
resources (budget, equipment, creative individuals) have to be allozatbdtttask. In other
words, the manager must decide which tasks involve creativity and how they integrate into the
process. Second, the process owner needs a good understanding of how the task is
characterized. Third, the process owner has to estimatmpiaet of the task on the overall
process performance considering what can Dbe
up, according to Seidel&Rosenmann (2008), creativity is connected with making decisions
who is going to be involved in certaiask, choice of communication flows, how this tasks
affect the whole performance of the worker.

- Enhancing creativity (taslevel):

After identifying the tasks that needs to be done, the manager decides how creativity of
people is involved. It is connedieaccording to Seidel & Rosenmann (2008) with developing
strategies to support it in the best possible way. Creativity could relate to the generation of a
new idea, the evaluation of alternative proposals, or a selection process.

- Managing creative risksasklevel, procesgevel):

The last level of creativity concerns the possible outcomes of application of new
approaches to solving problems.

As Dencheva 2016 says, creativity is closely linked to the leadership style. Creativity
may be destroyed by clesnonitoring and require a degree of autonomy and experimentation;
or there may be too much creativity and insufficient discipline.The leadership styles affect
creativity in different aspects. For example, authoritarian leadership does not involve any
credivity in its followers. The leader in this case is closely supervising his followers. As being
authoritarian as a leader, he instructs them what exactly to do and no new ideas are tolerated.
The followers are supposed only to obey the authoritariaeread

On the other hand, the democratic leader is appealing for the creativity in his followers.
By giving freedom, the leader demonstrates that his followers are mature enough and can make
decisions on their own as well take responsibility for them.

As credivity is top value, it must be possed not only by the entrepreneur, but to
developed and stimulated in the followers too.

If the leader wants to be successful, he needs followers. These are the people that accept
his authority and are ready to follow leisample. Creativity is being innovative as manager or
having creative followers. Along with the relationship between transformational leadership and
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f ol l ower s-evel icreativityv dndl the lunderlying potential mediating processes,
Gumusoglué&llsev 2007) also investigate the relationship between transformational leadership
and innovation at the organizational level. We agree with Gumusoglu& llsev (2007) that the
transformational | eadership positivadicy rel
motivation, psychological empowerment, and perception of support for innovation mediate this
effect. At the organizational level, transformational leadership positively relates to
organizational innovation. Furthermore, individielel creativity infuences innovation at the
organizational level.

The development of the business activities is accompanied by a transformation in the
entrepreneur's value system. The following trends are distinctly seen:

1 In the course of business, industriousness corgtitaueccupy a leading position,
increasing its significance. It is obviously considered one of the most important success
factors and is highly unlikely to see any devaluation in the future.

1 Motivator-values such as personal success and freedom of chigibeup while
responsibility for the family and fairness move down the chart. The reasons for this have
been explained above.

1 Values such as independence, protection of private property, economy of time
and freedom of the press keep their positions, isgrgatheir significance for the
entrepreneur. This allows us to describe them as 'steady' values, occupying a proper
position regardless of the concurrent stage of business development.

9 Two categories show a dramatic fall down the se#theift and modest As we
have already pointed out, these values are contrary to what business development requires.
Therefore, the decrease in significance is quite logical.

To sum up, in the course of business, the personal value system evolves from a more
universal toan entrepreneurial one. The significance attached to each value, and the
transformations of the value system are of interest for the researcher. For the purpose of the
analysis, we have outlined the following groups of values, according to their siyrefifa
the entrepreneur: values of low significance (080%); values of average significance (40%

60%); values of high significance (60980%); and values of very high significance (80%
100%). The grouping of the values according to this critésipresented in Table 4.

Table 4

Grouping of values according to their significance for the entrepreneur

Group 1 1. Industriousness (82) 1. Industriousness (94)
Values of very 2. Responsibility for the 2. Creativity (87)
high significance | family (81) 3. Freedom of choice (87)
80- 100% 4. Independence (82)
5. Responsibility for the family (81)
Group 2 3. Fairness (76) 6. Fairness (77)
Values of high 4. Independence(72) 7. Potection of private property (71)
significance 5. Personal success (71) | 8. Economy of time (66)
60 - 80% 6. Freedom of choice (63) | 9. Defending other people's interests (¢
10. Protection of competition (65)
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Group 3 7. Protection of private 11. The right of legal protection (57)

Values of average property (54) 12. Freedom of the press (56)
significance 8. Thrift (50) 13. Thrift (54)
40- 60% 9. Economy of tne (50)

10. Defending other people
interests (48)

11. Protection of
competition (46)

12. Freedom of the press

(44)
13. Modesty (44)
Group 4 14. The right of legal 14. Protection of the environment (35)
Values of low protection (36) 15. Modesty (33)
significan@ 15. Protection of the
up to 40% environment (28)

After a comparative analysis in time perspective, we can detect a few trends in the

developmentofanénr e pr eneur 6 s value system:

1 After establishing the business, values such as personal success, freedom of choice,
and independence increase their significance from high to very high, while
responsibility for the family continues to hold its position in theug, although it
loses some of its significance as compared to the others.

9 Values such as protection of private property, economy of time, defending other

peoplebds interests, and protection of <co
a centralgroup of values of high significance for the established entrepreneur, as
comparedtothestatp st age when their influence o
middling.

1 The right of legal protection, the most dynamic value, makes a transition frono low t
average significance while modesty moves in the opposite direction. The reasons for
these trends have been explained earlier.

1 Generally quite dynamic, the overall level of significance of the studied values has
increased.

2. Summary of the results and man conclusions of the study
The results of the analyses can be summarized in a matrix that combines the meanings of
the criteriai changes in the significance of the valaeslthe level ofsignificance for the
entrepreneur after establishing the busingssa result, we have sixteen groups of values
(see Table 5), each having a different [
decision making process in the course of business.
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Table 5 Differentiation of entrepreneurial values according to itexiar change in
significance and level of significance after establishing the business

Values of very
high significance
8071 100%

Values of high
significance
607 80%

Values of
average
significance
407 60%
Values of low
significance
up to 40%

Change in
significance

1 Responsibili| § Industriousn
ty for the ess
family 1 Creativity
1 Independeng
e
1 Fairness 1 Praection
of private
property
1 Economy of
time
1 Defending
other
peopl e
interests
9  Protection
of
competition
§  Thrift  Freedomof | § Freedom of
the press choice
1 Mo 1 Protecti
des on of
ty the
environ
ment
Values  Values showing Values showing Values showing a
of slight increase in an average considerable increase in
diminish  significance increase in significance
ing significance
significa
nce

)

(0 to 10 points)

(10to 20 points)

(over 20 points)

We think that the groups of values fall into three zones according to their influence on the
entrepreneur and the business organization:
1 Zone 1 (6 groups located in the upper right corner of the matrizglues that
provide motive power for the business;

1
1

The following main conclusionsaa be drawn:

T I n

t h

e

cour se

of busi

Zone 2 (5 groups located along the diagonal of the matmeutral values;
Zone 3 (5 groups located in the lower {e&nd corner of the matrix) values that
impede business development.

ness

devel

opment ,

a gradual transition from one built of universal values to a more business oriented

one.

9 The values that provide motive power for the business have a strongf iompidne
transition from entrepreneurial to organizational culture. It should be noted,
however
organizational culture are gradually enervated with the expansion of the business.

, t hat

this i
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9 Finally, it can be inferred that in the process of accession of Bulgaria in the EU,
the transformation that we have studied will take new turns. Other values might
come into the researchersé field of vi:
status.This will pose the problem of studying the consequences of the potential
value shockn the entrepreneur and the mechanisms for a subsequent recovery.
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CULTURALLY AWARE ADVERTISING
Comparative analysis of culturally influenced advertising appeals in two
telecommunication commercials

Nedka DimitrovaPhD, Varna University of Management
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Abstract. This paper aims to analyse andmpare two video advertisments from the
perspective of cultural differences in values and perceptions shaping consumer behaviour in the UK
and Bulgaria. Two market leading providers of digital services were selected for the purposes of this
study consideng their largescale experience in global branding and advertising namely, the
Bulgarian Mtel company, which recently rebranded as Al, and Vodafone, the British multinational
giant, operating on the telecommunication market for more than thirty yeaed Bpen several
cultural models and studies concerned with potential consequences of cultural values for global
marketing and advertising, it was assumed that the two advertisements may significantly contrast
with each other in terms of the expression aftigular cultural specifities of the Bulgarian and the
British societies. Through quantitative and qualitative modes of enquiry, it was found that the most
indicative evidence of cultural differentiation is shown in the British individualist and masculine
appeals to effective, independence, popular/common, productivity, natural and technological, in
contrast to the Bulgarian collectivist and feminine appeals to family, nurturance, vain, community
and ornamental. No specific disagreement was found witlitsegsom earlier research or with the
cultural models used for analysis.

Keywords: advertising appeals, cultural values, cultural models, collectivism,
individualism
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Introduction

In order to understand how cultural values influence advertising appeals, this paper
intends to explore the extent to which advertising content reflects particular cultural
specifities comparing two TV advertisements from the telecommunication and ITrindus
targeting two culturally different markets in Europe, the UK and Bulgaria.

It is noteworthy to mention that TV advertising, in times of immense digitalising of
global media, still remains the most powerful means for sharing information together with
internet. According tahe Global television advertising revenueport for 20182022
(Guttmann, 2019, October,7n 2023 TV advertising will generate a revenue of 177.7
billion US dollars worldwide maintaining its top positioas oneof the most influenial
massmedia channelsRubinson (2009) questioned the effectiveness of TV advertising to
prove that its effect on sales is even expanding dukettacilitated promotion of brand
awarenessas a key element of establishing a competitive market perfea(an220).

Consumer sb knowl edge and perceptions é
challenges arising from modern internationalisation trends leading to convergence of
demands, which calls into question how global companies can establish an effective bran
strategy and ensure a competitive advantag
A largely relevant answer can be foundtie famous quotef a disputable origineadapt
or die, as a condensed metaphafr the intenseprocessof globalisationin the modern
world in which businesses have to adapt to different mafletma nds and di ff er
expectations Cultural consequences in advertising manifest various shared beliefs of
morality, modesty, wisdom, productivity, humility and many othiara system of value
concepts, which can be wused for measuring
(Pollay, 1983).De Mooij and Hofstede (2010) have drawn attentionthe dilemma of
standardised advertising versus adapting to local context, grghat understanding
cultural values and perceptions should be playing a key role for improved business
performance. Awareness of differences in-selicept, cultural identity, personality and
ways of processing information becomes pivotal for identifgiognmunication patterns as
core aspects of purchasing behavidbince the major task of advertising is to convince
people to buy a specific produthe consumer should be seen as a central factor with an
understanding of the associated mental and sgcialoc esses i nfluencin
motivation and preferences for specific ways of communicafiamich in turn affect
advertising appeal sMoaij&dofsdsedey 20t0p.B53.i ng styl eod

Another importantargument is that different researelpproaches can result in
di fferent statements about @AThe desirable

be, [and] the desired [which] i s what peofj
2010, p. 87). This paradoxical distinction betweendésirable and desired has grown in
i mportance in |ight of Hofstede, Hof st ede

attributed ideological and practical aspects of cultural values. Coexistence of value
concepts such as modernity and traditiory ia frequently seen in Chinese advertising or
sense of belonging and the opposing elements of independence and individualism
overlapping in American commercials (de Mooij, 2019). By drawing on this
understanding, de Mooij and Hofstede (2010) point outdpaeals in advertising should
focus on the desired rather than on the unrealistic desirable values. If desired values are in
agreement with those exposed in advertising, then product would be more positively
perceived by potential consumers (Polegatojé&riBe, 2006). Taken together, it is possible
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to hypothesise that advertising appeals in Bulgaria and the UK would demonstrate
significantly contrasting differences in commercial context, considering their diametrical
Easti West opposition on the map of vid cultures Ronen & Shenkar, 20135upta,
Hanges, & Dorfman, 2002).

Clustered in the Eastern European group which includes most of theviex
countries together with the Balkan Peninsula region, Bulgaria measures higgroum
collectivism and powedistance, therefore power is not distributed equally and status
privileges are accepted. Family and group orientation is highly valued, which results in an
idea of tearoriented leadership based on interpersonal approach. The UK, as a
representative ohe English speaking Anglo group, is highly individualistic and measures
high in performance orientation and value competitiveness. It also scores relatively lower
in power distance and social inequality when compared to the global average. In terms of
leackrship, personal freedom and responsibility are strongly valued (House, Hanges,
Javidan, Dorfman, & Gupta, 2004). Following this, the key research questions of this study
is whether or not advertising appeals in the British and in the Bulgarian commercials
reflect their most salient cultural characteristics.

Previous research in crosgultural advertising

A growing number of studies have measured cultural values in an attempt to identify
convincing evidence of their impact on advertising together withesmetated elements
that should be considered when using TV commercial as a promotional marketing tool. In
his systematic review of crossiltural advertising research, Dahl (2004) concludes that
high-context commercials would contain a smaller number téially specific indicators
in comparison to lowecontext ads. Significant differences in the styles of persuading
customers were found between countries in a range of works (Katz & Lee, 1992;
Koudelova & Whitelock, 2001; Ramaprasad & Hasegawa, 199@nerous studies of
influence of implicit val umspectand belanging,deche r s o
to the suggestion that cultural differences between the East and the West are linked to the
use of specific appeals in advertisiighéng & Schweker, 1996; Ji & McNeal, 2001).

In 2007, Tylor observed the trends in international advertising research, identifying
sever al areas for f ur tdnendersddaading of thhggmeehartisms a mo
that help to build a global brand image and braqdityo , emphasised toge
assumption that me as ur i ng orcthelsibjeat @opulattbn ttme n s |
ensure that the sample really represents individuals who vary on the cultural dimension of

interesb ( Tayl or, 2 Gue of, cultpral difterences i had@vertisisg has been
studied by many researchers using the Hofstede model in an attempt to dimensionalise and
explain the impact of cultural values on c

An illustration of the asociated mental and social processes in Figure 1 suggested by de
Mooij and Hofstede (2010) provides a clear insight into their effect on advertising style
and appeals.

125



Figure 1

Understanding Cultural Values in Global Advertising Research

Mental Social
— —

Information processing Motivation
Categorisation Emotion

R |

Brand positoning
Advertising sirategy

Consumer
The salf
Parsonality
Identity, Image
Cultural values

Advertising style Advertising appeal

| Communication and culture, purpose of advertising |

—_.=J___‘____l=._—

How advertising works amross cultures
Cross-cultural advertising research

Note Reprined fromde Mooij, M., & Hofstede, G. (2010). The Hofstede model:
Applications to global branding and advertising strategy and reséatetnational
Journal of Advertising29(1), p.86.

The concept of self and personality traits, motivation and emotloagsesthinking,
categorisation of the surrounding world and processing information, thus advertising style
and appeal will depend on either the collectivist abstract conceptualisation and preference
for identifying relationship between the environment ofgj@ron the individualist explicit
processing of information, concrete thinking and need for rdlseers-Miller and Gelb
(1996) applied Hofstededs model to examin
evidence presented in their study proved sitp@ correlation between power distance and
social status, and a negative association with cheap product labels. Youth appeals appeared
unattractive in countries with higher degree of uncertainty avoidance and modesty seemed
unimportant in more masculineultures. Considering the limitations of their research
approach, the authors suggested that there obviously exist a specific relation between
cultural values and advertising appeal, therefore a standardised strategy of advertising
could not successfulline et cust omer sd6 expecPatiagdsi OH1f
category scheme of appeals associated with values was developed in an attempt to
understand and recognise culturally driven consumer behaviour through pairs of opposing
concepts allowing dr more objective exploration of motivational goals and cultural
consequences in advertisingn their exploration of paradoxical values in Eastern
European advertisingSaleem, Larimo, Ummik, and Kuusik (20Q1lBeviewed several

studies | inkhewgrlPobfapdseftasing appeal s
individualism (IDV), masculinity (MAS), power distance (PDI) and uncertainty avoidance
(UAI'). Table 1 shows evidence of positive

and four cultural diransions, collected by Saleem et al. from their own investigation as
well as from research conducted Bybers-Miller and Gelb (1996)Han and Shavitt
(1994) Cheng and Schweitzer (1996)pon and Chan (2005Nelson and Paek (20p8ée
Mooij (2013).
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Tablel

ated

Poll aybés Advertising Appeals Rel

and Uncertainty avoidance

Practical / Durable | UAI + Ornamental PDI +

Cheap PDIT Dear PDI +

Popular IDV 1T /JUA + Distinctive IDV +

Traditional Modern

Natural MAS T Technological UAI +

Wisdom Magic UAIT

Productivity MAS + Leisure

Maturity Youth UAI T

Safety UAI + Adventure UAIT /IDV +

Tamed UAI + Untamed UAI T

Morality Freedom IDV +

Modesty MAS 1 Sexuality MAS 1

Humility PDI T Pride/Status PDI +

Independence IDV + Affiliation IDV 1 /IMAST

Nurturance PDI T Succorance IDV 1

Family IDV 1 Community IDV 1

Vain PDI + Plain PDIT

Healthy Frail MAS T

Neat UAI + Casual UAI T

Note.+ (positive correlation) i (negative correlation); UAjuncertainty avoidance index); IND

(individualism); MAS (masculinity); PDI (power distance index).

of

Information adapted frorBaleem, S., Larimo, J. A., Ummik, K., & Kuusik, A. (2015).
Cultural and paradoxical values in advertising in Eastern EuBgdtc Journal of
Managementl((3), 313 330. doi: 10.1108/bjri1-20140202 Retrieved from

https://lwww.emerald.com/insight/content/doi/10.1108/BI#M2014-0202/full/himl

Culture codes in

advertising

Cu | t u the coliegive fprogramming of the mind that distinguisties members

one gro

up or

c at e(ylafstegte, Hofstedp, & dMmhkow 206, o m

6) and it represents the collectiyessharednorms and values within a social grolgarnt
through interaction with the environment. In the unique softwateuman minds, culture
should be seen as one of its salient components together with the universal human nature

and individual personality. The composite of visible cultural practices is manifested in

specific symbols, heroes and rituals, whose measingeply set in the hidden core values
of good and evil, dangerous and safe, moral and immoral, rational and irrational, decent
and indecent. These are functioning within a moral circle whose boundaries are

predetermined by religion and philosophy, whithfae ¢ t

peopl eds

not i

in dealing with uncertainty, social inequality;dgnoup and ougroup relationships, gender
roles and their expected patterns of behaviour, time and life satisfaction.
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Edward Hall s (196 6,lowkdhtexi helpstthundenrstgnd thd  h i
differencies in communication patterns of people in business and personal life. The model
created by Hall relies on two main types of cultures, characterised by the specific
preference for the context in which communimatis happening namely, higiontext (the
Bulgarian culture) and low context (the British culture). High context messages are
implicitly conveyed and expressed in a vague way with a focus on theenbal elements
of the context, while lovcontext messagp are directly stated and relying on the exact
verbal conten{Cheng, 2004)In high-context cultures messages tend to be transmitted in a
context saturated with physical symbols, lots of metaphor, and nonverbal signals. The
coded verbal expression is riatportant but the way in which it is said. The distinction
between iingroup and ougroup communication is emphasized and family and
relationships commitment is much more important than work tasks. Understanding of time
is flexible with the idea that press is more important than results (polychronic cultures).

In low-context cultures messages are simple and concise with a clear focus on the verbal
rather than on the nonverbal part, Arelyl[i
(Hollensen,2007, p. 220). Relationships are more open and of a less importance, group
belonging is flexible without too much dependence on loyalty. Time is strictly organised in

a low context culture, which is product and result driven (monochronic cultures).

Initiated by Robert House in 1991, the GLOBE Proje@ldbal Leadership and
Organizational Behavior Effectiveness¥ploration of cultural values in leadership and
organisational practices in 62 countries extended Hofstede model into nine dimensions
measuring culturadlifferences House, Hanges, Javidan, Dorfman, & Gupta, 20@84ch
of which presents two diametrically opposite social aspiefitea s i s 0 and fAas i
In line with Hofstede, the GLOBE Projects suggested uncertainty avoidance as the degree
to which social groups search for norms and rules to prevent from the unknown future.
Power distance relates to the way in which societies deal with power differences and
distribute social privileges. Engagement in investment and planning for the future is
measurd through the dimension of future orientation, similarly to the understanding of
LTO. House et al. suggested one important aspect of collectivism related to the individual
loyalty and pride of belonging to a particular social group, defined agroump
collectivism. Another aspect is associated with the adopted organisational practices of
collective distribution of resources (institutional collectivism). Assertiveness is suggested
as a dimension measuring the degree of social encouragement for compsstiverses
tenderness and care for other group members. Attitudes to gender inequality are assessed
through the dimension of gender egalitarianism and the focus on rewarding people for
improved performance can be observed through the dimension of perferovéartation.

Finally, selfgratification, altruism and generosity have based criteria for measuring
humane orientation.

As this research seeks to identify some empirical evidence of disparity between
cultural values in Bulgaria and the UK, it is worthting some greater differences in the
group value and practice scores of the two countries. Bulgaria has not been studied by the
GLOBE Project so far, however the data from several Eastern European countries may be
used to examine the nature of societatwel in Bulgaria. Power distance measures the
highest difference between t h284)ffaleswedbyo an
Performance orientation (3.735.82) values. This paradoxical distinction between the
desired and desirable in reducipgwer of authority and increasing quality of group
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performance may affect perceptions in advertising towards more expressed individualist
and masculine appeals. The most noticeable congruence between practice and values is
evident in the scores measuringgroup collectivism (5.53 5.57) which is likely to
indicate a stable association with advert:i
data about England shows a relatively high
di vergenshowlfd iheso fde sii 2. 8bwhile the mdstusgnifi¢adt. 1 5
overlap between desired and desirable is seen in the institutional collectivism which offers

an insight in the group perceptions of job satisfaction and attitudes to collective action.

r

Basd on his global research Hofstede developed a cultural classification typology
(1980) suggesting four main dimensions through which cultures can be compared: Power
distane, Individualism versus Collectivism, Masculinity versus Femininignd
Uncertainty avoidance.The fifth Long/Shortterm orientationdimension (LTO) was
further added to the taxonomy fblaweelython Mi
sixth Indulgence versus Restraigdimension (IVR) which became a part of the taxonomy
in 2010 by thecontribution of Michael MinkoyHofstede, 1991; Hofstede, 2001; Hofstede
& Bond, 1988 Hofstede, Hofstede & Minkov, 2010)The sixdimensional model
(Hofstede, Hofstede & Minkov, 2010) provides a tool for a deeper insight in the roots and
the drivers of he common social beliefs, the adopted norms and cultural specifities of a
particular society.

The PDI dimension measures the extent to which less powerful social members
accept injustice and unequal distribution of power. Higher power distance cultule® te
be more hierarchical, while lower power distance demand more equality, social rules and
transparency. The importance of social status and respect in high power distance context
can be associated with an advegstyledfifeiagd app e
expensive brandslé Mooij and Hofstede, 2010p. 83. Hofstede, Hofstede and Minkov

(2010) identified the strongest correlatio
group collectivism, however the GLOBE two aspects of povigiadce were found to
replicate Hofstedebds uncertainty avoidance

score of 70 for Bulgaria and much lower score of 35 for Great Britain (Hofstede, Hofstede
& Minkov, 2010, pp. 577 59) suggests significantifterentiation between the two
countries in terms of behaviour and attitudes to inequality and obedience which is likely to
be expected and desired in Bulgaria but should be minimised in the UK.

A higher score on IDV specifies a social structure in whiutividuals are less
dependent on the group and are expected to take care of themselves and their immediate
family. Collectivism, as opposed to individualism illustrates a preference for
interdependence within the extended family and the social groupnghasponsibility
and a f-Mage. Tlseedimension of Individualism versus Collectivism is often
applied in studies of cultural impact on advertising associated with particular individual
expectations and the social norms and values functioning witaigroup in, Koroglu &

Olson, 2012 Following this, the main task of advertising can be seen in adomsuming

process of building trust in collectivist societies and assertive persuasion in individualist
cultures {le Mooij& Hofstede, 2010p. 89).As a highly individualist culture with a score

of 89 (Hofstede at al.,, p.95), the UK values individual freedom, personal time and
challenge while Bulgaria, with a much lower score of 30 would demonstrageimp

cohesion and stronger family attachmentglnehar t 6 s di -veing sef o n of
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expression versus survivalnflehart &Baker, 2000ferived from the World Values
Survey (WVS) was found to correlate positively with IDV and small PDI.

A brief look into WVS data (Wave 5) related to seXpressiondemonstrates
Autonomy index based on obedience and religious faith of 5.2 for the UK and 1.7 for
Bulgaria, determination and independence variable shows 16.7 for the UK and 21.8 for
Bulgaria. The results illustrate a more individualist character of thgaiah sample
which may be explained through an inclinat
of the respondents. A higher index of emancipative values of 0.58 is observed in the UK
sample, in comparison with 0.46 for the Bulgarian with a simileréntiation in the
index of Skepticism, 0.38 for the UK and 0.48 for Bulgafiiaglehart et al. (eds.2014.

A replication of IDV and further explanation of-group and ougroup phenomena
can be also found in the dimension of Exclusionism versnisedsalism suggested by
Minkov (2007). As an Exclusionist culture (index of Exclusionism 340) (Minkov, 2007, p.
56), Bulgaria is expected to make strong distinction betweeanid outgroups, morally
accepting nepotism and rejecting the rule of law, t@sscern for the environment and
hostility to strangers, lower product quality and unfair business practices. The UK (index
of Exclusionism 114) ranks 87among 71 countries hence, can be described as a
universalist country in which outline of -groups ad outgroups would be unclear,
favouritism should be considered immoral and rules and regulations must be followed by
all members of the society regardless their social status. Concern for environment, quality
of products and loyal business relationstspsuld be also among the salient features of
universalism. It is assumed that in an individualist culture advertising would use
individualist appeals more successfully th
sell wver sus s owekplicd e impligit a messageisl reftects the ampact of
cultural values on advertisingOkazaki, Mueller, & Taylor, 2010)Several studies
comparing advertisements in Japan and the US proved that advertising in the East is less
direct with more emotiaal, soft sell appeals due to the high context and implicit cultural
background.

Gaussorgues, Haupt, Tancsa, Kereszty, and Mezosi \208®ified more aspects
of a hard sell appeal in the US context with higher degree of masculinity and patriotic
message in advertising.The UK cultureis thought to bedriven by achievement and
assertiveness for material rewards, therefore it is defined as more masculine with a
masculinity index of 66 (Hofstede, Hofstede, & Minkov, 2010, p. 1&igh masculinity
score represens a more competitiveculture in comparison with more cooperative,
feminine societies. Higher earnings, personal recognition, opportunity for growth and
challenging work would be desired by members of more masculine cultures in comparison
with the Bugarian feminine values of harmony, cooperation, good physical environment
and security. Bul gari ads relatively | ower
overlap between gender roles in which both men and women are expected to be more
caring and moest. Hofstede et al. (2010, p. 145) found a significant correlation of MAS
with the GLOBE di mension of fias is0 assert

Uncertainty avoidance reflects the feeling of ambiguity and uncertainty related to
future and decision making. Bulgaria, as dund with a high score on this dimension tend
to maintain more orthodox and reserved ideas and beliefs, which suggests a need for fixed
rules and expert opinions. Reluctance to innovation and technology and lack of interest in
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healthy products would als@lspecific for stronger uncertainty avoidance countries. Low
uncertainty avoidance cultures, such as the UK, demonstrates a more relaxed attitude,
adaptability and flexibility to change and innovation related to more active attitades
organic and healthfpod and drinkgde MooijandHofstede, 2010p. 90).

Long-termdimension describes more pragmatic attitudes to future orientation, thrift
and investment in the future, characteristic of the Bulgarian culture. In contragipthe s
term normative orienteon, expressed through low score on this dimension is associated
with respect for past traditions and desire for happiness. The sixth dimension of Indulgence
is an expression of the degree to which the members of a society are likely to gratify their
own natural drives and needs. The restraint Bulgarian culture keeps to strict social norms
and individuals suppress their personal desires for fun and enjoyment.

Despite the growing body of literature investigating cultural influence on advertising
through Hoftede model, a major problem with its application may be found in some
inconsistent proof of the reflected cultural dimensions and their expected impact on the
advertising appeals in a particular cultur
by Minkov (2018) suggests that individualisin collectivism is the most indicative
measure of national culture and power distance should be seen as its characteristic aspect.
Uncertainty avoidance and masculinity, according to Minkov, cannot be used as valid
predictors of any suggested correlates due to lack of internal reliability and coherence. By

dr awing on Mi nkovds evidence, it i s ass.
individualismi collectivism and power distance, together with their replicated riiions
in other model s, s u ¢ h-groas collectivism, @buld Bitow she A a s

strongest indication of cultural influence.
About the telecommunication companies

The British multinational company Vodafone, one of the largest telecommunication
suppliers in the world, operates in 25 countries, boasting with 313 million of customers in
2018. It was ranked"™in the world by market capitaliastion of 42 billion in 2019 and a
single AAO0O St amndearnd c&Rodortd sr altdemnystategWtod af or
become a leading global data provider, is focused on the emerging markets in Africa and
Asia, targeting broad segmentation, from the high and low end user, to business and
individuals (About Vodafone Group, 2020). Achieving maximum brand predaricglia
through the innovative concept of creating the Zoozoo animated characters (played by
actors) during the Indian Premier Cricket League which attracted two billion people to the
brand, it is a perfect i Onlfinsts tlroaotki,o nt hoefs es ufic:
Vodafone TV ads for IPL may resemble animated cartoon characters with an alien look or
simply a stupid egépead character with disproportional white bodies and black dots for
eyes and mouthé to convey different value added serdcoffered by the mobile phone
company including phone Backup, cricket al

The Bulgarian telecommunication company Mtel, which rebranded as Al Bulgaria
in 2018 after joining the leading A1 Group telecom in Central and Eastern ezurop
maintains 39% of the national market share with around 4, 2 million customers. After the
acquisition of Blizoo Media and Broadband in 2015, a local telecom provider, the
company became the largest in Bulgaria, in terms of fixed internet users andahe Isg
number of TV clients. The former Mtel, as a part of Telekom Austria Group [BAGe
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time, recorded a revenue of EUR 364miflion for 2015 The company has been moving
towards a new communication strategy with an enhanced focus on its clignteveral
imagemaking campaigns which were launched in the beginning of 2016 with increased
investment in advertising. The main media channel for the company continues to be
television. (About A1 Bulgaria, 2018).

Methodology and results

The British samlg was obtained from the 2015 Vodafone Christmas TV
advertisement  (Rodger, 2015) which can be watched on
http://lwww.coventrytelegraph.tievhatson/whatson-news/watchvodafonegerry-turkey
christmas10507043 It targeted households, individual and business customers in the UK,
presenting the story of a family who recently moved to the countryside from the big city.
The family wants to iiae a turkey as a part of their new life close to nafline. turkey,
named Ternjs an important member of the family and everybody takes affectionate care
of him. The youngest one is having fun on a seesaw, skateboarde@meady for school
with the turkey. Terry waits for the familyto return home, sitting at the window and
watching to see them arrivinghroughout the advert, they are using their mobile devices
to entertain and get advice on how to build Terry a coop in the garden, they takesgitture
themselves with Terry and use social media to share their photos. The tension rises with
Christmas approaching and the implication that the father has a plan to make use of Terry
for the Christmas dinner. Eventually he takes Terry to the shed inatfieerg on the
Christmas day and everyone expects the worst. Surprisingly, in the final scene, Terry is
seen sitting together with all the family at the table and the father is serving a nut roast.
AiCi ndy Rose, Consumer Di r ectéosr [aHth elassidd af on
Christmas story with a twist featuring a heartwarming message of goodwill. This advert
brings to life how Vodafone can play a big part in bringing people closer to their loved
ones at Christmas, whilst perfectly capturing the maios mood at t hi s me
y e aVYodafone UK Media Centre, 2015).

The Bulgarian sample featuradde 2016 Christmas video message of Mtel to its
clients, launched on the national TV channels in Bulgaria before the holiddys i s
Christmas celebramor e wi tshOLMt eslitsddzj(H O § tcOL dzaimedtd f 59 j
attract the attention of a broad market segment in Bul@ahiauseholds, individuals and
businesses.. It is available ommttps://wwwyoutube.com/watch?v=A3dP8WnIV0OY
(MobiltelBG, 2016). The video ad starts waHoud voiceover speechannouncing that the
next Christmas is coming and adds that the little girl is not four any more, she is five and
they will have tobuy shoes one size lggr than before, while the scene shown reveals
girls feet dancing ballet wh one of thegirls whois dancing barefootn the next scene, a
smiling fairhaired curly girl, wearing a red Christmas sweater is looking through the
frosted window. Meanwhile, group of Koledari (men performing traditional ceremony on
the Christmas Eve), wearing traditional folk costumes are welcomed at the open door of
the house by the host. The speaker is explaining that more friends and relatives will come
to visit them. A far-haired curly boy wearing a red Christmas sweater jumps up in the next
scene with his mobile device and takes a selfi of himself with the group of Koledari men,
wearing traditional costumes. Male and female feet in thick Christmas patterned socks are
sea relaxing in front of the burning fire place, while the TV screen in the room is showing
an Mtel video advertisement and the vewer is saying that next year we will get closer
to someone and will celebrate at a new plasghowing a young couple usiregmobile
telephone and taking a selfi of themselves, sitting on the floor surrounded by burning
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candles and a decorated Christmas tree in the background. The young woman who is
pregnant, together with the image of an unfurnished room, implies the idea@fly

married couple who have just moved into their new home. A newborn baby, wearing a red
Christmas Santa hat appears in the next scenes with a red Christmas pillow next to it,
followed by a couple walking their baby in a pram among tall trees in @mforest. The
voice-over says that there will be more stuff to wrap and more things to unwrap, while
showing a young couple on the sofa with the man wearing a Santa Claus costume and the
half-naked woman sitting on his lap, taking his Christmas hadffappy father and a son

look surprised at the sight of a mysteriously appearing snowman in a glass bowl from a
tablet, the snowman has a white and red scarf and a hat. The speaker promises that more
miracles and hugs will happen when a girl wearing acoed is sending a kiss to someone

by her mobile and then immediately is hugging a boy in a Christmas decorated street. In
the final scene the whole town is lit by Christmas lights and a family with their pet dog
gather together and unwrap their ChristmiEsents.

The numerical coding of advertising app:
its operational definitions for comparison with the cultural specifities of each country
according to the findings in previous research and the theoretical domerssiggested by
Hofstede (1980), House et al. (2004) and Minkov (2007). An equal nhumber of 27 appeals
was found in the two advertisments, mostly associated with individualism and power
distance in the Bulgarian sample and with masculinity and individoalisthe British
sample.

Individualism, as the most robust and indicative dimension, appeared correlating
positively with independence (18%), popular / common (14%), security (5%), distinctive
(4%), and freedom (4%) in the British sample. Interestinglppsitive association was
observed between individualism and popular / common, contradicting previous research
findings. In agreement with earlier studies, family (18%) and community (14%)
demonstrated a negative correlation with individualism, in accosdafith the collectivist
values of the Bulgarian sample in which vain (14%) and ornamental (12%) were consistent
with previous research, linking them to a higher degree of power distance together with
status (4%) and dear (3%) despite their smaller primport

18% of effectiveness and 12 % of productivity found in the UK commercial further
supported the expected positive association with masculinity, and its negative link to frail
(3%) and sexuality (3%) in the Bulgarian sample was also confirmed. Tegiwablo
appeal was assumed to be positively related to uncertainty avoidance, however, the
opposite evidence was detected with 9% in the British sample and total lack of such an
appeal in the Bulgarian. Youth was expected to produce a negative correlation wi
uncertainty avoidance as described in previous studies. In contrast, both samples
demonstrated a relatively low result of 4% each. Other appeals associated with uncertainty
avoidance, such as durable, safety and adventure did not show a consisteint ttneird
relation to uncertainty avoidance.

Cultural differences between lewand highcontext can also be observed in the use
of the soft tunes of thesong played in the background of the British advertisement,
iWestlifeds FI yojwhichw&/a WKmombeér one/backgrs199€onveying
feelings of a cozy comfort and individualist solitude. The video is dominated by natural
coloures, typical for the countrysidenatural green, brick red and snow white with a red
object repeatedly appearing in dhaa details to express excitement and to avoid the
overwhelming effectof attracing attention and encouraging buyers to take action and
make a purchasén contrast the Eastern Bulgarian advertiser uses red in larger amounts to
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correspond to the emotidnaessage and to convey the idea of prosperity and good
fortune. The muted colours of the images convey the idea of richness and security and
serve as a neutral background for the dominant red which appears in all scenes. The loud
voice-over announcementare accompanied by the dynamic rhythm of an English pop
song played in the background.

Discussion
According to Hofstede (1991), higtontext cultures tend to be more collectivistic
and lowcontext would correlate with more individualistic character ofréiqudar society.

The current study found that family, nurturance, vain, community and ornamental
appeals are represented most significantly in the Bulgarian sample with an obvious
indication of the impact of collectivism and higher power distance of thigaBan
society.

The high power distance in the Mtel video ad is illustrated through an extended
family, in which everyone has their own status, and hierarchy is clearly défitleel
i mage of -uphee daguphmner , who i s ealfirneeadd ye xfpirvees
creates the idea that everyone in the family is caring and involved in her bringifidne
grandfather, as the most senior member with the highest authority, is welcoming the group
of Koleadri guests at the door. The grana t h e r I&ttusfisodepécted through her
positioning in the middle of the room ful
role, to make a new family and home, and to give birth to a new generation is represented
through the characters of the young couplehigirtnew home and the pregnant young
woman, followed by the scene of another couple walking their baby in the forest. The
father and the mother unwrapping presents in the last scene is an expression of their role to
care of material wants and to provide tving of the family. Ironic humour is used in one
scene onl vy, through the fatherads faci al
overcareful of her baby mother.

In the Mtel advertisement, the highly collectivistic aspect is expressed through clear
group and subgroups6 integration into a w
visual ovefv 0i ce messages and the use of ifwed e
appeal. The message is wordy, implicit and emotional with emphasis on the idedngf h
Aimoreodo of everything next year . The scene
unexpected guests proves the collectivist perception of hospitality, interpreted as loyalty
and commitment to the national group beliefs. The polychronic aspect e€toom can
be found in the opening verbal message fA°-
many), which conveys the idea that time is a process and being together and maintaining
the relationships is most important.

Higher levels of uncertainty avoidem may be seen in the excessive use of
decoration, movements, and gesturing, facial expressions, lots of details and plentitude of
characters who are groomed and well dressed, associating the Mtel product with a quality
lifestyle. The longterm orientationgets noticed in the scene with the folklore group
performing a traditional ritual, which is adapted to the modern context, speaking about a
pragmatic aspect of the culture and a tendency to save and invest to achieve far future
results. The children anti¢ young people are expected to take part in the family activities
and to perform a specific social role. Since the Bulgarian culture is extremely restrained,
the implicit message informing that iét he
unwr ap e usedaas anhllustration of the paradoxical nature of the global marketing
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communi cations, whi ch rel at es to the i de a
l acking {(deMowipadi3et y . O

The present evidence of appeals to effective, indepesdepopular/common,
productivity, natural and technological corroborate the low power distance in the Vodafone
commercial with the story of a nuclear family, consisting of parents and three children.
Symbols of special family status are missing and raesnsto be equally distributed with
everyone having their own tasks to complete. The father is responsible for building a coop
for the new Amembero of the family, the ¢
mother is responsible for keeping the hous# family member characters look more
independent and individualistic and are shown together in few scenes only. The low power
distance is projected in the simple way of life close to nature and animals and the lack of
luxury elements. The high individlistic character of the Vodafone advert is seen in the
looser tights between the family members with everyone making their own decisions and
taking responsibility of their own duties.
could be interpretd as an individualistic attitude challenging the common traditions and
norms. The monochronic aspect of highly individualistic cultures is presented through the
idea of the exact time of Christmas as a deadline for raising the turkey and the sequence of
the actions, logically connected in the video, finding information of how to raise a turkey,
building a coop, taking care of the turkey, and finally the Christmas dinner. The low
context communication becomes evident in the lyrics and the soft tunessoinidpglayed
in the background and the two written messages, the first appearing on the tablet screen at
the beginning of the video fiHow to raise
tease the minds of the audience and the second shown at¢theeen d wi t h t he i
recipe text on the screen of the same device. The only verbal message of thevepice
iGet c¢closer to the ones you | ove this Chri
sell appeal and i s a d d rnt ewrsdsdirattgwayt tgpicafi fpro u o
individualistic countries.

Masculinity is demonstrated in specific actions of the character of the father, who is
planning, creating, building, doing, meeting a deadline, completing and finding solutions.
The active verbs dermdta competitive and persistent nature. The lower degree of
uncertainty avoidance is illustrated by the closeness to nature and quiet way of life. The
means of expression are more simple, plain and casual without exposing too much
emotional attitude. Opengg to change and innovation, as a characteristic feature of this
dimension, can be seen in the family decision to move to the countryside, as well as to
raise their own turkey. It should be mentioned that the British culture does not possess a
specific préerence for long or sheterm orientation, therefore decisions have to be made
now and without reflection on the past or the future. The reflection is on the practical and
functional needs of the consumer. The sixth dimension of Indulgence is depidtedl in
Vodafone advertisement through the relaxed way of socialising and encouraging the
children to do their tasks and to take part in the family life. The weak control over the
family membersd own wants and behaviour [
culture, which is more sefjratifying and optimistic.

Conclusions and recommendations

Based on the findings and the discussion of this comparative analysis, it can be
concluded that the two advertisements contrast with each other mainly in term# of the
culturally specific individualistic and collectivistic approaches in addressing to the target
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audi ence. Bearing in mind Minkovbés (2018)
facet of individualism, it may cobeetivimcacde pt e d
i ts replicated di me n s i egnogp, colléctivism, | GiLgQ BeEhdasr t @
dimension of sefexpression versus survivdh@lehart &Baker, 2000and exclusionism

versus universalism (Minkov, 2007) could be usedtasng predictorgor indication of

cul tur al influence on advertising appeal :
replication in the GLOBE dimension seems to be an important predictor for cultural
impact, however it should be cautiously applied and interpretedaits i f i ct i t i ou
nature and | ack of coherence (Minkov, 2018
replicate Hof st ededs uncertainty avoidan
misleading, hence using it as a predictor of cultural impact onrtéging appeals may be
unproductive. In the current study, comparing the Bulgarian and the British advertising
appeals, the most indicative evidence of cultural differentiation was found in the British
individualist and masculine appeals to effective, pwdelence, popular/common,
productivity, natural and technological contrasting to the Bulgarian collectivist and
feminine appeals to family, nurturance, vain, community and ornamental. A significant
paradoxical distinction between the desired and desivedeevident in the single case of
popular/common where conventional, regular, customary and standard were expected to
associate positively with the values of the collectivist Bulgarian society. On the contrary,

the results did not show any indication gbr@ference for popular and common, however
unexpectedly a high percentage was measured in the British sample. Overall, cultural
components which reflect the characteristics of the Bulgarian commercial reveal a more
emotional approach, putting an emphasis the values characterising a higintext,
collectivistic society with an extended family, stable relationships, and identification with

the group, lots of verbalization and nonverbals, symbols of hierarchy, implicit messages,
emotional and spatial closess, and respect to traditions. In contrast, the Vodafone
advertisement employs an approach, which is more persuasive in an individualistic, low
context society using more direct and explicit messages with indications of searching for
information and plaming, privacy, orientation towards result and efficiency, openness to
change, time organisation, individual learning and problem solving. Taken together, this
work did not find any significant differences with the results identified in previous studies

and the theoretically hypothesised effect of culture on advertising appeals. Further
empirical research and exploration of cultural effect on advertising appeals could be based
on replication of T ebbettigigmandsevéral modelsdof cufe, dugha | i s m
as the Globe project, Worl d Values Surve
orientation of 2008 (which was out of the scope of this work) to ensure improved
reliability of results and information about cultural differences in advertising.
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Abstract. The paper draws at studying the conflict management processes of pedagogical staff
inthe Innoat i ve High school of AgricultureoTodor Rac
study how conflicts are managed and to develop instrument for conflict management of modern
educational policies. The main problems for solving conflicts have beenightghl The main
conclusions after study among 18 pedagogical specialists are that conflict management as a competency
is a professional engagement and concern of each individual based on his self study. Another important
conclusion is that half of the msndents in case f a conflict will not express their position, let alone
defend it.as there are no specialized trainings for the lecturers, that is why the number of staff showing
lack of asertiveess is so high. It is very important as teachers are sufgpdsgelop in pupils at school
assertiveness, skills to argument, flexibility in the points of view, alternative problem solving skills, etc.

Key words: conflict, conflict management competency, management of comnflicgation.
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Abstract. Innovations in payment methods around the world is picking up speed and a
developing country lik Bulgaria has more to do to keep up the pace. Research has showed the
direct relation between such innovations and economic prosperity. This study identifies which are
the opportunities for further innovation in this sector and which might be the badnieas of this
sector.

Key words: payments, innovation, Bulgaria, banks, debit card, credit card
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INTRODUCTION

Frame and White (2009) describeyp®ent innovation as any innovative way that
helps cut costs, lowers risk, or introduces an improved way of how financial system
stakeholders are moving value from point A to point B, or simply making payments.
Payment innovations stimulate economic groathwell as promote financial inclusion,
widen economic activities, and enhance international trade transaction (Napier, 2014;
Blach, 2011; Lerner & Tufano, 2011; Bilyk, 2006). Innovation in the financial sector
provides diversified financial services (RiN& Plekhanov, 2014), organized financial
intermediation (Johnson & Kwak, 2012), technological improvement (Michalopoulos et al,
2011; Valverde et al, 2007), and new ways for greater output efficiency (Dusa, 2014)
which ultimately leads to economic prosipe(Sood and Ranjan, 2015).

The evolution of payments in Bulgaria played a major role in the development of
Bulgarian commerce as well as connecting Bulgarian merchants to the rest of the world
and therefore, driving economic growth (Eurostat, 2020; BidgeFintech Report, 2019).
Over the last couple of decades Bulgaria took several significant steps in improving its
national payment system (European Central BaBKCB, 2017): the integrated system for
electronic transfers (BISERA) was started in 1992s@kiation of Banks in Bulgaria
ABA, 2019); the bank organization for payments initiated by cards (BORICA) was
integrated in 1995 (ECB, 2017); in 2003 the RINGS system was integrated (ABA, 2019);
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and as of 2008 the single euro payment area (SEPA) isnngpited (History and purpose
of the Euro, 2020).

According to the World Bank Development Research Group (2014) the overall
implementation of payment innovations in less economically developed nations, such as
Bulgaria, helps broaden economic growth ang$ée@mpower individuals financially. This
statement leads to the following research objectives of this study:

- To investigate how Bulgarian consumers are behaving when using payment
methods in their dayo-day life.

- To compare the current state of the Buigarpayment system with the
payment systems of financially developed countries.

- To outline the challenges and opportunities for payment innovations in
Bulgaria.

The research is significant for several groups including banking and financial
institutions aswell as governmental and ngovernmental organizations. All of these
institutions and organizations are constantly exploring new ways to satisfy the needs of
their consumers (Gabel, 2020; ECB, 2019) and that is why, they will be interested in the
findings of this research. This study will also provide useful insights to financial
companies that are looking to start their business in Bulgaria or looking to expand their
existing network in the country.

LITERATURE REVIEW

The Bulgarian National Bank (BNB) ihe 13" oldest in the world founded in
January 1879 (Stoyanova, 2016). In the same year BNB carried out the first transaction
with its involvement. However, the long history of the BNB is not a guarantee for
innovations in the payments fiel84tov, 198; The Volume Library, 19880nly in 1992,

First Private Bank, Tourist Sport Bank and BalkanBank started issuing their own local
cards. Just a year later Bulgaria had its unified card network BORICA established
(Campbell, 2009; Vending, 20D3This netwok served all the banking institutions, but the
system did not start operating until 1995 (Angelov et al, 2004). BORICA became part of
the network of Visa, MasterCard and American Express between 1996 and 1998. The BNB
established BORICA as the only providef payment services in Bulgaria which helped

for the system to be adopted by all banks in the country. BORICA started leasing ATMs
and POS terminals to the banks but progress was (Jloarana, 2015Colander, 2009).

By 1999 there were about 300 ATMssdethan 500 POS terminals and about 300,000
issued cards (GusevaRonaTas 2014).

On 5 June 2006 the IBAN standard for account numbering was introduced in
Bulgaria(Guseva &RonaTas 2014) The use of IBAN codes is regarded by the BNB as a
step towardsthe alignment of the national payment system with European standards,
allowing at the same time the further automation of payment processing in BE@Ba
2019). The yearly report &teCard i Masterindex(2019) sheds a different, more
optimistic lighton the Bulgarian payment innovations. According to the report 98% of the
population of Bulgaria owns a debit card, while 40% owns a credit card. Based on this
report Bulgaria leads the Balkan countries on debit card ownefsiviacedonia and
Serbia with espectively 94% and 79%.

E-commerce in Bulgarian is developing with a high rfatitom 2012 to 2017 the
annual growth of the sector is between 25% and 33% (Naidenova, 2017). Hotlever,
Bulgarian ecommerce market is still small according to a Global Bagaarch from 2019.

The report indicates that Bulgarians are spending around 81 USD per capita for electronic
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purchases per month which is one of the lowest numbers across the EU. With the rise of
the internet penetration, the ease and convenience ofeosliopping among younger
people is expected to contribute for the growth of Hoeeramerce sector which is expected

to grow by an average of 10.7% between 2019 and 2022. Cash on delivery is still the most
preferred way of payment for online shopping ifdauia. The statistics aboutoemmerce

are vital for this research becauseoenmerce is one of the most influential drivers for
payment innovationd/fyman, 2012; Allen and Gale, 1994)

The MasterCardi Masterindex also shows that neathalf (49%) of all card
payments as of August 2018 were made using contactless payment cards. Furthermore,
close to 60% of the consumers feel comfortable with paying contactless without entering a
PIN code. Therefore, MasterCard doubled the limit of-RtM payments in theountry
from 25 to 50 BGN in 201%ccording to Juniper Resear¢?012) consumers in Bulgaria
will choose between different payment methods based on the cost of the transaction.
However, another consumer research by Phyre, one of the leading mobile payment
applications in Bulgaria, there is another driver behind the customer choice, and this is
convenience and speed (Georgiev, 2019). These drivers are relevant to this research
because they ordinarily shape future payment innovafldasioglu, 2019Toarana2015;
Colander, 200p

A publicationfrom theEuropean Central Bank (2019) puts Bulgaria at the bottom of
a statistic for the adoption of card payments. The stats for 2017 show that there were just
18 yearly card payments per capita on average in Balglhie average for the EU is 135
and the top country in this statistic is Denmark with 366 yearly card transactions on
average per capita per ye@m the other hand, the Boston Consulting Group (2017) puts
Bulgaria in the top 10 countries with fastest wgimy card transactions per capita in
Europe. However, the report al so acknowl
economyi debit or credit cards are mainly used to withdraw cash from ATMs. In 2018,
cash accounted for 78.8% of the total paymentstaation volume, with consumers
frequently using cash for ddg-day, lowvalue transactions

The above presented literature review with its statistics and diverse data clearly
indicates that payment innovations in Bulgaria are happening but at a ratherasto
which is a signal for the existence of challenges to the innovations as well as opportunities
for further innovations. The primary research section aims to identify these challenges and
opportunities.

METHODOLOGY

The primary research of payment imads in Bulgaria was conducted through an
online questionnaire using a convenience sampling. The questionnaire was distributed
among Bulgarian citizens over 18 years old through social media platforms such as
Facebook and LinkedIn. The data was collectedvben March 2020 and April 2020. The
collected valid responses were 170. The questionnaire consists of different type of
guestions designed to obtain the needed information about the Ttyicprimary data
analysis of the opportunities and challengesp@yment in the Bulgarian market is done
through simple statistical frequencies analysis. This is the most suitable tool for analyzing
the data form the research since it helps to summarize the distribution of the collected
answers (Ekstorm and Sorensedl?2).
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RESULT AND DISCUSSION

The first part of the questionnaire aims to evaluate the payment preferences and
habits of Bulgarians. One of the most interesting aspects of the study is how frequently
cash is used for regular transactions. The majorithefrespondents 33.5% indicate that
they use cash-2 times per week whereas 25.3% indicate that they use cash several times
per day. These findings support the alread
Loyal 6 economy. T hest is the usé of \aalioasmypeas bf cavds foridaily e
payments. Nearly half of the participants 49.4% use cards several times per day, another
20.6% use cards-2 times per week, and 15.3% use cards once per day. Having in mind
that most online shopping inuRarian is done through cash on delivery paynt€atev,

2015, the use of cards is mainly related testore purchases. The further evaluation ef in

store purchases sees that the majority of the study participants 45.9% use contactless cards
and 23.5% se mobile applications. These findings suggest that new alternative forms of
payment are being accepted and used by Bulgarians.

The overall preference towards cash or cards is clearly in favor of cards as 78.8% of
the respondents identified cards as tpeaferred method of payment. However, this result
contradicts with the frequency of making payments with cards found in another part of the
guestionnaire. Thus, it becomes evident that there are some barriers for using cards more
frequently. Still, when tb respondents are given a wider set of options it is clear that the
study participants are open to alternative forms of payment as 45.9% chose cards as their
preferred option but nearly the same amount chose cash and mobile applications with
24.7% and 24% respectively.

According to the research results to this point the use of alternative forms of
payment is clearly in the minds of Bulgarians. This is supported with the finding that more
and more people will not buy a product or use a service if theyhatreoffered an
alternative to paying with cash. Nearly half of the respondents 49.4% indicate to a various
degree that it is likely for them to not buy a product or use a service if there is no
alternative to cash payment. Furthermore, it is clear thiag usobile applications through
smartphones for payments is an option that Bulgarians are using as 63.9% from the
respondents have made a payment with their smartphone (only two people indicated that
they didnot know such a pmpostethan halff afsthe p o s s
participants 55.3% who have not used their smartphone for payments think that it is likely
for them to do it in the near future.

One of the main barriers for payment innovations is the security risk related with
new methods of payents Payment Methods Report, 2019; Tapscott, 2018; Rumicho,
2018). Interestingly, the predominant part of the research sample in the study 71.8% think
that alternatives to cash payments are not a security risk for their money. This shows that
security isues are not a barrier for the adoption of new payment methods. This contradicts
with some report and analysis related to payment innovatigitgl Challenges of the
Bulgarian Banks, 2020; Trifonova, 2016; Clifford, 2003). This is probably the most
significant finding of the primary research and it definitely needs further evaluation.

Another interesting aspect of payments is the likelihood for unnecessary spending
related to different forms of payment methods. Most of the respondents 42.9% consider
thatusing cash leads to unnecessary spending. Contactless credit and debit cards are next
with 18.8% and 14.7% respectively whereas 11.2% consider that paying with mobile
applications results in unneeded spending. Furthermore, most of the research participant
93.5% and 57% agree that mobile payments are growing and will continue to grow as well
as that mobile payments aid personal badgering. However, the study shows that people
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believe that cash, as well as various types of cards, will not disappear abé wiled in
the future.

The primary research results indicate that indeed Bulgaria is a country that is
embracing new, convenient, and digitalized methods of payments. The study demonstrates
that consumers prefer and feel safe with using alternatives loircaiseir daily life.The
results show that half of the respondents use bank cards several times a day. This is a
global trend confirmed by recent researches such as the Payment Methods Report (2019).
The technological improvements and convenience are@rttee main reasons for bank
cards to be the most preferred way of paymémtKinsey (2018)shows that cash
transactions on a global scale dropped from 89% to 77% in just 5 years. On the other hand,
the payments with a credit or debit card for the sammghéncreased almost twice from
5% to 9%. The report explains that it the next 5 years consumers will use alternative
methods for cash payments even more often.

The finding that consumers prefer to use contactless cards corresponds to the trend
of consumes carrying less and less cash, and are often unwilling to pay the additional cost
of using ATMs, as well the inconvenience of having to conform with the physical locations
of ATMs (Runnemark, Hedman, and Xiao, 201%he Payment Methods Report (2019)
showsthat VISA plans to issue 100 million contactless cards in the US alone, confirming
their growing popularity among consumers.

The research showed that consumers are negatively influenced by the lack of
different payment options offered by merchants. Thisfurther compounded by the
observation that Bulgaria is in one of the last place$ (18 of 28" in terms of number of
POS terminals per 1000 people among 28 European countries (Ernst and Young, 2016). It
is safe to say that Bulgarian customers aile reit used to having card payment as an
option and this is definitely an opportunity for merchants to positively affect their sales by
offering such an option.

Security and identity concerns are a ve
money.Huh et al. (2016) found that the biggest concern for nonusers of AppléReayof
the biggest payment platformg the security risk Similar results were confirmed by
Creative Strategies Incorporatio20l§ who identified trust as the main reason for
consimers to not use mobile payments. However, most of the research participants state
that they donodt feel |l i ke cash alternative
finding as security issues can be eliminated as a barrier for introduomgonms of
payments and other barriers should be investigated. One such barrier found by the primary
research is the lack of options offered by sellers.

The results from the research give an insight in the consumer behavior when it
comes to payment methodad how likely are for innovations to be adopted by them in
Bulgaria. The findings form the survey should motivate financial/banking institution as
well merchants to take into consideration the value of payment innovations when
designing products or praling payment options. By understanding this consumer
thinking they can encourage innovation in their organizations and motivate consumers to
spend more. They may offer more options to complete payments for people that say that
they will not use a servicer douy a product unless there is an alternative method to cash.

159



This would give businesses and merchants better understanding about the spending habits
of their customers and help them better plan their business activities.

LIMITATIONS AND RECOMMENDATIONS

Our research faced several limitations. The research was mainly distributed in a
similar demographic group given the time constrains and budget limitations. This was
caused mainly by the channel of distribution which was predominantly social media. What
is more, the amount of acquired answers is small when compared to the samples size.
Therefore, our conclusions are acquired from a small number of Bulgarians with similar
demographic background, hence may not correspond with Bulgarians as a whole.

Another inportant limitation to the research is the global pandemic of CEGMD
one of the most disruptive economic events in the new century. It must be stated that as a
result of the pandemic it is very likely to see a shift in consumer behavior and how people
interact with money and payment methods. What is more, the primary research was done
in the peak of the pandemic in Bulgaria around Makphil 2020. As a result, it is highly
likely that the research results are affected by the pandemic. However, ityisdifault
to evaluate how exactly they are affected because of the lack of relevant research data on
the topic. Some financial specialists predict that the fallout of CEMDvill create new
habits in consumers and may change permanently the wayepadptact with their
money, boosting card usages anrcbenmerce (Nedev, 2020). Therefore, this subject must
be further researched after the pandemic is over and the economic situation stabilizes.

Further research should be related to the behavior, pnefsehabits, and views of
merchants and financial professionals. This would enrich the analysis of the topic with data
about how open are businesses to invest and introduce payment innovations and develop
different payment solutions. This can be done ughoquantitative research with online
guestionnaires or qualitative research with structured interviews.

CONCLUSION

Bulgarian consumers are up to the global trends in terms of payment methods and
are adopting cash alternatives with one of the highest rateEurope. With the
improvement and advancement of technology and more accessible internet and
smartphones we see that users have developed habits and some level of trust in the new
payment methods. The research identified a bright future for the payrdastry which is
in its early stages of implementation in the Bulgarian society. The opportunities are
countless for innovations in this dynamic sector. Even though the research showed that for
now bank cards are the most preferred method of paymentwilisdefinitely be
challenged by startups in Europe and across the world.
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Abstract. In the curent study we delineate the most significant factors that influence byer
decisions when selecting a mobile operator. A survey of 508 customers of mobile operators in
Bulgaria was conducted. A principal component analysis was performed on 9 variables grtesume
have possible i mpact on buyers6 preferences.
analysis to measure their impact on the level of satisfaction. The results suggest that the items
included in the second c¢ o mpalthowih tess inRenbeartadreo n s hi
becoming of almost equal importance to the core service attributes comprising the first component
APerceived i mportance of tariff plan benefitso

Key words: Consumer Behaviour, Telecommunications, Mobile operators, Bulgaria

INTRODUCTION

The transformative power of technological progress and communication
technologies is reshaping diverse aspects of the global economy and is catalysing the
economic growth. 95% of the population lives in areas covered by a mobile network (ITU
2016). The global trend of constant increase in the Internet usage through mobile devices
determines a new era of social networking, mobile data interactions, and digital sales.

Bulgarian telecommunications market developments are also affected by the global
trends. The Bulgarian telecommunication sector is likely to remain highly competitive in
the future as there are three strong physical network providétsl (currently rebranded
to Al); Telenor and Vivacom. The intense competition among the three omaman be
confirmed by the fact that they have similar market shares. According to the latest data
provided by The World Bank (2018) at the end of 2016 the mobile cellular subscriptions in
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Bulgaria have reached the number of 125.834 per 100 people. 217 3.69 million

people have become mobile internet users and the forecasts show that their number will go
up to 4.18 million in 2022 (Statista 2017a). The Bulgarian market is characterized by an
extremely fast growing smartphone user penetration Ira022 the figure is projected to
reach an impressive 62.44% share of the total population, compared to 30.29% share in
2014 (Statista 2017b). By the end of 2018 all mobile operators have made significant
investments and upgrades in the mobile networkisthere is a great focus on the mobile
broadband offerings.

In order to be in pace with the dynamics of the telecommunications landscape
telecom companies should be able to develop a broad portfolio of additional services that
upgrade their current capab#s. This will enhance their loaggrm values and will build
new revenue opportunities (Basole and Karla 2012).

Undoubtedly the rate of creation and implementation of innovative digital
technologies across the globe is rapid. The telecommunication teglaso (mobile
service artificial intelligence, broad cloud services) are dramatically changing the way
people live, work and interact with the environment. The telecommunication industry plays
a crucial role on empowering the digital revolution. The mkedade of digitalisation will
look emphatically distinct from the antecedents and telecommunication companies must be
well qualified to take superiority of this transformation by shifting their approach (World
Economic Forum 2017). These trends will prosok f ur t her changes in
and requirements. The potential for future development of the industry might be straiten by
treating the customers in the old fashion way, inconsistent with their newly formed
expectations (ITU/UNESCO 2017). Accorditigthe Broadband Outlook 2016 released by
Telecoms Intelligence (2016) the most important current priorities for telecoms in
i mproving their customersd online experien
performance; subscriber behaviour anabjtinstant customer engagement and support;
network and customer cyber security defence; and providing premium services.

The significance of the topic is established by the need to further develop the
potential of the telecommunication sector. Trendsudised above need to be studied if
mobile providers are to reshape their operational and strategic approach. Only thus they
wi || achieve in satisfying customersd newl
circumstances trigger mobile operators torcledor new niches. Only such a proactive
orientation will lead to increased competitiveness and profits. Consequently, the
telecommunication sector should consider all opportunities determined by the trends of the
demanding business environment. Whateyg ln terms of the growing expectations of the
customers is to upgrade the approach of the mobile operators instead of treating the clients
with old technics and methods. The purpose of this paper is to critically evaluate the
constantly evolving buyer bakiour patterns caused by the vast and quick transformation
of the telecommunication sector.

The following objectives were set to accomplish the purpose of the investigation:

\ Obj ect i Veeinvestigate the factors inducing an impact on the buyer
decision of the Bulgarian customers of Mobile providers and the relative importance of
each of them.

\% Obj e ct iToexplor€the magnitude of influence of these factors on the
level d satisfaction.

164



\ Ob | e ct | moeutlinedfurther areas of improvements and contemporary
investigation issues.

REVIEW OF LITERATURE

The fast rate of constantly developing technologies pressures the companies to
invest in improvements in the neivk. The rapid development of technology
advancements and the converging standards in the telecommunication sector trigger the
commoditisation of the service components and force the network operators to reduce
prices (Hasbani et al 2009). For examplethigir study about retention strategies in mobile
telecommunications Jeng and Bailey (2012) point out that phone service quality has
become a hygiene factor for the satisfaction of the customers. However, providers continue
perfecting their performance te lable to offer affordable and high quality services. They
work on upgrading their core connectivity infrastructure to shift to 5G networks as data
usage is increasing tremendously. Networks are continuously rationalised through
improving the spectrum effiency and fibre infrastructure.

For many telecom operators it is a preferred practice to set-uptaiscounts and
charge <customers higher for out coming C.
studies addressing the tariffediated network effectglaim that in general larger
companies apply enet discounts in order to compete with smaller rivals making them less
attractive (Hoernig 2007; Cabral 2011). Another effect ofnen discounts is building
barriers for the entry of new operators (Calzatal Valletti 2008). The results of
Zucchini, Claussen, Trug (2013) suggest that large network providers are more
predisposed to offer enet discounts. In contrast, other recent empirical studies support
the opinion that setting low prices of -oet callsshould be adopted by smaltale
operators. The logic behind this opinion is that this will help them to acquire and retain a
bigger customer base while ensuring larger profits coming from high pricesmétofalls
(Haucap and Heimeshoff 2011). On ththey hand, other researchers claim that global
network effects are not equally increased by every customer acquired by the company.
Rather than that a significant role play the decisions of small local groups known as calling
clubs, comprising friends, falp or colleagues (Birke and Swann 2010). According to
(Corrocher and Zirulia 2009) emet discounts have become unappealing for large mobile
providers due to the fact that consumers tend to form calling groups anyway. Moreover
consumers are not completeftional when estimating the proportion of future calls made
within and outside the network and recent studies show that they prefeatdatriffs
(Lambrecht, Seim and Skiera 2007). According to Haucap and Heimeshoff (2011)
customers edhfbeteantiiprice biaso-ndoreff est i n
net discounts or are making worse decisions not in compliance with their needs. In general
consumers feel exhausted and distressed when they are about to choose a mobile provider
and a tariffplan (Harrison et al. 2011). To acquire more customers mobile operators are
making constant efforts to reduce the price of the tariff plans and to offer bundles of
customised solutions. Companies develop new tariff plans in order to meet the extremely
heteogeneous consumer needs and to offer a desirable combination of benefits. These
actions result in tariff complexity and lead to huge spending for promotional marketing
campaigns (Temraz 2010). Tariff complexity is increased by the high number of services
offered in one plan. But it should be investigated and carefully estimated how much
complexity the customers may tolerate and what is their ability to make rational decisions.
Moreover tariff price reduction causes price wars between competitors angjestiayal
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customers who appreciate the added value of an offer rather than the low price. Especially
on markets characterized by pseasitive customers companies have to reduce the focus
on price and shift the attention of the customers to other b&nefit

Offering a broader range of specific services to new target segments will add value
and leverage brand loyalty (Corrocher and Lasio 2013). Instead of getting entangled in
endless price wars companies should seek new opportunities for adding valwetfolie p
of less complex, tiered services for tiered segments of customers (Payne and Frow 2005).
Companies should aim at differentiation angaositioning strategies when needed (Kotler
and Armstrong 2010). According to Strouse (2004) even customeedangarketing is no
longer an efficient differentiation tactic as it has become a survival strategy. An emerging
alternative for differentiation in the telecommunication sector is to offer innovative content
and services. The author gives as example theailan mobile operator EuroTel. To
differentiate from the competitors the provider offers a combination of service alternatives
which has increased the average annual revenue rate per customer by 5%. The company
has introduced an option for wireless bankntactions. Additionally the operator has
developed relationships with advertisers which benefit all stakeholders since subscribers
receive credit for each SMS advertisement received.

Communication with the frontline service personnel in high contactcesnis the
one of the main sources of building customer loyalty and competitive advantages
(Lovelock and Wirtz 2011). Since mobile services are complex and-facétied from the
initial evaluation of the customer through the entire customer life timetfadace
engagement will always be compelling. The impulse buyer behaviour could be provoked
by the actions of the sales persons and by promotions. The impulse sales will ensure
gaining new customers instead of letting the clients visit the competitatsmeake
comparisons (Pride and Ferrell 2013). Additional efforts in sales personnel trainings will
positively enhance the experience of the customers and make it remarkable.

The level of customer satisfaction is one of the most important performance
indicabrs in an intensive competition environment (Turel and Serenko 2006). The Market
performance indicator EU 28 MPI, the composite index used for ranking measuring the
consumer s assessment of 42 goods and ser
cluster among the ten least performing service sectors (European Union 2016). The
consumersd evaluation of the market compor
insights about the performance of the markets and the level of customer satisfaction. Since
2013 the telecommunications sector is not keeping in pace with the improvements made in
the rest of the service sectors. In 2015 the telecommunications market had the worst
performance among all service sectors in terms highest proportion of customers having
experienced a problem. According to the respondents the detriment resulting from unmet
demands and problems is the highest among all services sectors. Gerpott, Rams and
Schindler (2001) state that high level of consumer satisfaction leads to high prpludibil
staying with the current service provider. The level of satisfaction impacts theelong
relationship with the customer base (Rai and Srivastava 2014). According to the results of
a survey in Bangladesh (Saha, Islam and Hoque 2016), Telecom demould
continuously upgrade their services satisfaction of the customers in order to have a chance
to retain them and to attract newcomers.
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METHODOLOGY

Research questions

The scope and sequence of the research questions influence the complexity of the
research design and the statistical analysis. Based on the aforementioned in the
introduction objectives of the current research the following research questions were set

up:

RQ1: What is the relative importance of factors influencing the choice of alenobi
operator?

RQ2: To what extent these factors predict the level of satisfaction?
RQ3: What factors are important for the future development of the sector?

Data collection

Data collection was accomplished in a one month peridicbm 10.05.2017 to
10.06.2Q.7. During this period 508 respondents completed the questionnaire. The survey
population comprised customers (current and potential) of all mobile operators in Bulgaria.
The questionnaire was distributed in 51 stores of one of the mobile operators named
Telenor. Telenor stores are located in 25 Bulgarian cities, in different districts with diverse
number of residents. The survey covered different type of stores located in Shopping
MALLSs, street shops located on the pedestrian zones and neighbourhoodSitarene
of the researchers worked as a Consumer Sales department manager in Telenor, as part of
his responsibilities he had a direct access to all the stores in the country. Thus, a high
response rate and at the same a respondents base on a nat@wedde assured (Lewis
Beck, Bryman and Liao 2004). Initially, an online based guestionnaire was chosen as an
instrument for collecting the required data, as this approach allows avoiding geographic
limitations and enables the researcher to contact a largber of respondents for a short
period of time (Saunders, Lewis and Thornhill 2012; McNabb 2015). However, the final
decision was to distribute only hard copie
stores which helped in tracking the opimiof not only current but of potential customers
of Telenor as well. Another advantage of this choice was that many customers of other
mobile operators completed the questionnaire as they entered the store to pay the bills of
their relatives or friends;over e wi |l ling to find more info
The distribution of the respondents among Mobile operators was as follows (Table 1):

Table 1 Distribution of respondents

Operator Number of Percent of
responses responses | Percent of case

BOB 25 4,3% 5,1%

Mtel 132 22,6% 26,8%
Telenor 286 48,9% 58,1%
'Vivacom 142 24,3% 28,9%
Total 585 100,0% 118,9%
Subscribers with more than one SIM card 95 15.57% 18,70%
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Data collection Instrument
The most recommended instrument for exploratory or aroglal research is the

selfadministrated questionnaire, because it enables the researcher to investigate the opinion

of large number of respondents very efficiently (Saunders, Lewis and Thornhill 2012). The
first version of the questionnaire was devebbjpy the authors in English language. Then

it was translated into Bulgarian language as the study population consisted of Bulgarian
customers of mobile operators. Several groups of questions of different type and having
different purpose were included ihet questionnaire. The first one aimed at defining the
status
previous provider; number of SIM cards; period of using the services). The next group of
guestions was develegd to gather information about factors that influence the opinion and
decision making of the customers like influential channels of information; influential
attributes and characteristics. The last group consisted of demographic questions.

customer so

1.1 Data analysi

current

and

pa

st

experie

To accomplish the objectives of the study the data set was analysed using both
descriptive (frequency distributions, the spread of the data set) and inferential (principal

component analysis and multiple regression analysis) statistics. Kolme§oriowos test

wa s

performed to check the scoresbod
normally distributed (Table 2).
Table 2KolmogorowSmirnov test of normality
Items Statistics N Sig Skewnes Kurtosig
Importance of factors influencing tldecision when selecting a Mobile operator
Fast and qualitative inter).288 |508 .001 -1.032 -.126
connection
Excellent coverage and |.302 |508 .001 -1.344 1.217
quality of conversation
The store is on convenient for|.246 |508 .001 -.666 -.891
me location
Price of the mobile phone .251 |508 .001 =717 -.841
Customer service in the store [.328 [508 .001 -1.163 .228
Most of my relatives and frien¢.248 |508 .001 -.707 -.803
are subscribers of the Mobile
operator
Good and inexpensive tariff pl|.337 508 .001 -1.302 .885
Unlimited minutes included in {.336 |508 .001 -1.248 272
the tariff plan
Quantity of MBs included in th|.321 508 .001 -1.132 -.034
plan

Note: Significance threshold = .05

However, according to Field (2009) in large samples (N>200) even devétions

di

stri

from the normal distribution could lead to significant3Ktest results. Therefore, to
quantify normality with numbers the exact skewness and kurtosis scores for each item

were inspected. Their values, interpreted in conjunction with thesparmeling PP plots

and histograms, additionally prove that data were significantly-noomal. Non
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parametric tests were performed to analyse the impact of demographic and behavioural
variables on the respondent s 6swhenachoosinga on O
mobile operator. The row data was coded in Microsoft Excel. The analysis was performed

by using IBM SPSS 23.

FINDINGS

Sample characteristics

In Table 3 are presented the basic demographic characteristics of the survey
respondents. As exped, the majority of the respondents fall in the working age
population and only 3.5 % are in the 66+ group. Male and female respondents are equally
represented.

Table 3 Sample characteristics

Item Number of Percen|  Std. Deviatior| Variance
respondent
Age 1.02¢ 1.05¢
18-25 76 15.0
26-35 182 35.8
36-50 156 30.7
51-65 76 15.0
66+ 18 3.5
Gender .50( .25(
Female 259 51.0
Male 249 49.0
Total 508 100
1.2 Factors influencing the decisiomaking process
Table 4 illustrates the anki ng of the factors that
decision to select a particular mobil e ope€e

listed as possible reasons and the respondents were asked to assess the importance of each
item using a 5 pointating scale. The set of variables consisted of major attributes and
features that affect the servicedos appeal
researcherds practice.

Table 4lmportance of factors influencing the decision when selecting a Bobil
operator

Mean Standard deviaticMannWhimey Kruskal-Wallis '/_2 test
U test
Gender IAge Subscription
duration
Good and inexpensive |4.21 1.096 30848.500 1.849 4.097
tariff plan
Excellent coverage and 4.18 1.079 31672500 3.254 7.348
quality of conversation
Unlimited minutes 4.09 1.295 32202.500 28.786~  [3.528
included in the tariff plan
Customer service in the [4.09 1.227 29522.000 3.951 15.050+
store
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Quantity of{400 1.353 32229.500 35.793~  [1.061
in the plan

Fast and galitative 3.95 1.308 28998.000" 16.745~ 8.232
internet connection
Most of my relatives and3.70 1.402 30309.000 3.561 23.43%

friends are subscribers g
the Mobile operator

Price of the mobile phon(3.69 1.428 30135.500 1.391 4.510

The store is omonvenien|3.67 1.418 30520.000 1.928 6.048
for me location

Notes:1. Coding: 1 less important, 5most important; 2. Significance threshold = .05, ***p
<.01,**p < .05; 3. N=508 for all items

MannWhitney U test was used to explore the influenceasfdgr; KruskaWwallis
2t est was applied to test the i mpact of r
results of KruskalWallis /2 test indicate that the subscription duration impacts the
respondent s6é evaluati on oofr st:h efi Gunsptoorntearn csee
t o (/2= 45.050,p=. 00 3) and fAMost of my friends
oper §1=@3481,p=.001). Age is having a significant impact on three of the factors:
iFast and qualitat i(/2286.74, pt.e0rOn2e)t, ciiolhmleicniitoe
included i n (/242&786tpar 00 1) pamdofiQuantity of
p | &/8=85.793p=.001). The effect sizes and the managerial implications of these results
could be examined in further studies. The Higance results of MantVhitney U test
show that gender i mpacts the respondentsbd
factors-iFast and qual it atpF.032). Womendind fiast conneaionn e ¢ t
more important than men but the sfgrant result refers to an extremely small effect size
(U =28998.00, z =2.112, r =.09).

A Principal component extraction method with a Varimax rotation was applied to
give further insights of the findings and to determine clusters of the itemsnaithgethe
customersd choice of a mobile operator (Te
correlation coefficients were visually scanned to check the pattern of relationships and no
variables causing a problem were detected. Additionally the\althe correlation matrix
determinant was checked and was confirmed that its value .068 >.00001- K&yer
Olkin measure of sampling adequacy (KMO) was applied to test the fit of the model. The
model of interrelation was comparatively solid as KMO79 and according to Field
(2009) the result could be considered as meritorious. The diagonal cells of thmgeti
matri x which represent the individual KMO
of sphericity  (36) =1352.20p<.001, pointecbut that correlations between items were
large enough for conducting a Principle Component Analysis. The convergent validity was
confirmed since all factor loadings are >0.50 and are averaging out to 0.7 for each of the
factors and there is a high poséicorrelation between the item and the factor (Gefen and
Straub 2005; Urbach and Ahlemann, 2010) is considered high if the loading coefficient is
above.

An analysis was run to calculate the eigenvalues affiliated with each linier factor.
The first two compnents were retained as they exceeded the recommended by the
Kaizerb6s criterion value (>1) and expl aine
the components (<1) were discarded. The effect of the orthogonal rotation optimized the
component arckécture and the comparative significance of the components was balanced.
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After rotation the first component accounted for 33.95 % of the variance and the second
component accounted for 19.93 % of the total variance. The decision to retain the first two
conponents was justified by the large sample size; the results from the scree plot and the
Keiserb6s criterion to keep only components

Table 5Rotated component loadings of 9 survey items

Component 1 2Communality
Quantity of MBs included in the plan .83 .7Q
Unlimited minutes in the tariff plan N .6(
Fast and qualitative internet connection 72 .59
Good and inexpensive tariff plan .64 A2
Excellent coverage and quality of conversations .63 .45
Price of the mobile phone .53 .34
Convenient location of the store 79 .65
Most of my relatives and friends are subscribers ¢ .70 .5(
the Mobile operator

Customer service in the store .67 .55
Eigenvalues 3.05¢ 1.793

Percentage of total variance 33.954 19.96
Cronbachbés al pha .806 617

Loadings => .40 Varimax rotation

Both components represent two distinct underlying layers, each of them being
internally consistent. Six items loaded onto the first factor (see Table 5). To enhance the
clarity oftheanal ysi s the first component was | abe
benefitso due to the fact t hat the items
customersd demands related to the price/l
conpanies in the telecommunication sector have invested in their core strengths first. The
severe competition in the sector has pressured them to invest in improving the network and
decreasing the costs. According to the results the price/quality ratio ofatlie
components is essential for the choice of a mobile provider. The relative importance of
fiQuantity of MB6s included in the planodo i s
access for various purposes; the rising popularity of social netwamkisthe tremendous
growth of smartphone owners (Chernofsky 2016). Other chief factors comprising the first
component are related to the quality of conversation and the Internet connection. The
mobile providers on the Bulgarian market offer similar netwasknponents quality and
coverage and these factors have become hygiene for most of the customers. According to
the results the price of the mobile phone holds one of the bottom positions among the
determinants influencing the selection of a Mobile operdibrs result is consistent with
the results of Profit.bg (2010) showing that when choosing a mobile phone 60 % of the
customersdé6 pay attention to the price but
price of the mobile phone can be includedthie pospaid tariff plan and monthly lease
instalments are spread out during the whole contract period. Usually operators offer this
option for purchasing a mobile phone only at the beginning of a new contract period. On
the Bulgarian market Telenor the sole provider which allows the customers to lease a
new mobile phone with a pophid tariff plan along the duration of the contract
(Telenor.bg 2017). The company offers an Upgrade service for customers who wish to use
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the latest smart phone each year

Three items having equal importance for the choice of a Mobile provider loaded
onto the second component: AfCustomer servi
friends are subscribers of that Mobilkte ope
is evident that these items determine the added value that each mobile operator could
provide to the customer and differentiate the provider from its rivals; thus it was named

iRel ationship determinantso. No wiagdbeyorsd we &
the basic customer requirements and these trends are confirmed by the analysis as
customers rate high the importance of #fACuUsSs

companies are investing in the development of their online services ¢hef ithle instore
experience remains significant for the highly personalized emotional relationship with the
customers. Not only the quality of the physical environment but the quality of the
interactions within the store could serve as a valuable ditiaten

AMost of my relatives and friends are s
factor ranked relatively high by the respondents (m=3.70). One possible reason for the
importance of this determinant is that according to our results one fiftie gEspondents
use more than one SIM card to take advantage of the tariff plan benefits of several
operators. According to All channels interaction (2010) almost one third of the phone
owners use more than one mobile phone. The number of the phonedepseds on the
groups the user communicates withfamily and colleagues for example. Thus the
customers form several mini loyalty groups. The last factor ranked by the respondents that
|l oaded onto the second componesutcouldbefiLoce
explained by the fact that there is high overlapping of the store locations among the
operators and their number and a high number of stores.

Impact of the factor scores on the level of satisfaction

A multiple linear regression was perforthe t o predict partic
satisfaction (Tabl e 6; RQ™ 2) . Mo d e | 1 is
ifnPerceived i mportance of tari ff pl an ben.
dependent variabl e #fLnmovbkeill eofo pseartaitsofradc twaosn
point rating scale and both scores were standardized (m=0, SD=1). The overall mean of the
response values represent a relatively high level of satisfaction. (m=3.97, SD=1.091). The
preliminary analysis ensured that thaxvas no violation of the assumptions of linearity,
normality and multicollinearity. Both predictor variables had a significant medium effect
size correlation (R= 4p <. 00 1) with the outcome variab
significant regression eqtian was found (F (2; 505) = 48.0@1s .001).

Table 6Regression analysis: Dependent variable Level of satisfaction

Independ [Model 1 Model 2
ent
\variables
Unstandardiz 8Standardi Collinearity [Unstandardized |[Standa | t Collinearity
Coefficients - Statistics Coefficients rdized Statistics
zed Coefficif !
Coeffi
nts .
cients
B Std. Beta Toler VI B| Std Betg VIF
Err ance |F Erro To ler
or an ce
Constant (3.97 .04 96.6 3.68¢
62
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Perceived| 36 .04 |34 8.35
importan 1*
ce of tariff
plan
benefits
Relations |22 .04 |21 5.12 [1 1 .20 .04.19 4.666198 [1.03
hip 5
determina
nts

Age -.01 .04-.01 -.294.88 [1.13
Gender -.07 .09-.04 -.856.99 [1.00
Employm .01 .04.01 .317.95 |1.05
ent status
Subscript .09 .03.12 2.938/94 |1.06
ion
duration
Model
summary
R .400 419
R2 .160 .176
lAdjusted |156 .166
R2
St. error  |.966 .960

df 2 6
N 508 50§
F 48.00 17.80%
1‘

Note: Significant at 1% level

=
=

.35 .04.34 8.063.95 |1.05

The predictors explain 16% {R.16; 99% CI [3.86, 4.08] of the variance in the first
model. The intercept line is at 3.97, and this is the current level of satisfaction. The model
predicts that every unit of increase in thetficomponent would lead to .34 units increase
in the level of satisfaction (Cl .25, .47). Changes in the second component would lead to
.21 units added to the predicted variable (ClI .11, .33).

In regression Model 2 (F (6; 501) = 17.8@7x .001) four addional Independent
variables were added to the components. As opposed to the initial model, the second one
does not improve the ability to predict the dependent variable since-rasioFis
significantly smaller and €hange [4; 501] = 2.44 = .047 is gqite minor. The results for
gender, age, education level (p >. 01) are not representative of the true population
value and their confidence intervals cross zero. The fourthfabt@u bscr i pti on d
(p = .003) does not exert much influence de dependent variable. The second model
predicts that every unit of increase in the subscription period would lead to .12 units
increase in the level of satisfaction, but the precision of the estimate is poor since the
confidence intervals (Cl .01, .17)eavery wide and do not indicate a practical effect. In
summary, the second regression model explains 17.6% of the variance compared to 16% in
Model 1 and the change of the amount of variance is negligiflel{ge = .016p <
.05).

CONCLUSION

Contributio n and managerial implications

The analysis of the empirical data and past research highlighted significant for the
telecommunications sector findings. A broad area of recommendations for the industry
players and ideas for future research directions wetlened. Additionally, the network
component sd& i mp amaking patterns of eeustdnmers isedectiogna mobile
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services provider was explored. According to the respondents the top influential attributes
of the mobile provi dexpesside taiff glaa (ms=4.24)r Exceller® o o d
coverage and quality of conversation (m=4.18), Unlimited minutes included in the tariff
plan (m=4.09) and Customer service in the store (m=4.09). The whole set of 9 attributes
was split into two principal componen The further developed regression model predicted

that both components have a moderate effect size on the level of satisfaction. Regression
Model 2 with four additional variables did not affect the outcome significantly. The
findings suggest that theeitms included i n t he second
determinant so, although Il ess in number, art
core service attributes comprising the fir
benefitso).

The possibiliies to upgrade the importance of each of the components are limitless
as the ICT sector is developing rapidly. The popularity and growth of smartphone usage
provide diverse opportunities for the telecoms. One potential area of diversification is the
consumeroriented Internet of Things (IoT). For example, relatively niche products as
fithness bands and smart watches increase their penetration rate. Consumer demand for
building smart homes, businesses and cities is increasing (Deloitte, GMCS 2017) and this
these trends will contribute to growing revenues in the Telecom sector. Service providers
in Telecom industry should evaluate the external opportunities and match these with the
internal strengths and weaknesses to create potential options for strattpesdf by
appropriate and detailed development plans (Wilkinson and Kannan 2013; Goodman and
Dingli 2017).

When defining the direction of the strategy, service providers should develop
strategic capabilities on different levels (Johnson, Whittington, Snobdoles 2008).
Developing of the capabilities internally includes leveraging the existing and creating new
ones. In the environment of a matured Bulgarian telecommunications industry with
bundled offers combining services such as TV, fixed broadband, aoitalata, a great

opportunity is the digitalization of a si
wi || facilitate the customersd experience,
unit.

The external development of the capabilities dnquisition of new services is
another path for setting the strategic direction (Hitt, Ireland and Hoskisson 2012). Together
with digitalization of the services and interactions with the customers, Mobile operators
could start offering financial service$his will lead to generating a fresh flow of new
customers in this saturated industry. Mehta, Steinman and Murphy (2016) suggest that
companies should invest in research on how t@alpand crossell their customers in
order to avoid churn and to ensuveth higher customer base and generated revenue
(Mehta, Steinman and Murphy 2016). In order to remain competitive Mobile operators
should invest in digital transformation. The availability of new digital technologies gives a
tremendous potential for imprimg the operations as sales and billing. Social media
channels could also be used to serve the customers directly. The next steps in customer
satisfaction should be built on top of satisfied need and wants. Future research in this
direction is strongly reommended as customers are expecting more than just services and
products. Constant evaluation of net promoter score (NPS) will ensure regular information
about strengths and weaknesses of delivered services, which will outline the directions for
improvemat and further research.
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Limitations

The extensive review and analysis of past research outlined additional issues
contributing to the overall customer experience and satisfaction which were not included in
the analysis. According to our results both comgnts derived from the PCA account for
53.88% of the variance. This limitation might be overcome by including more items, like
customer complaint handling, switching costs, design and content of the website of the
company, aftesales service, product vety, loyalty programmes, etc. Furthermore,
analysis of the perceived by the customer s
Another limitation is that the results of the research can be generalized only for the
Bulgarian telecommunications markedr for countries having similar economic
development and cultural background.

Recommendations and future research

The findings of the current paper prompt a lot of ideas for future research some of
which were discussed above and in the previous secti@areT$ a broad range of topics
that could be explored: switching behaviour in the telecommunications sector; strategies
for stimulating the impulse buyer behaviour, building a loyal customer base, human
resource management, tariff complexity, etc. Futasearch in telecommunications sphere
should be focused on strategies and operational tactics enhancing the customer experience.
Emphasis needs to be placed on the relationship between the customers and the company.
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Abstract. The paper explores the attitudes and perceptions of Ukrainian F&B
professionals towards the Michelin Star System, as well as their willingness to incorporate
Ukrainian restaurant business to it. The qualitative study revealed that Ukrainian chefs and culinary
directors are aware of the system, its higlality standards and the benefits it may bring to the
nominated restaurants. The overall attitude of the intervietegemds the system is positive since
they acknowledge that Michelin is an excellent tool in terms of modernisation of gastronomy,
enhancement of the quality of service and serving as a benchmark for culinary comparison. As main
barriers, Ukrainian chefsoint out the political and financial environment of the country, but also
the readiness of the local customers to consume Mickelél product.

Keywords: Michelin star system, restaurants rating system, perceived quality, Ukraine,
food and beverage indtry, restaurant business, Ukrainian chefs, perception (recognition) of
Michelin.
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1. Introduction
Nowadays, the foodservice industry @ansidered to be a subject to investigations in
the hospitality field(Allen & lomaire, 2016) Modernisation of the restaurant business

178



establishments and innovation of <cuisines
food preferences and requirements (Mazoetoal, 2018). As a result, restaurants
differentiate from each other through different rating systefasnjinsky and Polozov,

2016) which are evaluating and recommending their services, considering the perceived
quai ty as a primary el e mdgGhihHsiodg, 20t7uMoteovere r s 6
restaurant businesses participate in competitions in terms of providing their visitors and
inspectors with an unparalleled experience of -fimeng (Movahed, 2018) The
competition, the same as the main factors of the food industry, directly depends on the
geographical location, agricultural capabilities, general situation of the state, such as socio
economic and poiital stability(Gordon, 2017)

Among the numerous restaurantsd ratings
remains as the most famous and internationally recognised guide (Lane, 2014). Besides, it
is indicated to be syngnmous to quality cooking and cu
(Aubke, 2014). However, among 15398 restaurants, located in 35 countries which are in
the Michelin stars list (Michelin Guide, 2020), there are no Ukrainian restaurants. Chefs
around the world &lieve that the appearance of their restaurant in the Michelin Guide is a
matter of honour and privileg&ubakti, 2013) Though, Ukrainian chefs are still waiting
for Michelin inspectors to judge restaurant business estaldistsnin UkraingBorisov,

2017) For the past years, Ukrainian researchers and journglatsenko, 2019;
Lesuchen, 2019h a v e been paying attenti on to Uk
innovative ideas, but not to their visioof the Michelin system and how it works.
Moreover, there is a lack of consideration to the current situation of the Ukrainian food
industry that mi ght affect the restaurant
central question of thisresearchs t o di scover and evaluate
about the Michelin star system, their preferences and expectations, to discuss and analyse
their perceptions of the system whether it would be beneficial to the Ukrainian F&B
industry and image.

The abovestated aim might be decomposed to the following four objectives

fTo explore the influence of Mi chelinos
restaurant business in Ukraine in particular;

1 To analytically evaluate the recognition of the Michektar system among
Ukrainian chefs;

I To examine the perceptions of Ukrainian chefs regarding standards and awards

provided by the Michelin star system

9 To discover the reasons why in Ukraine there is neither Michelin star restaurant

nor Ukrainian chef witiMichelin stars.

The study fills a significant gap in the literature, because of a total lack of restaurant
ratings research across Eastern Europe, former Soviet Union countries, and in Ukraine in
particular. Moreover, the findings may serve as a basigdsing awareness among
Ukrainian chefs about the Michelin star system and its benefits both for the restaurants and
for the F&B industry. Finally, the study provides certain ideas for enhancing the restaurant
product of Ukraine, thus improving the courdtrg i tam thg feod industry landscape.

2. Literature Review and background of the study
2.1 Restaurants rating systems
Generally, the F&B industry is considered one of the most fundamental and
profitable sectors in the worldDorfman, 2014) Food and beverages comprise a
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significant part of the overall experience in tourism (Dixit, 2019). Besides, gastronomy
constitutes the social and cultural aspects of the local lifestyle (Jia, (2020), thus providing
new perspectives forthems umer s t o Atasteodo the |1 ocal t
regard, restaurants and other F&B outlets contribute a lot to the unigque guest experience,
but also the overall destination image (Moeran and Christensen, 2013). Following the
recent trends, fabhas become a kind of attraction to the tourists, and chefs have become
celebrities (de Albugueque Menegulal, 2018). This modern concept of gastronomy
appreciation is strongly supported and enhanced by the numerous restaurant and
gastronomy rankingand rating systems.

Usually at the core of any restaurant r
foodd and qu aMaliert(3096,0pf 158) elaimsithditeQu al i ty of t he
determined by features like presentation, portion size, smell a st e dhetefore,e xt ur
therating company considers additional details such as food decoration, dastgress,
awareness of dining occasion, and delivery of specigleéss(Jia, 2020). Lanzakt al.

(2016) indicate that those factors danspected by external representatives of different
systems, journals, channels, brands, etc., i.e. third party inspectors. On the other hand,
Karminsky and Polozov (2016) advocate that the rating should be based on the opinion of
society and lead customets visit a particular restaurant, i.e. perceived quality or
customer satisfaction.

In terms of perceived quality measurement, there are several main models, such as
SERVQUAL, (ased on Parasuraman, Zeithaml, and Berry, 1983NESERV,
(developed byStewens, Knutson, and Patton, 199%nd Meal Eating Establishment
Experience Instrument (MEEEI) (developed by Hansen, 2ibt)stand out from the rest.

All of the above models deal with sets of certain criteria that measure meal service quality
andcustomer8 di ning experience (Jia, 2020) .

Restaurant rating systems provide third party judgement, and the opinion of their
inspectors can act as a measure of the quality of food and service €Tiatj02015).

However, the criteria of evaluation might be quiteerse, even some of them not clearly

stated, or just subject to the particul ar
2013). The reward dimension may have a specific design, for example, numbers or points,
A-B-C grading, narg,eftdrs. c | ighto col o

Presently, there is a wigange list of available and known restaurant rating
systems. For example, Christensen and Pederson (2013) examine the two of the most
familiar-t he Mi chelin Guide and the SanlstPel |l egd
Both rankings evaluate restaurants by judging cuisine, services, and environmental area,
but by applying diverse methods of assessment. While Michelin is based on an
accumul ative evaluation by mystery @atgspert s
estimates innovative thinking and creativity of restaurants and bars (Christensen and
Pederson, 2013).

Another restaurant rating system is examined by Panchendratagn (2017)-

Yel p rating system that i s b aste tecormnmends u mme
establishments with quality hygiene and ambience. Additionally, Yelp system has been
created in California as a local restaurant booking system and social network with dining

as the primary purpog®emon, 2010)

Also, Blank (2007) presents the Zagat system as an American company of
recommendations that are guiding food tracks, cafes, and bars the same as restaurants by
conducting surveys of local visitors. The Zagat Restaurant Survey evaluates restaurants
based o three criteria food, decoration and servi€eiu et al 2014).
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In some countries (e.g. Great Britain, Bulgaria), there is a mandatory state
categorization and ratings of restaurgi@EUC, 2019) based orestablished accd@ation
standardsHowever, such national systems might serve as barriers for any internationally
recognized standards, because of available controversial details that do not match both
systems.

Nowadays, with the advancement of internet technologiestl@adoopularity of
pl atfor ms, online ratings have become prev
Thus, thecombination of information implemented on the internet and ranking results of
gui de systems i mpact on cafesencesmd sesvites bne h a v i
quality presented by the food industry (Dixit, 2019).

Finally, the one most potent standard of hygiene and safety for restaurants is
implementing European Law of Hazard Analysis and Critical Control Points (HACCP). In
fact, any retaurant rating systems would not let recommendations to restaurants that are
not following this systenjDankers, 2007)

To sum up, food quality and rating systems are one of the most influential factors on
the reputation of th restaurants. They encourage restaurants and chefs to adhere to the
highest standards and constantly improve for broader recognition.

2.2 Michelin star system

Michelin Guide, or also called Red Guide or Le Guide Rouge, is considefet! ds e
mostwidelyref r r ed t o r est aur aanddsfingg toibefdec hierf stbh e uw a
that evaluates culinary experience (Lane, 2014, pp-2383. Michelin guide originates
from a French Tire Company and was first published as a guide in 1900. Later, in the
1920s 1 was further developed and converted from a tour guide for car travellers to
independent gastronomy gui@fubke, 2014) As a result, in today's world, there are 2155
restaurants with 1 star Michelin, 382 with 2 stars, andr&8thurants that own 3 Michelin
stars (Michelin Guide, 2020). According to the research of Boland (2020), countries with
the highest number of stars are Japan and France.

Michelin representatives (2013) indicate that they aim to upgrade travel and fine
dining out satisfaction by nominating hotels and restaurants in categories of quality and
comfort by inspectors and updating awards each year. Michelin inspectors are a carefully
selected group of trained professionals from different countries, with thty abitaste
and judge. Johnsost al (2005, p. 172) mention that thereisnoformuligtc cr edi t a't
s t a n d, avhiah snight guide chefs to the anticipated starHowever, all inspections
can onl y sstuugdgye stth eti arNefilerthelgsdlichielin operst@ demonstrate
its specifications, which they focus on when visiting a restaurant, such as quality,
techniques, flavour, chef personality, the participation of guests, and financigl aast
2017)

Usually, geests are familiar only with stars rating from one to three as the following
Figure 1 demonstrates. Figure 2 evidences that Michelin represents other qualifications of
the system, such as fACoverso fork and spo
that is awarded for a carefully prepared meal applying fresh ingredients, and Bib
Gourmand as the symbol of higjuality food served in the restaurant. Those symbols
relate to hotels and restaurants, which have been assessed by the same specifications, but
the star has not been received. Although, as a result, the establishment was recorded in the
Guide (Michelin Guide, 2019).
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&3

MICHELIN STAR

Coveted by many chefs but bestowed upon only to an excellent few.
Getting a star (or three) could change the fate of a restaurant.

&3 ERE3 ERERER

High quality Excellent cooking, Exceptional
cooking, worth a detour cuisine, worth a
worth a stop special journey

Source: Micheline Guide, 2019

Fig. 1. Michelin star symbols

COMFORT AND QUALITY

(RESTAURANT)

Quite Comfortable Very Top class Luxury in the
comfortable comfortable comfort traditional

style

Source: Micheline Guide, 2019
Fig. 2. Mi chelin ACoverso symbol

Generally, limited sources are exploring the impact of the Michelin star system on
the F and B industry, according to Kiatkawsin and Sutherland (2020). However,
undoubtedly, the Mihelin Guide has a tremendous effect on food innovation, gastronomy
tourism and culinary culture (Jia, 2020).

2.3 Ukrainian F & B industry

Ukraine is the central geographical point of Eurgftbala, 2011) and the third
largest 6od exporter in the world. Since it holds 33 % of world fertile black soil, it has
received the name o(Aslubdy20ibdnethasnmegdid) theeUkrdirbaa s k e t
food industry proves to be an investmaititactive fatory, also because the local
government would rather ensure financial support in agriculture and export in order to
develop a profitable growth and safety of the coufiimgkymchuk, 2013)Accordingly,
most of the early studs (Emerson, 2006; Semenenko, 2017) are focused on Ukrainian
agriculture and food export.

Nowadays, an increasing number of articles and investigations show interest in the
restaurant business development in Ukraine, its competitiveness and prospects, and
modernisation of Ukrainian cuisine by a new generation of chefs. For example, Hirnyak
and Glagola (2018) define that restaurant business is one of the most emerging markets in
Ukraine, despite the notorious factors like financial capabilities of themasto currency
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fluctuations and economic stability in the state. The Ukrainian restaurant business has been
forced to dynamically recuperate during the past four years after the national revolution
that led to the political and economic problems in 202815. As of 2016, the number of
restaurant establishments reached 57 696, where 6 544 are enterprises, and 51 152 are
entrepreneurs, taking into account that data might not be accurate because it is
continuously changing. According to one of the travelljuides, the Bradt Travel Guide
(Evans, 2007)in Ukraine the most significant number of restaurants for different tastes are
located inthe capital Kyiv (see Figure 3)

3000
2665
2500

2000

1500 1304

1062 1056
1000
659 676
o 523 60 57 08
- 30 21 s 248
125 116115
. | l -
Kyiv Lviv Odessa Dnipro Kharkiv Zaporizhia
1849 1022 1854 479

O Restaurants, cafes [fFastFood 1 Bars, pubs, clubs

Source: Hirnyak and Glagola (2018, p. 72)
Fig. 3. Number of different kinds of food businesses in the largest cities in Ukraine

An important note regarding the segmentation base is that the Ukrainian customer
pays high attention to the financial factor: cost of the relevant services and value for
morey. Ilvashyna (2018) draws attention to the fact that in terms of pricing, restaurants are
divided into the following categories: low with an average check around 100 UAH (3, 4
euro), middlei 400 UAH (13, 6 euro), and elitefrom 800 to 1200 UAH (27, 240, 8
euro) where the elite category of restaurants is less functional in the industry today. In
terms of different types of restaurants and cuisines, the Ukrainian customer would rather
pick a particular product (meat, fish, or seafood) than the typeisihe (lvashyna, 2018).
However, for the past years, restaurants of national cuisines are activeltgpnégeling.
According to the Ukrainian ARestaurant Gui
this way: Ukrainiari 36, 8 %, Frencli 21 %; Italan, Caucasian, Japanéseé, 9 % each,
and all others cuisindgs1 8, 5 %. Additionally, the type
be a Ukrainian restaurants trend today as this idea comes from foreign chefs who come to
work in Ukrainian restaurants. Ari@r main specification of restaurants, which Ukrainian
customers notice, is the quality of food and ser¢Malinovska, 2014) Considering the
Law of Ukraine @AOn amendments to certain
based on the Law AOn food safety and qual
importance of implementing HACCP system has been described and called for execution
in order to follow European standards of food safety and qu8dpdaryev & Sinichkina,

2014)
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Ukrainian journalism(lvchenko, 2019)presented the number of Ukrainian chefs
who have distinguished themselves in innovation and modernisation of Ukraine
gastronomy and restaurant bussies Mor eover , it opened chef
improvement in order to follow world trends, Michelin standards, or for other reasons.

For example, in 2018 the Michelin guide mentioned Chef Yaroslav Artyukh of
Kanapa restaurant in Ukraine as repredengtaof ideas of modern Ukrainian dishes. He
saysiwWe need to stay on trend and cater.

di shes, serving (@Geh 208)0One yaar kter pheyrinteiviewed ©hef
lurii Kovryzhenko on modernising Ukrainian cuisine. He believes that Wksainian

¢ h erespdnsibilities to implement new culinary traditions in order to invite generation
today for unique gastro experience of improved Ukrainian food (Goh, 2019).

Anotherfamous restaurateur, Valeriy Biletsky stated that Ukrainian restaurants are
considered as a business point rather than a comfortable place with a delicious menu
(Orlova, 2019). However, chef Biletsky also confirms that it is in a period of development
andopportunities (Trach, 2017). The biggest issue is the education of potential employees
as there is a limited number of modern culinary arts institutions in Ukraine. Unfortunately,
mo st of those scheache®ohoesfahdtamibesygungio td d a
generation goes abroad to seek education and job opportunities (Trach, 2017). Other
factors that might affect the potential development of restaurant business in Ukraine,
include, but do not end with: economic stability, the dependence of nastsawn product
inflation, deficiency of experienced and professional workers, and hesitation of employers
to invest in staff training to improve Ukrainian food industry in gengtaida, 2016)

In summary, we could concludhat the local government pays more attention to
agricultural investment than to restaurants and tourism development in Ukraine.
Nevertheless, Ukrainian chefs are attempting to modernise the local cuisine at the world
level and recognition. On the othernitlh Ukrainian consumers become more open to
innovation and pay attention to the quality of food and service. But one of the problems
remains the education of the new generation in terms of culinary arts and gastronomy
knowledge.

3. Methodology

The researctprocess involves methodology practices as a scientific system that
allows analysing collected primary information for a current topic to attaining previously
set research objectivé®liver, 2010) Current paper aims to evaleat Uk r ai ni an ¢
perceptions of the Michelin star system,
Ukrainian gastronomy and the general situation within the Ukrainian restaurant business.
However, as identified in the review, the research on thessees is limited or absent.
Therefore, we adopted an inductive research approach: an individual exploration that
displays developed theories appearing from newly collected (§éatthew & Sutton,
2004) The analytical tool forthis research is the qualitative method, which was
represented by conducting sestriuctured interviews. Considering the lack of previous
research and discussion on the topic, the stmctured interview provides flexibility for
both (interviewee and iatviewer), as well as opportunities to obtairdapth answers
divided into different subsectiorfaltinay, Paraskevas, & Jang, 2015; Albala, 2011)

Data collection happened in the period'®4 December 2019 till the™ of February
2020. Participants required 20 to 30 minutes to complete the interview, consisting of 16
guestions. As a result, the final data comprise of the 7 full interviews. Eligible respondents
were chefs or culinary directors of Ukrainian natidiyatir citizenships, who are employed
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among the most famous restaurants in Ukraidskb. participants were provided with
Information Sheetand writtenConsent Forméefore the interview process. The research
received ethical approval by Cardiff Metropolitdniversity, UK and Varna University of
Management, Bulgaria.

4. Results and Discussion
Table 1 displays respondentsd sample pt
preferred to not record information of age and years of experience. In sum, all paticipa
are citizen®f Ukraine and work in the gastronomy field. The only exceptidi vgho has
different nationality but he assures that he has Ukrainian citizenship and long term of
experience within the local restaurant business.

Table 1.Sample charderistics of interviewees

Intervi | Age Gender Nationality Job Years of Experience

ewee Position Experience abroad

Code

11 33 yearsold |Female Ukrainian Culinary 15 years Yes
Director

12 - Female Ukrainian Culinary - Yes
Director

13 27 years old | Male Ukrainian Head Chef | 15 years Yes

14 - Female Ukrainian Sous Chef | 22 years No

15 26 years old | Male Ukrainian Head Chef | 11 years Yes

16 39yearsold | Male Ukrainian Head Chef |23 years Yes

17 26 years old | Male Azerbaijani Head Chef |9 years Yes

Discussing thgerceptions of Michelin Star System begins with questions regarding
chefsbd experience within Micheliddningimanut er ms
tasting. Only one of the interviewees stated that previously had an internship in the
Michelin kitchen. However, 6 out of 7 interviewees visited restaurants awarded by the Red
Guide in order to taste the menu. This fact indicates that chefs are curious to visit such
restaurants for their professional gastronomy experience, but external factors dike vis
regulations and labour requirements might hinder Ukrainian representatives of the
restaurant business to get a job or internship among starred chefs. The failure of most
Ukrainian chefdo gain experience in Michelistarred restaurants could be an inigeor
the authorities to pay attention to the problem of the working visa regime of Ukraine for
Europe and other countries.

Still, all respondents confirmed their awareness of already known facts about the
system like 1- 3 stars rating, higiguality standards of food and unique menus in
appearance and flavour. Moreovid,stated that Michelin i One of t he most
restaurant r Cn tthie otiger land$ toesidered Michelin ad . . . t oo mt
show and not bdtalboisaidiilbis & weltknown ienchmark of standards

. Sugprisingly, some of the interviewees did not want to answer this question because of
personal reasons. Our conclusion is that most of the participants consider the Michelin Star
System as a benchmark of juat y and chefs6 opportunity
However, they did not mention details about other types of Michelin awards, such as
ifiCoverso, Plate Michelin symbol etc. (Mich

In terms of the desire to obtain Michelin stars, th@oadents formed two groups of
viewpoints: 12, 13, 15 who want to obtain a star but are not sure if his/her restaurant is
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matching Michelin standards, aid, 16, 17 who wish to get a star and are confident that

they are addressing all requirements. Odlystated that she does not have the desire to

hold a star based on the evaluation system that Michelin implements. A feasible example is
the special remark d6, who wishtoownastarbdat. . . t hi s titanic wor
unfortunately, the Ukraigin consumer is not ready yet for this guide, even though many
chefs could get Tha&atementadds o the issuecatioutshe eeadinagss

of Ukrainian customers to appreciate such restaurants, but also to their financial resources
to do so.Additionally, 15 claimed that it is hard for F&B establishments to follow
perceived quality standardsé . because Michelin restaurant
guide requirements from the very beginnin
However, here is no previous investigation of confirmation that Michelin requires unique
building criteria for restaurants or their design, so I5 opinion may show his/her
exaggerated vision on the system, and hence, his/her reluctance to utilize it.

Next questionsleal with the importance of Michelin kitchen standards for Ukrainian
restaurants. Six responders deduced that those standards have to be applied by the local
restaurants and chefs. Howewdr protested with the argument, that Ukrainian restaurants
are ateady following European HACCP system. Indeed, following the standards of
HACCP is considered a fAmusto for all rest
food quality and safetyShafiur Rahman, 2007HACCP might be aoesidered as a crucial
step to earn world recognition, but its standards do not have any direct relation to the
Michelin Star System, hence, should not be taken as a factor.

Still, most of the participants think that Michelin kitchen standards might insprov
food quality and would encourage using only fresh products on a daily basis (16). Plus,
they would serve as an excellent tool, which has to be implemented, in order to develop the
culinary industry in the whole country (I7). An interesting opinion ofstites that
Ukrainian F&B industryfi . . . is still building restaura
status quo, it is not physically feasible to do in connection with the flow of people and the
speed of delivery of diThithsatementBatectedthat thare e g
are operminded Head Chefs with a critical perspective on the gravity on the situation, but
not losing motivation to improve it.

Regarding the lack of Michelin stars in Ukraine, we discovered various points of
view. The fundamatal reasons were inevitably connected to the general situation in
Ukraine in terms of economic and touristic issues (I4 and 17). However, some answers
consider the problem of not following perceived quality standards and services. For
example)3indicated thatfi | f t h ey whestirdwouwdsbs. étkirk it is a problem
of the country in general. Not a lot of Ukrainians at all knows what Michelin is. Plus, if
there would be such restaurants, prices would be super high and a lot of people would not
c 0 me Also,. agcordingtothe 6 A Mi chelin Guide did not |
for mer USSR due t o Alcaited ropirgonsi affect the disteyndang . o
peculiar market and cultural characteristics of Ukraine, that have not been academically
touched before. This gap might provide a good direction for further research, but also
delve deeper into the reasons behind F&B strategies in development both in Ukraine and
other countries from the former Eastern bloc. To our knowledge, nowadays, Bothad
only country of the former USSR (Conquest, n.d.), which is presented in the Michelin stars
list.

Additionally, interviewees were asked to suggest particular actions for restaurants
and chefs to join the Michelin system. Most of the answers statéJknainian chefs do
have the professional competences to enter Michelin. The necessary steps should start with
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improving economic stability and tourism of Ukraine (17) that has to be done at the
national level (I5). Also, implementation and controllingpdequality is compulsory (14,
16). 11 emphasized on the change in the way of thinking for Ukrainian to be ready for
visiting Michelin fine-dining.

The last interview section contains questions about the impact of Michelin Star

System on the Ukrainiangasb nomy and chefs®é innovative
an essential part of the investigation because those are the factors directly connected to
career success, performance of restaurant

goals and plan@Vanget al, 2011). Like most of the previous topics, these issues have not
been investigated before in Ukraine. The major population of the sample stated that
Michelin has a high impact on Ukrainian gastronomy because it is a culinary benchmark in
termso f guality, service standar disrepliehthal c he
currently, there is no impact because it is a lot of responsibilities and needs to implement
new skills among the restaurant team. The overall attitude of the responderttemthiat
Ukrainian professionals are optimistic and ambitious about the Michelin Star System
implementation in their country.

Finally, interviewees were asked about their inspiration process: what might
influence their cooking style and if they are usiMichelin standards for modernizing
Ukrainian cuisine. 6 out of 7 participants confirmed that Michelin restaurants enhance their
ideas. However, no one mentioned that Michelin is the field of inspiration. As sources of
inspiration respondents pointed outadjty products, place of cooking, temper, season,
books, travelling, and nature. Still, Ukrainian perception of cooking is far from creating
art. Rather, they consider it mostly as business or regular activity.

5. Conclusion

Michelin Star System is recogei$ as one of the most famous restaurant rankings
worldwide, along with other rating systems, aiming to evaluate the quality of service and
the customer experience in the restaurant business. Current study explores the attitudes and
perceptions of UkrainianF&B professionals towards the system, as well as their
willingness to incorporate Ukrainian restaurant business to it. Although the country has
remained outside of the coverage of Michelin, Ukrainian chefs and culinary directors are
aware of the systemtsi highquality standards and the benefits it may bring to the
nominated restaurants. The overall attitude of the interviewees towards Michelin is
positive since they acknowledge that Michelin is an excellent tool in terms of
modernisation of gastronomynkancement of the quality of service and serving as a
benchmark for culinary comparison. As main barriers, Ukrainian chefs point out the
political and financial environment of the country, but also the readiness of the local
customers to consume Micheliavel product. Still, all the respondents are motivated and
ambitious and are committed to working for the improvement of the restaurant business in
Ukraine. In this regard, entering the Michelin Star systems is one of the numerous
challenges to overcome ¢ims long-term pathway.

The study is exploratory by character, being the first in the field and this national
context. Therefore, it has a lot of limitations. The small size and limited scope of the
sample are the major ones, followed by the restricte@ frame for data collection.
However, they may also serve as directions for future research. A potential priority of the
new studies could be larger target populations, like restaurant owners, representatives of
public authorities, as well as other staéklers of the F&B industry. In terms of
geographical coverage, the research might stretch to other former USSR countries to

187



identify whether they experience similar challenges and if there are any useful practices to
implement. Additionally, the study maytilize other research methods like questionnaires
targeting Ukrainian customers and citizens to uncover their awareness and opinion whether
they are willing to have Michelistarred restaurants in Ukraine.
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cOLodlsdjlsts dz® bbtdL 0. vj BGeEMdOswlk §tsdkj dd ¢
i LHOHjddls] s RcwOsO bkktedhlsdyimsd tjmzend.
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Gy Hdls] &O kktedLiO ©BjSlkd d fMiedlsdw. uwhdslkts
BOh OB dzd ddzo jMsdydd. ! SteOHd Istso O &Oh OO MGt Odz0
tOL YdlsO Hts etz BO Mlsjfjd dzO© EdeOfmdzj v dzdlsiy tBJ
OQolsj dzsd ydetsmilsls ©.

sdzt ysod Mmizakgj d3j deded Isj dzv j dzyd d, WOoClststed  dzO
dqdzis j e dzOydtsdzOdzdL Oydw, ddzHdoadHEZOdzdL Oydw, tOL detstsB

Abstract: The current trends in accessing and using anthropogenic tourist resources in
Bulgaria are determined by many factors that influence the development of tourism. They cause
changes in both the demand and offering of maadle tourist resources. Theaquity and the nature
of the sites change. There are tendencies to increase their number and diversify their nature. Newly
created sites and events created especially for the needs of tourism appear increasingly. However,
their construction and organizaticequires largascale investments. Therefore, it is difficult for
Bulgaria to compete with other countries and will continue to rely heavily on inherited sites that
help us preserve Bulgarian authenticity.

Key words: current trends, environmental factorglobalization, internationalization,
individualization, diversification, complexity, innovations;

1. J3JlrrreiRre
. bdzstestsej dzded sy IskztedPs duEg NS Hd, ] iz dzidzd v
Mi LHOHjdzd Bl AtOlO, SCtsdkts MO ftdedzj S Olsj dzd
MO &slsdes L O bikztedhmsdujmMSd §i skzeoOddw, ytejL
ddzis j 6§ Mdls qd®) s efffn toj OdzdL dcOl ¢ sdesBd uj M d
]l LOCBdsH O] dzdzOIs©® EZtcjHB O MO HIJWJddedteOdzed d |
dokj decdzgs f OBj sded yd dz0@ Sk dzskztcOlO, S kZzdsktdats daC
fOR] sdzdydlsj dzO disldzls i OQ @z d OBE Izjzls Z cdetsls 5 dzO fr
dbdzstesf 56 j dedzdlsj IskwdmsdujmMSd tj Meztefd MO
MdMmlsj B8O dz0 SlsHdRO d kkzdL BOA ()1 sfse O, 1993
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2O bkzttdL B0O. 1 o) ¢ dzjOiN s @O, Mme
smMsdkise (2013) , fsCOL 90O, Ud
6l LSO f bkttdmsduimSdlsj HJ 2 da
ud i fdzj H o Erjds Oftetefj Hfcfzagddisf CoOYYdtsl . 1) o ol L CO
tsls dzts Maldisj dyd dzded Isy Isj dzH § dzyd d 9 kfMmetwWo Odz Ists (

sldasdlsj dzdzts dzj L Ofyj ¢ 2O O. 1 tsBdzj B s j M.
tcOLoadlIsdj &zO0 biktedmisdyd MSdw B lsOdzh . 10 fmioe
sztedMmisd ud MCdw tslistc Gl thite tsydig ttid YDTgts emtsilsHl) dsedizd o
slsdesmdlsj dzj dz - OtcOC s to. [ B d ¢ dzts o1 j5dztsc i jd dzef of L s
LOodMmd &ssmls ©lk jMmisjmseskts Mmd, $O0Ckts d Il H
BSGE Ol HO GREBHdES]Isfitkzdd §JjttdsHd. tcfheY azdlds t
J Hdzs o toj d3j dzdzts dz0y j IMfigsC i depo sMis@X g L Otc Oy
sztedmisdyj S d Hd Misd dzOydd COolts fj ftcj ot M (
COLftesMistcOdzn o Ols © t©OLoadoONdlky Mmj, Stsdkts Ml
ftodL 30O dzO T otishigtiss)j detg figlsfds.dzO dzdzd

U dzH j dzyd dls g MO bttO2dzd JjHdSsMsydzed dL d
sBjCldlsy, ftsyjmdlsj d wodjddw ko ofhdjHMhissd]
WOoClktsted . JAtsdp'ddsi  jdpjtsf WO W ddzd e © € OIsts fjtedvw s
oz dtcOded LAOGHIsdztsdzts oWtSs teddD f tc O o dzj ded 4 ddzd dL d3j o
sBd CIsd, Wodgjddw d sy md. uddH jdzyddlsg

olststesMmisj f j dzdgd, COCIts d dzgO© detsed d i hjMmlsej
fstcOHd tcOL dstecsHdzdY d HJdZOGOYJHDO POk § s
i hjMmlse jddlsj fMted H swa J dzj sBrsHddB@BsS HO M,
] SLdzZ0o Odzj ss dz0 Ml o tcj d3j dzded Is § Isj dzH § deyd d d d3¢
ftod dztsy dets L dzOyj dzd j .

AjdzisiEd dzOMmlsswh OO fEkBddSOydw j HO BOteS
iy 0o Odz sts d dLftsdzL 9 Odzj sts dzO Odzlstetsf 56 J dzdzd Is
ftojL zOh jIss Mmi oatcj d&3Jd J . IBjSl dO dLMmdzj Ho Odg
ey Mzteid, O fwjHbBil MO Ml otej Bj dzdzedIsj Isj dzH j dz
dzOh Ols© Mlistc ©dzO.

1tod ] dBO U Mize Qe O IstojIsts v Mmists o [otetsf O (M
Blots?2 d tcOL destsBtcOL d § &ZO0 lsCtdlsd f Od3d Is dzd y
dzj HodYy dd3d G Od3d sdedyd dzO CEdzZlskztcOISO 9o 11 dze Ote
sBh ddzmCd dkzrjd Mmi Ml nteOdfyed@is (Erizedglsvgitc detfls y
(http://www.unescebg.org/culture/buich/)

2. 4] ¢J1rRrR vr1irr1ARrRR

sktedL a3l Is J slseo stej dzO mMdMmis j O, Cvwists
9LOdhsH ] 2MIsa 4 mMim MejHOISO Mmd. 1 stcOHd Istso
Odzstetsf ts¢ J dzded Is J to jlsiplaca(fils d iy © M Sdis H o td¢ tedpijc d dzO
dmiststed yd MS d, GjitscteOlW MS d§ & dzif £ tsaiafs,d3d i MG & s dzts
Hy BscteOW MC d, fsdzdisdyd MS¢ d, L OC tsdzetsH Ols j dzdzd , Is
WOClsted MO oL OddsMmoel toL Oded d odaddy v sk figd iy ldzd ) k
tej Mztemd COs fOttOdj Isted Is d eodzdwdzdwilsO dd3
W sted3d tc O J H dzO C i3 dzj ¢ M dzO, tcOL deste hedz® ©. H
O dzZlstetsf sG j dzdzd Is | sztedmMlsduyd MS¢d tJ Mtemd f sdzOMmY
s tsls Mo swwshHds®E@lsyg i3 HO fsodzdwwl oi tehlz |



fsMmlsOow o Mddzdzd L Osdhmddshls d daj dckicdshls.
o sW MswOdz® M hs MOC cuOiejedt O&EsEhno 1 figts |
IZsCOdzdL Oydtsdedzd W OCIststed fisof{dpdetis ez Waji hdde Cetd i
@OwjH M fdqesHddlsj bkktdhmisdujmMSd tjmktemnd.

si 5 dOMlsswh dw dwsdjdls o HJkOKdydskss
OdZstesf 5¢j dededlsj IskwdmisdyuiMSd toj mMkzemd o 11 d
Isj dzH § deyd d

2. 1. 1 sodh O Odzj 20 GBOWwhHp tk) AEO JO dzlf 6 i tiz
sztedMmisdud MSd toj Mkteid L O dkyxHdljy d&O bkktd
vsOLd s dzH g dzydw md sBEkMdzOe W sls  dzOtec O Mmde
9 0dedwWIsO. | twOLddyddlsjy tBJSIsd Isi tefj dzj Ist
9 LOoadMmMddshmls s ¥ OLOIOswds@ idiL dep@zEdd'tc O
kdujmSd fLsHESIs. 1 sodh jdskts Isi teij dzj
dJj dzZsoydw dzO fslstcj Bdlsj dzd Is tsls Istc OH d
BtcOL dzq C Iz dzls iz todzd MY stols dzd , G OMistetsc
dud MEBdzjs WieQAHmO@ 20 Istsa O yYtejL dqLGKO
L &O@JBB ZO0 ofmj o jyuyd M jydoOdzdzd Mmi ¢
Is J GsHddzed MO 1Ok Cils CtwO2 M. t O8
qmmcq, [ELj2Ct jaCutsisd W tod H O c OHzj Is
Hided BBy S, SCtdlts My t©OLtKOBBI Ol L O
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cOL dzstsBtcOL W o Odzy dzO o Mistsw dzO Iskzte(d
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2O SCkdzkskztedd BjSId dd d&jtesftdwisd:
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Gjdzdzd tBJjSCIsd d Ml BdlsdW-c e dPe jwQffmtixde!
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2.2. 1 OLdssSB®OL W Odzy dzO jMiIs Miso slsts dzO

OB Ht § tojldddzj dsteld? oj Mpji dze Otsdw o fmpj ©hHj
Codfictcdh O, ddzlsj wOCIsdoded dGzL jd, yomlsded dEkzL |
fjtomMsdzOdzdL JtecOdzj ss 20 IskztedMmisdyui MSdw ftoetsHEZzC L
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PROBLEMS AND OPPORTUNITIES FOR SUSTAINABLE TOURISM
DEVELOPMENT

Stefan Dilov, Varna Fre&niversity
Assoc. prof. lvanka Bankowa Pharna Free University

tdLeudfjss?2 ydeotslsts tOLoadlIlsdj &zZzO0 bbkztedL B8O | ¢
OCIszOdzdtsMmis, ftejHodH LA&OYjddjls @z L O JCtdsdkdS
cOLoadlsdj J BsH| dz,cddfc@®fa Isdgy " WAt Pfud o slsts tcOL o
9LOdBsHj2Msadjkts 1 CskBddOydwy ls oi dehded d oI
SOCdea O fwddzydfd dO WEdSydosddteOdz dO IkztedL &30,
sfdzse Odz dz0 Oy d sdz0 dzdzts Isded Isq 1, § sfifl » sz udze® ¢ dhlssiy d @ d
e Metemd G SHY SBSEdZOI s & Misdslsts MOBsEZY tcOo dzj dzd
sjtedlststedw

sdzt ytso d:zHNlsdlB@ ydo s twwOLodIsdy, EMmlss2yde IskztedLi

Abstract. Sustainable development of tourism iscamplex problem with constant
relevance, given its importance for the country's econding.concept of sustainable development
is a model that determines the functioning and sustainable development of tourism, in interaction
with a combination of externahnd internal factorsThis model defines such principles of
functioning of tourism, requiring the formation of a new approach based on the rational use of
social, economic and environmental resources supported by loegbselihment and state policy
for the respective territory.
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LdzOydlsj dzded tcdmC o fts5 Glsdesh j dzdf§ z dalg@ tc defidss ,
dé¢tdsdddudi MSdlsi d JjStdtsedudedlsi OSIsded dzO0O H_
ZO0 bEkztedL B0 d bEztedMmisdyj MSdlsjy HJj2desMmisd HBY toc
toj Mztecmd @ jdfSz@ sCtsjlsts HSa jH] HB dzgj HisMisd e
tcOL detstsBtcOL d J , HiGtOHOYdwY d20 L idBwIsO d L Od3
lteddesmi Is dzO biktedL 30 L O ¢ dztsB Odzdetslsts L Ols s dzW
zZO 9l cdzjtesHjdz HdBOHMIdH o Mo jlsse jdz BO

IMeojdz sso @ dwCtsd HI ey Qod HBBOSCddd MO

€ 2§ ChY &sokoydy, f(jmisi §djdd" Jdof @Otk
CdMmisdyujmMSdw MjShkost. | dSsdsddyjnsoko nYj
qsaq anmybsqm@@m$@q;mcoso dzj s OB d dzdzts ks
9jH] HB HtjStsdjteded Alsjuytsejn ls ftodj

sa@quBJ UBQOLSOB Ui f diftejCi MOl
edyOlsjdzded JWjChd M i  dzeaj@ddusje O lss ts Hirf
ot sMmisi §f Jdzdlsjy HJ ddzOoydd Mmihs BscOls HO
LHj2Mlsed] ol tork sdzdzOIs© Mmtcj HO.
]l destedzsOdzdzdw BdLdzj M (BjL d2OBOdzV 9 Odzj dzO o
sztedL &3O M j Htsoa jHj HEts 9 dJdd Ny slisit ke d,
gS¢sod ccOLtseaj (131%), fslstej Bdzj dzdj dzO ¢
Hiyd (251%203016&0tuv2Q0I% 1ts®Rjddlsj o s
ZdlsdSd tsBOY) ®BSEOIS HO dOBOEYI IsjLd Gl
COts MsdBzdZdtcOls -Fhstgliddsg albOo Bb j®
ZOEOdzj &O bktedLi &8 d © HEkzed MjShktsted.
2ydeots tOLodlsdy d dLSEBtjdwvweOdzg dzO B J H
Qo 0Ohdlsy HBJHgOHZPEEo ) OcB@PISO JCsdtdizd¢ O.
10 SCtdW jtej dzydwisO dz©@ [ 1 RIO + 20 LO kMl
Hi ey Qo dzdlsj ol SsotsHdljdd ftdL dzOR O, yj Ase dzo
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Piedmisdyj MSd Hj2dsmisd dBsecOls HO Hiftodds MOIs
fr]ls.a:q’ﬂatslsts cOLodidy (JS&sdzsdzdud M< 5, Mmtsyd O dzdzts
tzed MjShsted  ®RBsEO HO hdektwls HiMlst
L distsy detsmisd. "

I1ts otjdy dzO CtsdW¥ jtoj dzydwliso, MsteOdz s§
GBHdh dzOISO OB O I Yo tse Qs jlB@zjHAf j d ftetsd
CGiztsB OdzdzO OB O Bl HsctwOdd L O Hj2Mlssad]
Ml steHdzedyd Mlsoats L O EMEC tstcwHotBdiRi( dd§s H {fj tdAq d3WAE@O ISk
folstejBdzjdedj o ftesdLotsHMlsats ( SCPp OCPE s M
fls tc © dad .

1 stcOHd dzOteOMmlso O slsts dqCtsdesdid yj M s L dzOyJ dz
cOLodlsdlsj MisteOded, kMmbts2ydeoadwils Isktedri d (o¢
Mo jlstsodzdlsy dzdH jted COIts Cdz¢ yse ddzmistelzd3j dzls L
UNWTO® 1 5 tO®ROISO dO [[1 L O Stddd MtejHO
fi tcotsdzOYOdzded GsctcOBR] o MbtekzSbbkzitOSO dO
fslsj dydOod, t©OMmlkjyils dO MjClttd yjmists &y
jMlsjMmlse j OO, MydsS z diptzjcrt Isd20 dH jof§ dstizs@Ref dudj Idr
2010, f. 53)

Is
iz
H
)

1tGJ'L fsmdzj HdzdIsj] cetHddzd Beh dwlils ddalsj te M
Eyofmisddyd o §sddlsdSdlsj d &jlssHdls] LO EkMmlst:
HjGC0O dq®BO ctdvd3 Btets?2 ftoskzyeo Oddived G sEMls 52
sztedL ] d3. [ Mmdeseodedvwls yjdzlsi 6 L O feseteOddd L O L
odmMesCdwy ftslsjdydod dO biztedL 30 M yJj d doOMi t-
EMCtstcw o Odzj dz20 ftod zOcC Odzj Ists &z@ dzOH §j 4 Hdzed BisH
Md BBt Mdzso d&ZOISO yJdz J HO M ToMmisdedzy ftets
f4dyodze © sls MJiCItstcO® dzO ¢ dzse Odzdets, o] G d t5dzO dzdz
ZOBOdzw 9 Odzy dzO MsydoOdzdzdlsy d J ¢ sdAsEGHOydaIsd 20
G.)

J ] totsctcOROISO @ olzffiplgftg 2 yft® 5203 0 G tOL od
fsmMtsyj des o sted s j Aut: dzOMmi teyOo Odzj zO0 kf
dé¢dsdidd udi MSd tWOMmiIsjy, (1 dzdzO d fesHEZzSIsdo dzO 1
8) ; sMdekztcw o Odzgj dO ©OYJtsdzOdzdzd Ilslpss j (29 D Gz01 2Af
5§ OLoOdzj d bkMss2ydet dLitd o0dj &0 S, Od
Efmlss2ydots ©OLoadlsdj (SDG 14). ltddtshmi ks d&oO |
stcd yJdzd, ki 2 CObts d@syj fHtewits ddokzd ¢tfme j dzs
sfis@zOA vt . (OSSO ®, 2010, f. 54)

\isBABHdBE j WO M) sbuyjlj, wj ftddsh
tcOLoadlsdj dz0 MistcOdzd Is § , Ml LHOD Odzj Ists zO0  to(

] tdts Hj rOdzj2ts, J1wOLdddw, dO 20. 0BIOR2ZO® 12 MM}
Yd dzs0 dz0 CwWists Yo Gid] sl ctizteddd s wigss dlsj L OHI dzy j dz
fsmMisOawdzj dzO dzsead vyjJ dzd, sftejHjdvdy dO (ssMmisded
sMisO0dzOdzdIsj dzj L i dzdgj ded. 19 MO BMmdese dzedlsj Isj dzd,
TLddzi dzO d ¢ tsdztSdfpIstO0 dpO Skdelasi? ydo slsts tcOLodisdd d di
ddmlsdlszyd s dz0dzdzOIs© wORCO L O EMlss2ydeots wOLodlsdJ.
uo jlstso dzO St OdzdL Oydw 5 bktedLi g €i &g {1 ( UNWO"
http://www.tourism.government.bg/bg/kategorii/mezhdunarednaticheskepolitika/svetovna
organiza&iya-po-turizumkum-oonunwto
206



ddzmMisdlszydsdzOdzj dz S O Oydlisj s daj d Qo lstsdiBOIsd
o Cdzt ydlsj dzdzts:

- MjdElkO dzO@ ddzsjcteOydw dz0 bsktdfisdyuj mS
Jgesdets®RBd SO yttjLr fuweO ot LSO d tBtOlsdO o
6 e dBdeOdzdzd d cdztsB Odzded o jtded dzO fMis2 dsMlsk

fMisjfjds®, o CWits HSEGHJIL] s kkztdLi
moquB@pmmomemzcstmoso, fsHStEjfO LO dj Mlis

d MmMtejHded GtojHftedwlisdw, CoOCIts d LO tlOLod
dzf sBrBHd®Bd LO Ml LHOOdzy dz2O HJ OB ydzO d3d Ml
- iisdzdlsdSd d MiswOIsjedd, ftoddlsd bt dOjyd s
zOfMmi ttyOo Ols ftedo dzd yoOdzj sts dzO ol Istej hded o ylzy
StcOdzmW j t6 dzO Is jrrGlids dzsHemE(tdte dddzOdyidls L O Istelz H
fsHCtjtfvwls BdzjLd tojedtsded, ¢ Hjlsts BjHdAdIsi
dz0y d s dzO dzdzd md dzdw L O dzOMmi tcdgOo Oddiy . dz
https://www.unwto.org/sustainabéevelopmenj
l]tcOoadlsj dzlso OISO bkwWB9O9 O HO 9L jdBOI ftojHOC
o j dzd yols d&OS Md d@zOdzdzs  sIsj dzyqdOdzO dzO tk@ted Mmls
qé¢dsdidyuimtd ©oMmisjy J dddfQdg'Jeolatigs @O daj jsis detsh
sB) todzgy odzd 3Odedy dO M) L HO9 Odzgj sts dzO detseo d 0
cO2tded d o sB &zOMIsIsO dzO0 ki etsoadwilsO M EMmd
ftedmlsOded " dzd el dgdjlslzfi™dzd ) s
o lted ftejedziH dO yjddbsy d fitmfjSCisdoadlsy
Ml etej d3j dedzed EZMmMdzsedw, HtojHMIsOe jdz o9/ L BGiMdese O
LdzOYyjdzd jIsts dz0 tcOLEdzj YHOROBO ftodstedlsjlsdzO ts1
Hisf tod dzj M Jc OdE) Isfstsfigkdd yJ dzdlsy L O EfmMsts2ydet ©OL
dWiCldodes L O cOwOdzlsdcOdzy dzO dCtsdzsdidud MSd
Ml hslsts oatcj gy J ditsBrtSHd®BS HO Mi MojH] HB (
2O IkztedL &3O, o ¢ dz¥ ydEiizdz8@ 1 LR tzls b & detizidz® Is @O M dzj
vfMlss2ydeadwils kiktedL &3 4 st O, Cswiss L O
fsHH] 6 O {§tMisdedzOllss d ko j dzdy©oe O oi L d3dtsy d
Codif sdzd dzls | MiIsOB d dzdztsMisls O, fsmissw dziflse SIsts.
f shmiz@lslsts JSodsddduydi mMSd o bkktedL B30, dzs d H
HodXJ ded § zOf toj H, stsy Mls tOLoadIsdJ ZO IkkztdlL
mMoyd gdsszs 3 yi MSd dkzyvd &0 eh jMlsoatslsts. uvlkzts
dz0 thsdzisdz,cfQOlsO, C i, Is s dedfldafj Eidn ¢ gtsgd L didsd Is 2 O
ddzjded ojClststed dzO w©WOLodIsdjIsts f tsfls W dzdzt
teydtsdzOdzj dz Isj di3f dzO twWOMIsy . wvktedL d3d Is M
Yoo O wIs 3,5 Ht 4 fttyj ziG 06 § dzdz0 dztf ic s 03
qdzHEfmistedw, ftejatsH sls J HddzS COqunlsaszts
00dzdWIsO dO (i lskzeo O dlsj md UtGlSCBJdZW
90l Mj dsoed Wottdsd dzO (i skze Odzj , :dzt
dzd ~tlsjdzd M fJtesdj dvis, lsJ:dztsdzlsGdudchls
Ist3u’lsaJ, Csdlsts HteOMIsdydets ftotsdEd dgv s tstee Odzd L O
] OLodldjlss dz2O0 IkzttdL B3O Mj § ZzZOdedtc® HO M
tSdeOfr]lSCf: ftedtsB M Oo OB di3dfuj B s 2ta@ffpls j of ¢ Aty d Od
LOjItsis d dz2OdB3O0dzv 9 Odzj dO B jHAesMIslsO;, JWJjSilsde
&ZzO0 BECdzdolkso MmMtejHO d Httyj mMdlsy zO dL d3j dzj
tcOL dgstsB t6OL d 4§ , Ckzdzlslztedzts dzO fr) dz | HOfpiPetdiciz©  tdrAsLteBOdsty ¢
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LO EmMls2ydets tOLoadlsdy dO bkEzBgB&GOcs H§Hkzedd
o jteimdw 2017 ¢.)

10 HO Mi dLfi dzdgvls L OHOYdlsy L O L OMddze Odz
sB dzOMiIsd , d dzj sB - BH Jd d3ts HO My fteso j HOOIs f c
sfme j Hsd3j desisls O, ftsodh Oo Odzj 2O wBh jMlse j dzOls
fsdzdlsdSd LO bbktedLi d; dLGEtOYHOdzy dz2O S Of Oyo
fteso j HOI tjHdyO® MmiBdlsdwy, dOmtsyjdd Si &g dzOf
ddzmistczd3j dzls L Odztes Of o ¢filOd jMJ I=SAcj HJ dzd s te B dats
tetsdzv sO dz0 EMmkts2ydedw bkztedL i o, sz sO o
1Oy dzd §COLOLjdkd LO kfmsts2ydets ©OLedlsdj M
dSsdzsedydesIs ts, detsdtsddyj M st sl OHackls®j , f)lstl
JLEtOYHOdz] ss 20 ddzlsj eteOdzded ddzH j SMd, f C6d
tcicdsd ddzd HI 6y O O SOt yYywdds. 1 ¢0L O] ddls,
Csdlsts dod fsLotdYoOls HO ftojyjdvoOd M My
Msydudgz MW j O d JStdsedwyisOo. RBO dav Ctsd ot
fsCOLOLjddlsy LO tOLadlsdy dO MmMdlskzOydw, fMmi BC
sl jSddzH S Otsted dzO0 BtecOdedL OydwlsO &0 ¢ tsdzts

]l BdkOMIsSIsO dzOo OPy=le] IsH{@ OfgH HBHteiH Vs  sdz
ftosctcOid, Csdlsts dzOMi e yO©oe Ol 9o Cdz¥ Yo Odzj Ists  dz
dzj tOo desMists2 dets sdztsy Jdzedy o bktedL &30. wf jydOc
yddedlsy d BEZOHFYdI]. 10 BEZzOHJIH]OIsh e Os tg ¢ Cldgdts |
Cktemsej, LO HO fj fsHisdscd] J bkdjfmdd] sl
odMmh dlsy EkEydddh"o d dLMmdjHtse Olj anstdlsy yj dak
ZOMsYjdd Ci & ol LMsOdsow o Odzj dzO0 Hso jtdjlsts d
dzj sBrtsHE @& fj oCdz® ys Ol fHtescteORBd L O BB d o
oLJBOI ftjHodH M otej d3d deded sy Isj den jdzydd o OF
COyjMmsotslkts &0 BBKLOL o Olsj dzdzdlsj §tetse tc O] .
viMlss2 ydoslsts ttOLoadlsdy dO bkikztedL 30 #msisftcd dzO

E HiteyOoadlkj d &jyHE ttjecdsddl] o t©O®RSd!
Zsdtc® BlsCtedlstsMmls, Mdcecktedatsmls d j<Ctsdztse dyd
2ydoedvwils bktedLl &5 sMdeckzttwea O ftojrtsH Ci o5
LosHMIse 5.
viMBmdoadwlils bbktedLl 38 dd&3O0 tctesBBdzO ttsdzy L O
sotstcj des BN jMlsats L O kEmMts2ydets wOLoadlsdj . |
O EMs2ydeots tOLoadlsdj dzO IktedL iZO:

- fs@sh L O EMsOdsoweo Odzgj dzO 1 dzdetsyj dzj dz (
Yytso j Shisdz§ Oty fedesH Ok O;

- fteddes L O BSYHOLoOdgjIsts d ol L MisOdzetse W 9 Odzj

- ©OLOBSlsoa Odzj Ists d fted zOcOdzj ss dzO@ EfMists
fslstcjBdzj dzgdj CObts SMdeso © LO i skoOdedw d Is

- Ml stezHddyjMisets dz@ &OwtsHdlj ddyga&d®nls
fnd misj B3O;

- fto] BOR o0 Odzj dzgO IsjdzgH j dzyddlsy dz2O feslsj Sy
sztedmisdui mMSd khdzed;

- LOHI dydlsj dzdzOIs© L O dlsO dz0 S tsdzdzOO MM
ftesyj MO dzO twOLoadlsdy dzO bktedL &30, MYy OL o Odzj

- EyoOmlsdjilsts dzOo cwPh OO@&dElsts dO {tctsB dzj d
COLodlsdjlsts dz® lktedL &30, oC dzs ydlsj dzdets IsjL ),
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- sMdekzttw o Odzgj dzO d3j Misded?y R OwOCIsjte dzO oL
sztedMmisdud MScd Hj2dtsimisd;
- sBli3jdz 20 sfdls d oi 9 jYHOdZ dO jWjCldoed
- WsydlsOdzj ddzlsjtej Mdlsy dzO@ 3 Misdetslsts dzOMmJ d
Emss2ydots ©OLoadldj @O IbkztedL G2080 t £z
PCzOdkdL JEeOd@®. 9 jemdw 2017
10 dzOfmisswh dw jlsOf Mmi h dshslsO dz0 bkimlsts2 yde
OOy dzd v WOLdstis2nydo tslsts tOLodIlsdj dzO tsBh jfls
ftcdd B0 Odzc Oy dd3j dzls© d L OHI dzyjdedjlsts omdus d
kztedMisdyujMS OO Hj2dsMls HO M AtcOdzv o Ols ftoq
EmMss2ydets d BOkZOdMdtOdts d@Owdijsig . dzd O edztsiz
YJ delstcOdzded Is § toj 6 dsdzOdzdzd Is § d d3i Misdzd Is+ 9 dzO
Bd&ZzOGtsf edWisdzd Is W tstcd3d 2O bEztedLi &8 L O ¢tsd
sktedyOlsj dzdztslsts oi LHj2Mlsodj O ctdj kdlsj kit
ftoijHftcd jdBOISO B @S des 3 todets tcOL ftej Hj dzj dadj dzO Is
fts ktsLd dzOyddz My d2OBBOdd JjWiSlkils ls WOSItt
i stel yjddw LO kktedmlsdyjMSO dde¥ cOMlstekzS skt
JHoadH BGMtse j dzts fifdsta(@sdgls de@ Istc @ O d2@ ,0 Odzj Ists  dzO
sls dz0 dzOfMmJ dzj dzd § Ists. viMss2 ydotslsts tOLodls
Msdud MSd Hj2dtsMmisd, Mmj tMdeckztewes O ytejL
OMstckzClsEztc®, GtteOddL dtcOdzf j dz@O dztgg fifjIs dzPIB Js Is
d Yydzd Hj22desisd o B &ZOMIIO dO IEztegehlsdyi M
] tejLEZdzlkOls d&&O Issa O dqd&ZO o1 L Bsy desmls HO
disj d&zdlsj dz0 f jtedW jtedzedlsy t©0O2tded d Isj HO MmJ
OtcjfBdo Oo Odzj . ltcdtesHOIO d&O bkztedL B3O Mmj M M
q
L

agao

StcOL destsBtOL Jjlsts dzO L Bsdedlsy L O tSlsHdas d 1y
fsdzL 9 Ol jSBdzscedyded Ijrdesdzsedd, fwOSIsdydf
ftod dztsy ded dzOEZ < d .

1 ZOWrED)] tesdzv 9 kL d SdalsjSCfMls dizO Wstoddts
OCIkts dzO dzOMmj dzj dzd j sts dzO tj Ctoj Oydesdedzdlsy tog
Bwv s s, sMi L dz0o Odzj sts dzO toj Ctoj OydesdzdzOlsO § tod
dzi 659 OO | Ctsdzse d sd@zsdhlsj Mg d uHOS G sffdg Iy o ¢
fMdzj Hs9 Ols j dzdets dzgj sBRrtsHd BBsMIslsO sls L OMdlO (d
t OLBdtcOdzj ss tsls d3j MisdesIlsts dzgOMj dzj ded i, ud =~ dh d
WOCIlO, yYyd bijttdtstdwlsO ] chkOsdy dutptds s@E&p
HO Bl Hj 90)3jdz Misddidzdz L © o dzd BOIsj dzdeslss d ©OY

slsdzOfmw HE IsktedMmilsdlsy , sj Mihts IscWBoa O HO tC
ftcOo ddzOO, Ctsdlts HcfQIsIzao ftocdtocsH OsOMdIstsy Mls
vtso 0O BLAEZOYOs O tMdceckztewo Odzgj dzO0 OHj C 9 Olsdats dzq
l]’tGanISISQ. [l bktedmisdlsjy | dgisBrBHd®BS: Mi ¢ dzOf
bjhnddv Ctdiitstl: ftojHfsudlsOdd) LO ftsHizClkd

zo O § dzd jfnlstdedds j Bjdz0e d yd, bteOHdydd d dzOyddz dzO
MOts dz0 Bh jMlse jdz bicOdemt stcls; JdBsemdOL d&3 L
Mo jinHOdz HEBS ddded sz ds dzO tslsted yOlsj dzdedlsj ff s
o jddyuOo Odzj dz0 o tcj a3 ssBOIls A tey t€ Outs O dz® d3® dzvfotsd dzj
filszo Odzj . g dzj Hiso Ols j dzdats, LO EfmMkbts2ydetslsts 0
slsHdr My dLftdltoOl d domMtys Ol 5 IsOCT 9  dal
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Meyd Odzded sy g

J dzlz K& dz dzls £ t©dsGsls ©
dHJ delsd ydetsmls, ¢

Is 4 J
dzts cOQodzso j Mdy d HtG.

Il LOCdz¢ yj ded J :

10 sMmisdeOdzgy d20 EMs2ydet tOLodlsdj dzO s
fsmMisswdzded RBiteCd o HsMsCO dzO:

- SHBBWW O Odzj d2ZO HIi toy Qo dets dzgdots dzO0 tocOL ff St
M J yd Oddd@d lsels GsBdzO Iskzted L d&3O;

- i steEndzdyj Mlsots d tBdiRjdz dzO tsfdls f d3j 3 H
2O IjsttdWIlsO d OSSO0 dzO Ekfflss2 ydotslsts to
ddzmistelz d3j dzls d ;

- fsadh Oo Odzj dzd o tsls s Z0 jitdtsedyudzd Mme
cOL f tosMisde@dzf dzgf e BOYdwy L O COyd mMsoaslsts dzO
dzj 2 Z2ZOIsO L Oh dls O;

- dStsdsiB3dyui MeO d fwQodz0 fsHCtLjfO LO j ¢ 5

- MsdBzdzdtceOdzj dz2O0 Jj Ctsdzsedydzedlsy ddzdyd Olsdoe
O dzi tcOo dlsj dzflse j dedIlsy Bt OdzdL Oydd .

1L Oadid di3ts tflds j o I futedimipCdpj@Bd ( ftedtetsHdzd B j HA
ytse j<¢0O BjHMsadw, IsjtwstedMmMisdyded OCItsej, f OdzH
Astedidlsy d d&ilktsHdlsy dO0 BtteOddL Oydw dO i lsk:
odHtse ] bEtdLI &8 d Mj MiLOH @Bls 2 p T ) q M sk

[ djtOlztedd dLIstsyddyd:

1. g dzn s dzts 9 O, s . (2012) Rdzsj ctedtcOdes to 6 d ts5dz0 dzdzts
Omf jSIkd. 1 Ottdz®. uvR dO Jluwu Ay. mtOBI toh.
2 1ddSt, rx.d CtdjClds. (2000) 10 Lbkiss2yds

szfgfdui MCd Wistelzd”

31 jdzds¢so00, f. (2008) [ jMmisdzts MOBsSEZytcOo dzj dzdJ d
MmtcOBI to.

4. rjdzvL S B89 O, 1. o . rjdveLtse O. sl d@3 EmMlss2 ydoe sis
http://oldweb.ltu. bg/]msd/flles/artlcles/14/174) G_Zhelyazkova_S_Zhelyazkova.pdf[ 1 sfmj Isj dzts
&zO 03.06.2020]

5, ROBdsRBRJEO 5 ot dkd dz0 § OdzH § d3d W . RdAdzMIsd Iskzls
https://ime.bg/bg/articles/ikonomikao-vreme-napandemiya/] s fy j lsizOdE2020]

6. 4lsOdS s9 0O, [. (2010) [MdekztweOdzgi dzO Eflsts2ydoe
] ZOetsj 9 GtOH, RLH. "1 JitWdls tddnhcd".

7.9 jIssodz0 MisOldmMisde O L O-180L ftesisteOdzj dzdj dz0 C
https://www.svobodnaevropa.bg/a/30502778.htmk sfyjlsj dzes dz©@ 03 . 06. 202 0]

8. s0Cots j EMmMbs2ydes bkkztedLi &3?2 http:// www. greent
[HBMIs] fds dzO 7. 06. 2020]

9.1 qu’tsdzOdzdzO MsteOlsjedw LO EMsEBddsi® wOde Pedy,
2030 ¢S lszOdzd L d tc ©dzO o4 temdw
http://www.tourism. government bg/sites/tourism.government.bg/files/documents/2018
01/nsurtb_20142030.pdf
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dMm:tc.H dqdzy. [ OtedwdzO | jtedj o0
ssdzjy s IskztedLi d3, 1 ZzOEB] 9 GtLOF

APPLICATION OF THE CIRCULAR ECONOMY IN TOURISM

Assiseng.MariyOona VePhgD. ev a
College of Tourism, Blagoevgrad

tdLesdd:hjmsej dzL SQistBPdEb JIsdjlss dzgO® biztedL 3O o
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Abstract: uypical issue of tourism development in the economic aspect, the influence of
the human factor.
Tourism economy studying the behavior of the people who produce, distribute, exchange and
consume tourism product to meet the reefl a significant portion of the population of tourist
services. Economic activities of the people are held in motion by the needs and interests. Objective
formation of tourist needs is a starting point of tourism as a dynamic economic system.
An integralpart of a cosbenefit analysis in the field of tourism is the question of good management
decisions, best management practices and the role of aml@ader for the success of any endeavor

Key words: circular economy, tourism, services, needs

I 9jHjddJ
toj L f sfydzj Hdzd Is § GsHddzd Ctol s OO (¢ tsdat
sodzdlsy fHtodostedlsjlsd dz0 [ &. dtej H tMdzsoe dzd I
Isi f HB toj Mktefpd, ltedyOlsj dzdzslsts j Ctsdztse d yd
JLotHMIe GOMEEODBEslst§ OISt B dzj dad j 2O flstss
CodzyjfydwisO LO Ctol cc00 qCdsddSC O MO Mol toL O
ZO LOjlsMmls d dZOBOdY o Odzj dzO lsted yOlsj dzdeslsts
yd dzd Bsec Ol HO M ] edgadcdepdj hHtfsH GGEOd:)
ftesHEZSlssodw HLO2dz SOSCkts d yYtjL §sftcOsC Ols
2O ftotsHEZzCIsd. 1 OCtkOIsCts, tBjHJd" 90N OO dHJW
Mtesodded d HO Mj LOkewted yYyd&i dzi s dzO ftesdL o
] k@ SOkt thtej k0 d MOBSMistWIsj ddd MY j
Hj2Mlso Ol ®©Bhdlk] LOSCBdE®R]edshlsd &0 J§ 6ds
fsodhOoa0Odzy JWJjShkdodesMmislsO dzO ftesdL o tsHMIso SIsts
211



ftcd HdZOG Odzj Ists, ¢ tsHA kG Hay@dzlsOs )], yf slasdsd e Ols MmJ
ddzd M ©OLtE]jh OOl fHtsBdz i3 dzO f OL Otcdzslsts
getsdetsdzddyj MSdlsy deted M BtejHjdzVIls ls tslsdatsh j
[lIs HtekcO, MtcOdO bLEtdL & Is | ©IEE)] dlsasdHO dapt
MW Jj 0. )| sOLd ot LSO Bhidlsjy L OS¢ tdetsdzj todetsml
sztedL 30 JBOlk Mmetd Mfjydidydd yjtwlsd, OBt
YytejL e dsbuytsj LO S&imistetg jdsds@s H j 2 dzsMmils dzO0 Iskzte
RC tsdats RO Is®EZ tod L &3O chIzanO fsojHjdzdd Iss dzO
tcOLftoj HJdVIS, spd3jdevls d bkYyslstejBwWwoOl Iskted Ml
fslstecj Bdesisdlsjy dzO L dzOydlsj dzdzOls© yOMmls sls dzOMJ

RL dztsy J dzd
L Ctol e¢sodw Iskucd@ls dg O Isfztsddsisly s ¢ 5o 5 to dats
i Mlssw fd, Sl fcHESksSoCOKLO LO filjhjfmsady
d odH IbktedhisdujmMSo ke d&d §®OCI|EC
Gso LOIs:

- ljHdsyjdd) LO Ekmks2yde bkzdgdLidizdsls

Isi toffj dagj dO ISOCdo O ol L ddtsy desisd o ddzlsj

- RLBEstc -zBlstzDYdodlsj Htoj Hdztsy j ded W
LBt dzO h OHWh HtodtesH Ols @ tolg te @zl tfsts els] (1
sdzjls i ] MOBsd]ls) .

Mss2ydets EZfttOodzjdedy dO dLBOddIS] [
cOded d MsEYtsdwd pyded dafj cCd, COlts tcO
sl OHl ydlsj, fsctokd LO JCtdsddw d&o
- [BOdO oI LCO &iyHE lktdhisd d/ ddd {

20 EMkzcOkO kMmks2yde bikzttdLi & ( sB kOIS d

l1c«=x o

Adel stl ese blkztedL i &3

R L Is ts yhtiuf//www.circulartourismcom

[ HdZO s st jdshisdlsy d&O JCodsdkdSs OO0 dzt
L dsj deud o O, O fiplstty tercswdp®.| drlz@L ojdsosO dAQj 1 " 1§ Byis»
filsjhifmModwisO dzO IktedL i3O. s OIts M MisOo dzO YO
deésdtsdzsdud MSd d MtsydOodzdets Mmj dL dzj daw L OJ H dzts
ZOYd s dzOdzdzts d Mo jlsso dzgs Mistsf Odzilsoe 5.

212


http://www.circular-tourism.com/

1 OH -gjelsfo i tolsd tsIs ftej H
odzdwdzd j Ists dzO HJ 2 desMisls O
9] tdO ¢dqjmEBo dqfiols j ¢
MfOHO HB 73 %.

& dZOH fedsH OO,

ﬁ?@ﬂ@mWH@O@Bﬂ%ﬁ fp ®
sdsedudd §©8O0SIdsd (¢
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qdzH Emlstcdw, ®HBOhM ddedes ftesdL otsHfmisats d dde¥ stc 3O
ftcdtesHdzdIlsy Mddzd Sdlsts MO et f BStetsH d dzd . 1 Mmd
fteiHd oMmMduyuetslsdL Ot OSSO L O Bddzdtdd -ttt
MoOBtsy4 dz, HECOlts dMsddmS slss 2 dzgOL dzgOyj dedj
HsfMistsjdz L O Mmi eatej d3j dedzdvw ytso j ¢ . I ydzj &z 24 o
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tcOL Zd3dets tSctcOded yj dedj dO twOBBIsdedw HJjdz  dzO

2.11 Istejhdedilsj d j dzH tscCjuddisdiEs j iy jW OCdsusde@ls 1 s
Bslsde L O wOLbBHEd)) 6 #pGyJjdeddsdy ids dstf@dz] dzlsd dzO
stedmlsdyd ME OO HJj2dtsis. ¢dzOdzdLi s dzO 9 Istej h
LO HO My ®ftjHjdvis dBolsdodlsy d dzOf tcOoe dzj dzd v
o0y dzd ftsHMdMIs] &3 dzOdlsltedu dOc D] bistcMm) b SISt
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e ¢ ZOBOI O, ftoj Hdztsy J dzd VWV ISO. ANOCIsstedIsj - dzj f te
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[ slsdo dlsj L O filskzo Odzdw IsO ) Mo 5B SH dzts
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B eteOydtsdzded Is § f ts ldstOued’,tIzO Lotg Wdek©® Jjj tsdgj sB - SH d 3
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HO WEdSydsddteO® jWjSlsdeodats, IstewBoa O HO fmj MmO
T fteddzydtfi Is dz© MmMdMmilsj Bded™w FoHAtsH €7 &3 HJ2desf)
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T 74 udded
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Abstract: Tourism as a global indugthas a significant capacity to instigate the transition
towards sustainable green economy. Investments in green tourism could lead to a number of
positive outcomes for the company, the environment, the tourists and the society as a whole. The
paper discuses various green solutions and innovations for sustainable tourism management such
as energy efficiency, waste and water management, automation of services etc.

Key words: green tourism, innovations in tourism and hospitality, sustainability in tourism

Introduction

The tourism and hospitality industry is responsible for the environmental pollution,
loss of cultural heritage and the deterioration of the destination as a whole. The mass
tourism development that took place predominant in thieckentury lead to construction of
huge tourism resorts which altered the physical environment and transformed the authentic
looks of the destination. In addition, transportation companies (especially airlines) are
among the greatest producer of carborxidie and greenhouse gas emissions at the global
scale. The hospitality industry is responsible of water depletion which lead to a number of
environmental and social issues. The rapid growth of cruise industry poses new problems
mainly with ocean pollutioand waste management.

Taking into consideration the negative impacts created by the tourist industries and
in view with the new trends toward sustainability, many enterprisesrhade significant
and commendable efforts toward ddendlier operationsrad activities. As a result, there
is growing demand for businesses that involve sustainability approaches in their everyday
operations and management. The entrepreneurs in tourism and hospitality have begun to
realize the importance of being part of theo ¢l a | Afgreenod communi t
incorporating innovative and edoendly solutions on every stage of their production and
technological cycle. The motives are both, altruistic and profit driven. On one hand those
enterprises are inspired by the oppoityi to bring about a positive change in the world
and on the other, they are encouraged by the competitive advantage for their businesses on
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a rapidly developed and lucrative markets. It is not a secret that the green practices
translate into increased raings because they appeal to more tourists, lead to cost
optimization (such as the use of renewable and energy efficient solutions) and provide
better return on investment. In addition, green investments are encouraged by a number of
programs, projects dngrants which provide financial incentive and administrative help to
the sustainable operation of the tourism companies. In fact, the new trends today make it
almost imperative for the travel enterprises to put the accent on the sustainability in the
core of their marketing and management strategies. A failure to do so will result in
significant opportunity loss not only for the environment but also for the competitiveness
of the company on the global market.

Green solutions for sustainable tourism managaent and operations

The tourism and hospitality companies take various actions towards implementing
sustainability and ecfriendly approach and enhancing their environmental and social
impacts. Some of those actions include:

Energy efficiency and switchto renewable energy sources

Energy costs make up a | arge portion of
sector especially is one of the highest energy intensive sectors within the tourism
industries. Facing challenges such as rising energy pricaa@edsing global warming, it
is worth considering variousnergy efficiency measurements.

The main traditional energy sources for hospitality businesses are electricity and gas.
Gas is used for cooking and heating (including water heating), while elkyciymes
mainly to cooling (air conditioning the rooms and premises, refrigerating and freezing),
lightning, maintenance (pumps and fans) and the laundry. Energy efficiency means using
less energy to perform the same tasks or functions while the renesvedslgy sources is
switching from traditional to alternative fuels and sources such as solar, wind, water
(hydropower), geothermal and biomass energy.

The hotel industry has an immense potential to incorporate energy efficiency
measures and utilize reneviatenergy sources (RES). While potential energy savings and
better sustainable performance are main motives to introduce such solutions, other
advantages are also such as: increased motivation of the employees, enhanced market
visibility and implementatiomf innovations which results in better global competitiveness
(Hotel Energy Solutions, 2011).

It is estimated that a staradione RES system (e.g. wind or solar) could power all of
a | arge scale hotelds energy ne®&ehswablei ncl v
energy transition will reduce costs by 50% and greenhouse gas emissions by 65%, and can
pay for itself in less than five years (Timothy and Teye, 2009).

Hotels, resorts, and smaltale lodging establishments can be built in ways that
minimize energy use and waste and maximize natural energy and light. Designs that
integrate skylights and face the direction of the sun during cooler seasons can lessen
energy use and in the loitgrm be coseffective. While such design implements cost
money up frat, they save capital in the long term.

Some fAsmarto and cost effective soluti ol

V  Building and window isolation
V Installation of sun shading devices
V  Landscaping (tree shadows could reduce cooling needs with upeio 75
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V  Key card system to switch off electricity in guestrooms

V  Lightning control and motion sensors installation

V  Usage of electric appliances with high energy efficiency rating such as
cooking, refrigerating and laundry appliances

V Introduction of energy effient heat pumps for heating, ventilation and
cooling

V  Proper zoning and regulation of spaces consider heating and cooling
(hotel sectors and individual guest rooms have their own independent heating and
cooling control and could be shut off completely whethin usage)

V  High efficiency boilers and water heaters (including thermal insulation
of boilers, water systems, domestic hot water tanks and water pipes)

Water conservation

Water consumption should be a subject of special consideration, especaibam
where water demands are high but supplies are low. In some parts of the United States for
example (California, Arizona, Nevada etc.) the residential use of water for gardening and
landscaping is restricted, especially in the dry season. In othes afethe world,
especially the Third world countries, which depend highly on the tourism industry for their
economic development, the intensive water usage of the newly constructed hotel
complexes (for golf courses, swimming pool and gardening) could gressure on the
already scarce water resources and threaten the substantial needs of the local population. In
Northern Zanzibar, for instance, the freshwater in the traditional soureesdls in the
village is completely depleted and the community depemdshe import of water from
further inland. Golf courses in Spain, for example compete for water with traditional
industries such as agriculture.

Water saving solutions vary in relation to the destination and type of the property.
For example, the smatluest houses spend considerably less water because they have
better control over irrigation of t he I
consumption activities such as swimming pool, spa and sports centers etc. In some tropical
destination, some bettégindscaping and planning of the garden exposure could lead to
better use of raining water due to less sun exposure of the lawns. Rainwater collection in
special cisterns and containers could serve as a storage during the rainy season and be used
during he dry season. Gray water could also betilezed for irrigation purposes. Other
water efficient solutions include efficient sprinkler and dripper systems to help keep water
loss to a minimum, and compost and mulching coverage which protect the mdisirsoi
rapid evaporation and erosion. Many accommodations have installefludhatoilets,
which allow users to choose a | ight flus
programs are implemented in the luxurious hotels in order to minimize theryaloadi
from bed linen and towels. In this case the tourists have the option to choose to reuse the
used the above mentioned materials it they are staying more than one night in the hotel.

Waste management

Waste management usually includes two relatechehes: 1) waste reduction and 2)
recycling. Waste reduction could be done via conscientious effort to optimize the use of
disposable items and utilities as well as reduce packaging or at least make a transition from
using plastic packaging to more eadiipdegradable paper or wooden materials. It also

222



means optimizing the planning processes, inventory and the production operation. In some
cases, as per example in-iaclusive and buffet style restaurants it requires educating
guests and tourists to noake more food that they can actually eat. It is not only
environmental but also socially responsible practices since theussah food and
ingredients may be donated to support local charitable activity as food for poor and be
delivered to the people wheed it.

Unfortunately, hotels, restaurants and cruises are source of great amount of plastic,
bio and food waste that goes into landfills, rivers, seas and oceans. A good solution to this
problem can come from the recycling initiatives that some ofdhdsim establishments
incorporate in their operations. Recycling does not only reduce waste, but also turns the
waste into a useful substance or viaaypling creates new products with added value
based on waste materials. A good example of recyclingipeaare ski resorts who use
broken ski equipment and snowboards as a raw material for furniture, flooring and other
home and yard products.

Recycling programs are usually done using separate deposit trash bins or boxes so
that items of one kind could bepllected together and later used for similar recycling
processing. Examples of materials and items that could be recycled are wood, paper, glass,
plastic, aluminum cans, other metals etc. Bins for separate garbage collection could be
placed around the nraicommon areas of the hotel (lobby, yard, pool area) and in the
departments that would likely generate more of the wiaste the kitchen and restaurant
for example. This wil!|l not only be a good
of the compay. Some resort companies have even gone so far as to hire garbage
separating companies that sort recyclable material fromremyclable waste, saving
landfills hundreds of millions of tons of trash every year. Many establishments have as
well, decided @ donate used furniture and electronics to charities rather than sending them
to landfills.

Compostings another popular technigue to turn food waste into fertilized, rich sail
for gardening. Its application is a must in any -selfficient and fullcycle establishment
such as eco lodges, guest houses, organic restaurants etc. Most of the waste materials
gathered during the park and garden maintenance (such as lawn clipping, and old trees and
branches) could be turned into compost or mulch and reused again

Buying green

Buying green is a general term, describing the efforts foffréeadly consumption.
It can be as simple as using recyclable or glass drinking cupssremy light bulbs in
hotel corridors, or warm air hand dryers in public toilettead of paper towels. Not only
are such efforts good for the environment, but they also often cut operating costs. Green
buying for lodging businesses constitutes of biodegradable products such as eating
utensils, cleaning solutions, soaps and shampoossaad important part of any guest
house or hotel environmental program. Similarly, for guest rooms, administrative offices,
and kitchens, accommodation enterprises can purchase recycled content items such as
takeout boxes and bags, stationary, toilesuis, and other paper and plastic items made
from previously recycled goods. Companies can also encourage consumers to utilize the
Internet more so that fewer paper brochures and booklets will need to be produced.
Likewise, some resorts and hotel comparaes working with vendors to reduce the
amount of packaging required for food and {ioad items (Timothy and Teye, 2009).
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Supporting local producers

This could be regarded as another aspect of buying green with an emphasis on
buying fresh, seasonal anadigenous produce which are coming directly from the source
with minimum need of transportation, processing and packaging. On one hand this practice
leads to healthier and leprocessed food options for the guests in the restaurants and
eating establishmés and on the other it supports the local community by sustaining
farmers and small agricultural businesses and suppliers. Other way to boost local economy
would be providing outlet (e.g. in the lobby of the hotel) of souvenirs, gifts, handicrafts
and othe items manufactured by local artisans.

Employees training and guests involvement

The sustainability management and oper a

effective if not supported by the staff and the customers (guests) of thealityspit
organizations. The active involvement of both groups start with dissemination of
information and the benefits and urgency for eco and green measurements implementation.
Special seminars and training should be provided for the staff for the detailsetipres

or technical solutions.

The ongoing communication with the customer is the most effective way for
behavior change and for instilling new patterns of consumption and sustainability values.
Short inspirational videos, brochures and poster coulprbgared and spread throughout
the hotel (including the guestsb6 rooms,
environmental goals of the company and explaining how guests may contribute to them.

Innovations for sustainability

Innovation is the implementation of a new or significantly improved product (good
or service) or process, a new marketing method or a new organizational method in business
practices or external relations (OECD, 2005). Tourism has advanced through a multitude
of innovative pratices over the last five decades (Richins, 2016). The innovations in
tourism are evident on every level of production, marketing and distribution and could be
found in major and minor products and services.

Innovation is a means for obtaining competitimdvantage in the tourism and
hospitality sector. Innovations usually have positive impact on the financial outcomes but
in the context of the growing awareness for sustainability, the innovation focus is more
frequently aimed at producing social and enwnental benefits or combating
unsustainable or unethical practices. Both, sector specific andtedomological
knowledge and innovations are crucial for the competitiveness of the tourism company
(Souto, 2015). Critical factor for successful creation iamalementation of the innovations
is the knowledge. The knowledge is transformed into innovation only when it is applied in

practice with the aim of meeting customer

C
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company (by special research or development department) or could be obtained from
outside (bought from academic research institution or copied and improved from
competitors in the sector. The ntethnological innovans (for example: new business
model or concept) improves the overall performance of the company, its organization,
inner structure, logistics, marketing and distribution systems.
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Tourism as a service industry comprises predominantly intangible elements.
Innovations are possible and occur in both service production and material assets. Example
of later is innovation in machinery, equipment, hardware and software, design etc. Service
innovation very often requires the active involvement (and sometimemtraion behalf
of the personnel and the tourists.

As discussed earlier, Tourism businesses rely heavily on innovation (technological
and organizational) to achieve and sustain competitive advantage on the global market. In
the same time tourism creatas abundance of environmental and social challenges that
have to be addressed in a responsible and sustainable manner. All of these problems call
for creative and innovative approaches and solutions.

Green solutions in the tourism industry could vary ddpanon the specificity of
the market (or the destination) and the type of industry. Many renown organizations (such
as the World Tourism Organizations) work actively to find and propose solutions for
number of issues, such as reduction of greenhousengiasi@ns, offsetting the climate
change effects, social inclusion, poverty reduction, environmental protection, preservation
and enhancement of natural and cultural heritage; maintaining biodiversity etc. The Figure
below illustrates some of the green s$mins on each stage of the travel:

@ t' ) Green Building @Green Transportation

+ Car/Bus ¢¥) Green Energy @Smart Technology
* Plane ¢ :

Green Agriculture Green Infrastructure
* Train v ‘
* Bicycle

Transport
~- _roS gv
@ g Journey Activities after
P—rf{@ Back Home Returning Home
* Interests

* Reservation * Car/Bus * Equipment Repair
* Equipment * Plane * Maintenance
Accommodanon * Train * Recording Memories
« Meals * Bicycle
* Activities
* Shopping/Service

DOIPS

Fig.1: Green solutions in the tourism chain
Source: Pan et al, 2018
3.1. Innovations for sustainability in transportation

Transportation causes around 75% of the €Rissions generated by tourisnmhel
greatest polluters are the aviation and road transport. It is obvious that there is a need to
develop effective mitigation measures, considering its projected dynamic growth.
Transport needs technological improvements supported by adequate legalaegnidt
market incentives. Recommended solutions include:

V Renewal of air carriers and fleet base (Many transport companies started renewing
their fleet due to the imposed carbon takethe old plains emitted too much
emissions and were inefficient in@nh run)

V Increased efficiency in routing and air traffic management system
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Adoption of carbon taxation on a world wide scale; emission reduction incentives

Partnerships between different transport and tourism stakeholders aiming at

emission reduction thrgin value chain optimization

V Promotion of public transport as a lower impact mode of transportation with a
particular focus on trains and coaches. Some ideas in this regard could be the
improvement of international railroad network, train booking systetar-modal
connections, safety and comfort.

V Educate consumers about their footprint and carbon impact by indicating
emissions on transport tickets

V Create carbon footprint labeling on all tourism products (like transport,

accommodations, activities and gages)

<<

Innovations for sustainability in tour operations

Tour operators seldom have direct impact on the environment, but could influence
the decision making processes within the industry. They also shape the demand patterns
and impact indirectly the whe tourism supply chain. They could play an important role in
raising customer awareness and could encourage (or sanction) companies in regards to
their responsible attitudes towards tourism sustainability. Recommended measures:

V Development and implementabn of FfAsoft o (1l ow i mpact)
products should combine low emission mode of transport, as well as green
accommodations and activities

V Develop and improve partnerships between various tourism stakeholders with aim
at achieving common stasnable goals

V Modify CRS and GDS (computer reservation and global distribution systems) so
that calculation of GHC emissions for each individual trip (or tourist package) is
possible. This should be done in order to raise awareness among tourists @bout th
GHG (greenhouse gas) emissions and to propose trips and products with lower
impact

V National, regional and local promotion and marketing plan should give priority to

green products and less carbon intensive markets

Support destinations to introduce adaptand climate change mitigation measures
Use tourism industry as a Al obbyo for
green planning strategies.

<<

Innovations for sustainability in accommodation

The accommodation sector (lodging, food and beveragebkshments and the
cruise industry) is high energy intensive and accounts for more than 20% of the GHG
emissions generated by tourism. The hotels and restaurants have economic incentives to
introduce energy efficient measurements and renewable endugprs® A good practice
among the big hotel chains is the establishment of a climate change fund dedicated to
offset climate change related issues. Energy efficiency is also encouraged by the various
green certification programs and scheme, includingHbiels Environmental Initiatives.

Hotel guests should also be actively involved in green measurements via special trainings,
educational initiatives and promotion offerings. Despite the fact that the majority of
solutions require significant initial invesents for purchase and implementation of
technologies, most solutions prove to be -@&ctive in a long run and should be
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encouraged via governmental and +gmvernmental projects and financing.
Recommending measures:

Energy conservation and efficiency

Transfer to renewable energy sources (solar panels, wind, bio mass, hydro,

thermal and geothermal energy) and use of alternative fuels (e.g. biodiesel)

Building construction and design compliant with energy saving goals (e.g.

isolation, orientation, naturaentilation etc.)

Raising awareness, education, motivation and training of employees and

guests to involve actively in energy reduction

Installation of energy control systems (e.g. heating, cooling and lighting

switch on only when the room is occupied)

Use of energy efficient appliances (light bulbs, freezers, water heaters, ductless

heat pumps, refrigerators, ovens, dishwashers, washing and drying machines,

ironing presses etc.)

Frequent maintenance of cleaning, heating, cooling and refrigeration

equipmat

Improve of waste management and waste disposal. Recycling and reuse of

resources

V Water conservation measurements, including improvement of irrigational
techniques and technologies and making efforts in reducing the quantity of the
laundry.

V A Gr e e nuinptionotausism businesses should be encouraged to seek for
ecofriendly suppliers and local producers. Their goal is to instill green
solution on every stage, including raw materials, food ingredients and objects
of everyday use (such as utensils, papgrs, toilet papers etc.). On the other
hand, the accommodation sector should act in a responsible fair trade manner,
providing market for local businesses and small scale producers.

V Devel opment and adherence to fACode ¢

tourism practices adoption

< < < < <<

IT technologies, robots and automation of tourism services

The introduction of new technologies and innovations is most evident in the constant
process of automation of the service processes in tourism. Even though, tounmwiis k
for being a Ahumano i ndustry -tafack interactiones h ¢
and humanized communication to provide memorable and personal experience, more and
more operations in the hospitality and tourism enterprises are executed lipesadhe
automation of processes is evident in every stage of service and is introduced in all spheres
of tourism. The automated cherkand checkout procedures in airports and hotels are
already part of the everyday reality. Ticket machines for selfice in front of the public
transport, amusement parks, galleries and museums provide easy access and facilitate the
entry procedures. Artificial intelligence, service automation and robots are entering travel,
tourism and hospitality industries (lvanet/al, 2017).

Robot s ar e Aintelligent physical devi c
autonomy and sensory capabilities which are able to perform intended tasks. Sometimes
humanoid robots (that resemble humans) are introduced in contact pointsngeplanan
employees in interaction with tourists.
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Some advantage of automation processes and robot use for tourism and hospitality include:
V Reduce labor costs (especially for kevel entry positions which requires routine

operations or are labor intens)

More reliable, standardized and uniform services that do not depend on the human

factor

Improved image, induced sense of technological novelty and modern business

model that could enhance the competitiveness of the company

Reduced time for service (@scially relevant in airports and transport hubs)

Reduced psychological stress that some tourist may experience when interacting

with humans (e.g. due to the language barrier)

<

<<

Conclusion

The implementing of green solutions in the tourism sectorésponsible answer to
many environmental challenges aimed at achieving sustainability in a long run. These
solutions lead to environmental preservation and conservation, decrease the GHG
emissions and offset the negative effects of the climate change.al$w\save scarce
resources such as water and contribute to preserving tHeatnmwe and bio diversity in
fragile areas.

On the other hand, the greening of the industry is a positive trend with an
accumulative effect. It impacts all other related busiess(suppliers, outsourcing
companies, community services etc.). The multiplying effect of the process could finally
lead to a more sustainable society thus provoking global social and environmental changes.
For example, a hotel enterprise with a strongufo on providing responsible
accommodation would seek companies to install energy saving solutions and renewable
sources such as solar panels or geo thermal installation. In some instances, this could
stimulate introduction of new solutions on the localrkef and create demand among
other potential buyers (companies or individuals) when such demand did not previously
exist. In the same time, the hotel may need organic and pesticide free food for its
restaurant, thus stimulating bio agriculture and enceucagpsumption of such food on a
mass scale.

Although some of these initiatives and solutions may be introduced in compliance
with governmental regulations or environmental planning codes of conduct, there is
increasing evidence that tourism businesse® haalized their potential and benefits and
voluntarily adopts them as successful managerial and technological tools in enhancing
their competitiveness. In addition to the obvious benefits that accrue to the environment,
there are also often benefits tatist businesses, including (Wall & Mathieson, 2006).:

V savings in operating costs,
improved corporate image,
marketing advantages
better employee motivation
recruitment of higher quality staff who share the same value and responsible
attitude as the taism organization)
identification of environmental problems before they become liabilities and result
in litigations and create costs for clean up

< <<<KL<
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Abstract. The aim of the researchwas to identify the perceptienof undergraduate
students exploring variousdeterminants affecting career decisions such as internshagriexge,
fringe benefits, job security, etc. Survey strategy was undertaken with quantative data collection by
selfadministered online questionnaifeindings indicated that students in Bulgaria and Seychelles
have positive disposition towards a career hiospitality. That hospitality is classified as a
prestigious course that provides a good wldekfor its professionals and is highly sought gftaut
under specific conditions.

Keywords: Perceptions, Hospitality Industry, students, undergraduateecachoice,
Bulgaria, Seychelles
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Introductio n

Tourismis a majorcontributorto the economyof Seychellesand BulgariaFor both
countries, the industry takes significant portiontef Gross Domestic Product (GDP) 25.6
percentfor Seychelles and 11.7 % for BulgaliicEwen and Bennett, 2010Both are
currently reliant on tourism, henddis requires a substantialorkforce to increase
productivity in hotel operationfHayes and Ninemeier, 2008nd generate revenues for
economic contributions.However, hospitality organisations encounter issues thi
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attracting and retaining workers in the indus{gurostat, 2019 not only because

is renowned for itsiegative imag€Roney and Oztin, 20Q7Tan et al., 2016)but also the

lack of research or understanding on/of the current and future perceptictsdents.

Thus this research is aimed at identifying the actual perception of the students in both
countries (Bulgaria and Seychelles), to meagsrienpact on theicareer decision making,

and how such unconstructive influence can be corrected.

Literatu re review

Research on factors influencing undergr
career path has been extensively studied within the research comrRaorigy(and Oztin,

2007; Bamford, 2012AnandhwanlerandWattanasan, 201&houdharyandGirish,2017;
Ahmedet al 2017). FoValls et al (2018, the list include childhood fantasies, personality
type, previous experiences, skills, abilities, talents, culture, gender, interest, life roles,
social and economic conditions.

Perception of students of the hospitality industry has varied over (fmgnew,

1986; Dowle et al., 2016)Various factors like poor working hours, poor working
conditions, poor wages and low stability have been fingered in literature eKad¢2003)
discovered that about half hospitality gradsate Hong Kong and Melbournenever
really entered the industry and if at all, left within few years I@amford 2012) Jenkins
(2001) found that above 70% of hospitality students who are in their first semester in
Bachelor Degreprogramme plan to seek a career in the samealfi@lit immediately they
advanced into their studies, this percentage drops below 13%.

Students want promotional prospects, job security, increased earnings in their jobs,
adequate starting wages but a minimal workload, and in all of these, the studeots do
think that the industry could deliver these faci@®&hardson, 203,0Lu and Adler, 2009)

The views of male and female students on the selection of hospitality as a career
path may differ Yalls et al 2018 Ahuja et al 2006 Bandura et al. 200Muhammadand
Mande 2015. Males fnd the most influential factors in learning experiences and career
mobility while females claim thdhe mostrelevantfactors ardheir desires foprogession
andcareeropportunities(Edwards and Quinte2011) However,gender is a basic factor
that determines what students choose to be in life across different locations (Ahuja et al.,
2006 Behrend et al., 20Q ¥ alls et al.2018)

Gitau (2016) made a research, whidnsolidated the individual background, career
expedations, age, gender and internship influences of hospitality undergraduate students as
determinants for their career decisions. The results indicated higher level of significance in
the internship experiences compared to other independent variablesititieconcluded
that workexperiences affect career decisimaking among respondents in which
positivesallow themto obtain a career inospitality and negative results are highly likely
to disssuade them from desiring a career in the hospitality Y&=aottet al 201Q Leslie
and Richardson, 20Q0®ichardson, 20Q8Roney and Oztin, 20QTollins, 2002 Kim and
Park, 2013).

A study that was done by (Gunkel et al., 2013) pointed out that countries like
Bulgaria and Seychelles indicated a high degreeobéctivism, emphasizing that youths
from this society are mostly affected by interpersonal skills parental control responsibility,
projection and career choice imposed by their parents (Gunkel et al., 2013; Agarwala,
2008). Additionally, teachers arersidered as influencing factor in the career choices of
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youths when parents are not capable of appropriately playing the role (Cheung et al., 2013;
Mudhovozi and Chireshe, 2012

Methodology

Deductive methodwas adopteduiding theresearch carefully inorder to
understand théiperceptions of undergraduate students towards a career in hogpitality
especially comparing the perceptions of Bulgarian @eychellois students and accessing
the relationship or differentials between both perceptif@eswell ad PlaneClark,
2011) Moreover utilising a deductive approach in this study will ensure more objective
findings, eliciting general information from previous studies.

A research survey desigbawson, 2002yvith quantitative data collection with self
administered online questionnaire (Abawi, 20483s used to gather the data cereer
perceptions of studeni{&all, et al. 2007 Creswell, 2012 Hossleret al, 1999) Online
surveywas usedecause it proves to be efficient with the provision of raw dateegur
reports and effective distribution systé@uestionPra) Richardson and Thomas (2012),
arguethat students prefer an online sunasythey have the habit of using the web for-day
to-day activities related to their studies. Therefore, an internet sigvagrefavourableto
reach a substantial amount of respondents that can easilylete the questionnaire
without having technicalifficulties (Sills and Song, 2002)he online survey comprised
of 10 simple questions which took around 5 minutes to tewmpthus the respondents
were more willing to complete the survéydministration of the instrument started on the
5th of March 2019and ended on the 12 April 201®@ut of the 160 instruments
administeredthrough emailsFFacebbok groups arfeacebookmesengeronly 133 were
validly filled and werghenused for the data analysis.

Participation wasanonymous, voluntary angarticipantswere able to quit at any
time. All persons involved gave their consent that they are over 18 years béfage
participating in the research.

The total population for the study260 undergraduate studeffitsm both countries
This comprises 0136 hospitalitystudentsaat VUM, Bulgaria andé4 from UniSeywhich is
located on Mahe Island, Seychelles.

The samplingechniquesutilised for the projectare convenience samplindpecause
of the availability of the sampled respondeatsl purposive samplingn selectingonly
undergraduate students from particular institutions (Etétaal 2016).

The gathereddata was analysedwith SPSS forMean and percentages from
descriptive statisticend one sample-test. The assessment compaties Rvalue with
thesignificart level

Results and Data Analysis

The study utilised students with various practical work experience; althoaoghll
the respondents have working experience (Table 1). It was gathered that most of the 24
students without practical work experience may be those in lower levels whom may not
have reached the stage of industrial work experience (Table 1). Agaiaribes students
with practical work experience also have these experiences in various fields (Table 2).

232



Tablel: Percentage distribution of responder

S/IN Practical work Frequency Percentage
experience
1 Yes 109 82%
2 No 24 18%
133 100

Table2:Percentage distribution of responder

S/N | Area of practical work Frequency Percentage
experience

1 | None 24 18%
2 | Food and beverage 17 13%
3 | Front office 4 3%
4 | Marketing and sales 28 21%
5 | Housekeeping 0 0%
6 | Entertainment/animation 9 7&
7 | Repair and maintenance 5 4%
8 | SPA 31 23%
9 | Accounting and finance 8 6%
10 | Human resources 5 4%
Others 2 1%

133 100%

On the Mean analysis of the responddmtble 3) it was found that hospitality jobs
are respected; hospitality jobs provide opportunity for a good Hiferkbalance but
hospitality jobs are mobile, that is, easy to get agojowvhere. This indicates that despite
the balance ofwork-life promised in a careenihospitality, the flexibility and mobility of
labour in the industry may pose a major problem for international personnel.

The study also found that there are good opportunities for career advancement in
hospitality; normal stress levels and high earnimgs length of career. In most industries,
growth opportunities are lacking. This is not so with the hospitality industry. Promotions
and avenue for growth are available as found in the study. This shows that professionals
who take up their career in hatgity have room for growth as their years of services
increases.

Unfortunately, the study found that the level of fringe benefitsddenquatelt also
found that obtaining a university degree to work in the hospitality industry is important;
and that t is not generally easy to secure a job in the hospitality world. These findings
corroborate general perceptions of unemployment in most countries.

It was also discovered that there are opportunities fofastlfalsation and personal
development; physitavorking environment (the actual hotels) is pleasant and that there is
strong team spirit. These attributes are what the employees need in asatiato build
and develop citizenship behaviours.

It was also established from the analysis of dataddwamunication with colleagues
and managers is transparent and open, however, there is no gender equality in hospitality
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jobs and that there are no age considerations in hospitality jobs. This means that applicants
of any age can be employed provided thekivay age limit is reached.

Table3: Mean analysis of responses from the questionnaire

s/ It Responses Mean | Decision
n ems SD[ D [NAD [ A [SA| X Rule

— 62 | 28 | 10 |18 |15 | 445 | Accepted
1 | Hospitality jobs are respected (310) |(112) | (30) |(36) |(15)

5 | Hospitality jobs provide opportunity for 21 |69 |12 (12 19 | 3.45 | Accepted
a good workiife balance (105) ((276) | (36) |(24) |(19)

3 Job mobmty_ easy to get a ]Ob 11 13 15 63 31 2.32 ReJeCted
Anywhere (55) |(52) | (45) [(126)|(31)

4 | Good opportunities for career 52 |28 (14 |11 |28 | 3.48 | Accepted
Advancement (260) [(112) [ (42) |(22) |(28)

37 35 22 26 |13 3.42 | Accepted
(185) [(140) | (66) |(52) |(13)
31 52 18 17 |15 3.50 | Accepted
(155) |(208) [ (54) |[(34) |(15)
The level of fringebenefits (bonuses, | 15 4 61 10 |43 2.53 Rejected
7 | leisure, holidays, meals, etc.) is (75) [(16) [(183) |(20) |(43)
sufficient
Obtaining a university degree to work| 40 39 16 13 | 25 3.42 | Accepted

5 | Stress levels are normal

6 | High earnings over length of career

8 in the hospitality industry is important |(200) [(156) | (48) |[(26) |(25)

9 Generally easy to secure ajobinthe | 71 23 16 12 |11 2.21 Rejected
hospitality world (142) [(69) | (48) |(24) |(11)

10 There are opportunities for self 32 44 30 24 3 3.60 | Accepted
actualization and personal developme|(160) [(176) | (90) |(48) ©6)

1 Physial working environment (the 32 51 14 16 |20 3.44 | Accepted

actual hotels) is pleasant 160) [204) |(42) |[(32) |(20)
42 49 8 15 (19 3.60 | Accepted
210) [196) |(24) [(B0) (19)

12 | Strong team spirit

13 Communication with colleagues and | 55 41 0 36 1 3.65 | Accepted
managers is transparent asgkn 250) (164) | (0) ((72) |(D)

14 There is gender equality in hospitality| 15 1 3 34 |80 1.78 Rejected
Jobs (75) [(5) | (@) |(68) |80)

15 There are no age considerations in 52 5 8 22 |46 2.96 Rejected
hospitality jobs 260) |(20) [(24) [(44) |46)

3.18 | Accepted

Aggregate 38 30 17 22 26
Criterion mean = 3.00; N = 133

On the one samplettest analysis on the gener al
as a career option, it was found that item 1 to 14 as discussed above are statistically
significant at P<0.05, while item 15 is not statistically significant at P<0.05. This indicates
that the study found a positive perception of students towards hospitality. With this
positive influence, the study indicates that internship experience iggtheshinfluencer of
students towards selecting a career in hospitalihe table also showed the extent in
which the response means is different from the criterion mean (mean difference). Finally,
the table shows that item 1 to 14 is statistically sigaift at P<0.05, while item 15 is not
statistically significant at P<0.05.
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Table 4: One sample-t e s t analysis of studentsbé perce

career
Items Criterion Mean =3
N Mean Std. Std. Error| Mean | Sig. (2
Deviation Mean | Differencq tailed)
1.| Hospitality jobs are respected 133 2.218 1.4372 .1246 -.7819" .00(
Hospitality jobs provide
2.| opportunity for a good workfe 133 2.5414 1.2703 11014  -.45861 .00(
balance
3.|Job mobility-easy togetajob | 424 36847  11830]  .1025¢ .6842]  .00(
Anywhere
4| Go0d opportunities for career 133 2511 15745(  .1365] -.4887]  .00C
Advancement
5.| Stress levels are normal 133 2.563 1.3277 1151 -.4360 .00C
6. E'é?gefam'”gs over length of 133 2.503{  1.2887 11178 -.49624 .00(
The levé of fringe benefits
7.| (bonuses, leisure, holidays, meg 133  3.4661 1.2824 1112 46611 .00C
etc.) is sufficient
Obtaining a university degree tg
8.| work in the hospitality industry i 133 2.586f 1.4879 12907  -.41351 .007
important
g,| Generally easy taegure ajobin | 434 5 gg78  1.3908 11471 -.9924§  .00(
the hospitality world
There are opportunities for self
1q actualization and personal 133 2.406 1.1080 .0960 -.5939¢ .00(
development
19| Physical working environment 139 25564  1.3729 1190f  -.4436]  .00(
(the actual hotels) is pleasant
12 Strong team spirit 133  2.398f% 1.4031 12167 -.6015 .00C
Communication with colleagues
13 and managers is transparentan 133 2.1504 1.2461 .1080¢ -.8496 .00(
open
14 There is gender equality in 139 4248]  1.2456 .1080] 1.2481]  .00(
hospitality Jobs
1g There are no age consideration  j33  3037¢  17812{  .1544§ 0375  .808
hospitality jobs
Table 5 is on the analysis of the respol

various factors like lecturers, friendsad relatives, industrial experience, the society, all of

the above and others. The Table showed that 5 students said lecturers influence them the
least; 10 students chose friends and relatives; 61 students chose industrial experience the
most; 22 responas chose the society; a majority of respondents selected all the listed
items, while only 3 respondents chose other factors outside the listed items. Consequently,
it was concluded that internship experience greatly influences the career decisions of
undegraduates in the hospitality sector.
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Table5: Highest perception influencer of hospitality as a career choice

SIN Area of Study Frequency Percentage

1 | Lecturers in the universit 5 4%

2 | Friends and relatives 10 7%

3 | The experience in the 61 46%

industry

4 | The society 22 17%

5 | All of the above 32 24%

6 | Other 3 2%
133 100%

Looking at the research finding§able 6) most of the participants have high

intens to join the hospitality sector when they are fieighwith their undergraduate

studies which shows a difference with the conclusions carried out by some earlier studies
described byJenkins (2001) and Richardson (RB@8ertheless it agreed with the finding
done by

Table6:Per cent age

Roney @®esdite the fact that studapefown a. high level d¢
readinesso hospitality when they finisdd their university, they still have the bedithat
the industry might not give them their desired camrsirations whichthey seek. This
indicates that hotelestablishmentmight not be able to attrasbme ofthe fresh graduates
to the labour force

after Graduation

anal ysis

on studentso

S/IN Area of Study Frequency Percentage
1 | Yes 61 46%
2 | No 20 15%
3 | Undecided 52 39%
133 100%

Table7: Percentage analysis on hospitality areas students most likely to choose

SIN Area of Work Frequency | Percentage
1 | Frontoffice 23 17%
2 | Food and Beverage 19 14%
3 | Housekeeping 0 0%
4 | Human Resource 45 34%
5 | Marketing 15 11%
6 | Entertainment 13 10%
7 | Repair and Maintenance 1 1%
8 | Accounting and Finance 17 13%
9 | Other 0 0%

133 100%
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But on the other hand the graduatefind a wellpaid job in other industrieshey
will be willing to purse a professional career outdidspitality. This will have an adverse
effect on theconsiderable amount afipcoming employeesin order to adverse the
problem the Seychelles and Bulgarigimvernment should endeavacto invest money in
careereducationfor students who are studyingpspitality In most cases stedts often
have a neutral attitude towards jobs in hospitality. Although the re§uhis research
shows that students have thesitives for career opportunities, strong team spirit, personal
development and sedfctualisationand hospitality is regardewith respect. Moreover,
students do not face any problems with social interactions with workmates and supervisors
but rather have networking opportunities and the relationship is more opémmaswarent
in the work place which is parallel to the restaof Kim and Park (2013). This implies
that students have pleasant internship experiences, thier@epéng more constructive
perceptions and motiviag hospitality students to reinforce their commitments towards the
industry (Kim and Park, 2013).

Furthermore, as undergraduates continue to advance in university, they experience
more internshipandtheir perspective of hospitality jobs become or renpaisitive
because of the pleasambrking environment.Industry hospitality professors should
continueto project their qualities as educational specialigt portray a positive outlook of
hospitality to students in their placements and institutidris is due to the fact th#he
institution thus offer both practice and theoretical education which dHhzeilproperly
balanced

Implementingactive programdor student internshipsvill enable the industryto
keep onimproving its professional advancemeand better qualitythus it will bring
favourableconditionsin the sectoi(Jenkins, 2001; Richardso8008) Furthermore, as it
was noted in the literature review the experiences that students collect during the
internships highly impact their intentions to build a career in hospitality.

Additionally, one of the problems affecting employers is the irtgbibr them to
understand thsenew generatiosn (Y and Z)coming into the industnyt is imperative for
hospitality organisationst o undertake research to unde
employees, who are currentlyndergraduate students and some haveeredt the
workforce They are about to select a career path and thus should be guided and provided
with precise information about the hospitality industry, but also their contacts with the
industry should bring positive and lasting impression.

Nonethelessnegative results from the research encompassesresslevels with
unnecessary workload, which matches with the findingsearliier reviewedstudies
(Kusluvan & Kusluvan2000; Richardson, 2008yWhen it comes to salaries and wages
hospitality jobs arseen as low paid in the eyes of the undergraduates of career path. This
might be the reason why majority of students upon graduation have not yet decided and a
large minority selecting no to hospitality, thereby pursuing a career path in other industries.
Another reason is that student might have unreasonable perception about the position they
intend to have, whereas majority of them have this perception that they would like to work
in a managerial position within three years after they graduate fromitresity.

This corresponds with Casado (1992) who observed that majority of newly
graduated students view themselves as individuals who are certified to take up a position
of an fAassistant manager o and hencasthehey s
uncertainty of studentsé future working ¢
expectations in the industry. In addition, few participants have the belief that working in
the industry offers a secure job and this shows their current pemteptithe career
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implications of Bulgaria where employment systems are not permanent. This is because of
seasonal instabilities in demand and high amount of temporary jobs antmeart
employment Roney and Oztin, 2007).

Another aspect of great importa is that students who are presently studying
hospitality management also have this perception that working in the industry will not give
them the extrinsic factors like job related pay and security that are closely related to the
findings of Richardsonrad Butler (202), who investigated undergraduate hospitality and
tourism students in Malaysisshos ought the industry as a ca
(2009) own observed that Australian students have the same view about the issue, stressing
that thee is no provision foessential factors hospitalitythat would satisfy the needs of
undergraduates. The bottdme is thatif the industryis incapable ofneetingt he st uden't
aspirationsand expectationsit will definitely continue to lose talented artuighly
competent employees.

The findings of the research items wetssed toascertainst udent sd perce
hospitality whi ch ma y be positiugtyeon or n
hospitalityperceptions andehavioursimplied that students believéhatthe industry
havepoor working hours and conditions, poor wages and low stability. A wide range of
authors (Aksu and Koksal, 2015; Barron, 2007; Kitral 2010; Kusluvan and Kusluvan,

2000; Richardson, 2010; Roney and Oztin, 2007) have also coateddsamford (2012)

on his findings.These researches are closer related to this study as they place emphasis on
student perceptions of hospitality. Some
with this current study such as job security as a majacern for undergraduates due to

the increased need for flexible work as a result of technological advancements. In the
foreseeable future, the general terms of employment in the sector could be bettered so that
today'squalified students would stay ingtindustry.

5. Conclusion

Based on the results from the study it is clear that Seychelles and Bulgarian
institutions need to give clear information and deliver a positive outlook of the hospitality
industry to help students to decide which career matdeir interests. This will ensure
that students have an idea of the hospitality workplace before selecting a career path which
might not meet their interests later, thereby leading to a high number of students leaving
the industry after two years of woelkperience.

It is suggestethat hospitality educators and employers should build up internship
programs that are weditructured in order to fulfill the desires of students and hence
generate better experiences.

The opportunities for career advancemanthospitality management should be
sustained which was founrdo be constructi veThisisBtoenswedent s
employee retentiomand lower turnover of staff as the career prospectsreregnised
which is something that students expect t@iattonce they enter the workforce. This
means that hospitalitgrganisationsnust provide opportunities for promotion and training
development to augment the expectations of undergraduates to retain them in the industry,
especially if they are talented ahigihly competent in the field of hospitality.

Fringe benefits have been found to contribute to employee commitment. Hence,
hospitality employees should ensure additional motivational package are added to statutory
pay to elicit employee commitment.
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Hosptality employers must continue to provide flexible work schedule. This is to
ensure a good worlife balance for hospitality employe€Ehe millennial and Z& number
is growing more and more in the workforce and they mostly seek for work flexibility
whichwould allow them to continue to have a balanced life outside of their work.

Greater collaborations should be carried out by hospitaliganisationsacross
boards to ensure that staff transfers between and within countries is made possible. This
will bring about mobility of jobs in the hospitality industry which ensures the career
development, prospects and satisfaction of employees. They should also consider rotating
the staff from one job to anothewithin departments or given new tasks and
responsibiliiesjust so that staff could experience nefallengesandobtainvarious skills
and knowledge in different operations for personal development and motivation.
Consequently the hospitaliyrganisationsvould receive more potential employees to fill
the wacancies and undergraduate students would have great interest in working in
hospitality due to the positive outlook of the industry.
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APPLICATION OF NEW TECHNOLOGIES TO OVERCOME
THE CHALLENGES FACING THE HOSPITALITY INDUSTRY

KosaraGotsevaUniverdty of National and World@nomyi Sofia
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Abstract: The scientific report aims to highlight the benefits of hotel automation as a
means of overcoming problems in the hotel industry. The relationship between technology and the
challenges facing each hotel is examined. The role of innovation as a meansyhgat@isumer
preferences is highlighted. The focus is on the potential of robotics and automation in hotels, as a
way to achieve a higher quality of service. The main global trends that prove the benefits of
introducing technologies in key positions at tiotel are presented in order to respond to custémers
wishes. The focus has been on statistics from the last 4 years. The author defends the thesis that new
technologies can help any hotel to overcome the challenges in the industry and report plesitive sa
growth.

Keywords: hospitality industry, challenges, technologies, trends.

Gk d o yOfdisfls Atlsjddjtchsssks,
©OL i I Hdzj b dats o teff fSlpdztsls @O Ljo d EH gz B C I8
& Tl

o d fl

fslsj LO BiHjMhjlsts. uihdshlslso doO

Hdtej Clsdz0sO otsijLC @ jff O] fsdalsiaso dz0 = Ot OS Isj
fslstejBdzj dedjlsts d § zOMmdsjdelsi Is Mi o OH Ol {1t

dLftcOovwdzgjIsts dzO BdL dzai MO o) HJ B jclHek] dz@rifb W f
dL fdzj He Odzj J n~tslsj dadig jleHndRlgBls @dflaPdzy Iz ffflstaafddrts 3 j dzd .
Gsodlsj Isjrdsdsedd o ¢slsjdgig0 6 OFaE " 6S ds
OolbsdiOdL Oyudv 0 &0 fsyimdls] o Aslsjddls],

242



ftosBdzj 3dlsj © ~AtlsjdzdjttmMC OO ddvHbkMistedw. 1 O
Mdzj b ged Mdzj HsE Ols j dZMCd L OHOYd

1 dLrMdzjHoe Odzgy d2O MFjydq¥ < OO dzO@ =~ Blsj dzd J
sjrdsdteddls] ;

1 OkOd&zdL qicOdzj &O ftejHdLo S O] dhse OO { te

1 fteskzye Odzj dzO Isj dzH § dzyd d Is d L O tcOL 8 d
Anelsj dzd j temise silsts.

RL dzsY § dzd J§

4 RZOOMEZO Odzidste OdzdL OydwisO Iskztedmlsdyj MS Ols
Bl oL d IsjdRBftseaj, CObts Isso0O dzgj L di3j dedzts toj W dzj € I
d dzH £ MismtsdEY dzd J tefiplshe jsfisldso P 9 © ©h | sls Htcj 9 desMisls O,
fitcodly Wttedsd dzO H B tddsateOddzizds o @O fif ls @ dzMised@(drjd . dz
2o d dzdzts wwOL o dIsdlsy d §jyddzdehd mMWjted dzO Iskzts
BIMISO L O dzOMIsOdgw 9 Odzj, Ctsdlsts ftej HdzOG Ols B M
sso 0 fBHYGSBOCO w©LOLOdIsd ] Ists -HEBERHOKIS. s dISTHRBIEC | Is ; ©
GjdgjtedtcO®  j yoOdze d, 9 LOsadMmMdddsmls ls Measw CC
ftcjHo jMh Do O dZzOodzd ydJ Ists dzO ftcjHdLoadC Olsj dzils
1 o dzOG Odzj Ists zO0 Mmoo jlssodzdlsd fteOCIsdsd LO
fto] SHESdZW 9 Odzj d Isdp® fdidstsiBjdzj WD H SO j H HS f tSHBGB"
gqdzH Emlstcdw, d bEtedL 8O0 o ywdshls.

JdlsjtcOlkztcj dz sBL St
1 Okzydzedwlils HtsSC dzOH Mi Hi 6 O ddW stedZOYdw sls
sydsed yd, Mol oL Oded M OdOZJL O dgO rtslsj dzd j t
dztsy j @d jf toj SH tsdzv 9 Odzj dzO tOL dzd yded ¢ tetsB dzj
ZjHo Odzj Ists d tojh Oo Odzj Ists dz® VW tstod3lz dzdf ts O ddzd Is
@ d2Okzydzed SCtsdzyifydd 5 IejlsdteOdOlsO { t
j OB Y tzlgod Oo Iststetso d . dH Jnd " J foEddrgedddd 1 d MC 2z Mmd
O IjLOLO dO Ooktttd, yj dssdlj Isjnd
YoOdzgg © ntljddjtthmMCOlsO dJdHEMmlstedw d h
LodSCOlsj dznlsea OO fftojH dzj W .

YqW¥ ds o0 dz0 rtslsj dzd § toflsdglds Isfis Iafj o dzt<tsigtsop el
JdzdjtefMsoslsts | Mol oL Odes M B Mdzkzy o Odzj
Alsjdzdjtt® HO hMdceclkted Is.wzlzdiyldetsl IsH ts 5 totsf o ff tdzif X po
REOS) MO Bddd i eodlsj, Codlsts MO L Of dodz
dzOMils Odzv o Odzjs H4t6jOH0d ctsCHix(ddzd  \Vidalker & Walksrp2014,0. j 6 O
4).

| BMsy ted jikifipioaststsy dzsfls ks jMlsjMlse j dats, 1 to
Hj2detsflsd &0 HEB®ROS ddzdlsj €1 d3(Zégley2015,¢.6)Q "Hddzts] s s
Mi otej d3j dedets tsBW fMdzj dzd fd L OIls R@shpY Gl Idzo sdstish Is
HisBOC d dz. s 5C Olstsis ¢ ted {5 te f 630 ls GlzddjdzH ig Jnls & 5L 59 O 9 C
Cskf Odedd ddzd BecOdzdL Oydd, Stsdlts shdcktws
ZOMisOdzw 9 Odzj dzO0 =R steO, (MckezEe®& CHa®2000@.d1)) | tsls H s
CtsdzC toj Isdzts, sOLd otl LEO BjYHE ctsMmls d HBROSC
ctsfmisd, §mjldlsjdd ddd djfsLdokd <okt Mmj f

243



Isd . mtslsj dzd j eflse slsts HeBtotso Sdzdats ME d
0o Odzj dfQ IBtxzCUEGS fLis@lEzdEs | toj Mtso Odzd s s to O dac
steOHd WOCO, yj GeMzENOBOf kO] s BJ
ntslsjdzdjtemlsoslsts dqBBO 90Oy dets L dzgOyjdedj L O
jdzd jtemlseats fj rROOCIsj todL @t ), gRAGHHS.dzts B36[ N .j f
flsts Mj cscotsted L O 1]’ tsd3WdzO o ftslstejBdlsj
fMw HB bEtedL BO d o Ofmisdzsmils RdEde] dsd e i) €
dud. vg M o[dzlthejlalz Qs dzef da s dedz@ o3 Jindsdpts: (
[ 5y q ls@lds RO Bdzdad , dzj ftoj MisOdzdes Hoady j N d M
B 1 ©
L

=
lﬁN’

dzj dzd j dz0 B dizOG O. HO LOHBoatdzd o fmd-

90 oafmdys¢d BijbssHd d MtejHMIsoa O, Ctsdlsts B
dJhjdedw d HO EB] &yt by sdzmiso dJ Is

A jrndesdzs e § GO Is 9 0y dzO tetsdzw dzj MmoOd3ts L O
MtsefMmise jddydlsjy d&O ntslsjdd. vi MO MY dkHddddHo
1l et yYtejlL sjrndesdzseddlsd B dzedH Y tedIs g i ts dzt
fslstcjBdlsy &ZMSC slsstsf s jH fdRJHsHed e NEzOdzdL d tcC
ZOMIsOdew 9 Odzj L © Mo tsd s jllieva &diljpdels g0A7,p( 5K a z @ m diash itsé
dz0Q Oy dzd Is § soi toH J dadffe d | OdefiLo@R WP R BOISO {1t
ZOMmlsswh jIsts, J JHddz HBSBDtdRdOyiiEse ® { & 5d s oz
Bi Hjhj (1 Ottkh jes0O, 2018, fyj. 178).

At sdzvIsO, Ctwilsts Isjrndtsdzseddlsy detwOwls o s
fd fsdjd' d LOLesdeO. sddjdisdlsy ofj o] U
ftol COtco Odzj dzO 9 0C@ERGgdHP RIS zffdHhis cd (o
sotsteyd MSd dOydded, LO HO ftedodzj COIs ftsojuj I
Emdzzedlis g md. U mdesdzse d dIs g Bs 6 Olslz HiIB@ dztsiz0 ff to ¢
Edzd € Odzdzts i ( ,Hiava & Filigava201&,p. 5).

]l 6l Olsd®j 3 Hzzs o Oydidtslg J dzd | tomistodgjstsdets o toj dzgd 4
tcOL dzd yd 30O. stsdzS slsts s jyy Md Gosdi dv-s ftoj
stcHdzs J GBS deso jdz ysej¢& HO EMfjij HO Mmj M
[ desets tsIs Mmi h j Miso zsOOMdsIs jte jIs jif Asdztsiz@Esd(d dlzOn ytso J .
ftcdj &3OIs L O HOHjdzsMIs. u wOLodIsdjIsts dzO § OL Ot
hMy ko j d&zd yo©e Ols.

ST TR T &

OFFESs T
B(HSI

g__g_‘q*—'cr,m"—JJI

2. ltejHdLodSCOljdhMlsa® ftejH rtlsjddjttmMt OO

rded M ftcjH r"tlsjdzdjtthisosfe ] Midh p fc.OBH & ls 634
JHJdz HBBIGY ttOLodls o dSsdesd3d yd MEts tsilsdatsh § «
Hitsn SH &zstfigte®dHd st O Istew B 9 O Ra@shéyi201g . £3Q)o dzv o O
lLjJdi302¢d dzOQotej d3j dzded diBjteCd L O o] SHISAZY 9 Odz
fr]u’lsd30c,‘o LO Ejn de® ©? Qdznfigle OEHAS s dzO tsB Mdzlz )y 9 Odzj .

U ndzsdzse d ydes tsted j tas jf dc@Ealfts € diafflg jzlsfd©  dzj e OL
dddHdziodjIsts. (Hdzs sls tsMdzseadzdlsy dL dmMS o Oded W
Mol toL @dadj tdzjHIO® d BBOIs HEtsMisi § HEts oMW ONaAmsYs ©
Alsjrdetsdzse ddlsj MO (tsMmistswdzj dz MY Isdzed ¢ ) g
Rdzso Olsdo detslsts dL f sdzL 8 Odzgj dO Isjirmdzesdzsedd, S5
Aatslsj &zZmCdlsy ®ffjttOydd, sB3O0cO0 dzO rftslsj dzO HO fiy
dztso d C dzdgimzBOd&) p. %64).  sts L O 5§ 9 Oy dets ntslsj dzd |
slketco stedzsMislsO L O fwojHsMsOoawdzg dzO HEMISOII 1
mMeotsdlsy ~tslsj dzd

244



[ e ts fteiHdLO S Olsj dzfplse 5, Csjsts md L
sjrdzsdzse d ydzOls© tsted j dzls OUsdv dadO o Uikl tetfdiEigad itbqiii fid & «
mMo2s&6ts Expedi a, Kayak, Booking d Airbnb,
dzO d3J to WwHsts BdEORIs | tHisBIEG S j dz2@ X d ¢ destsudgwddsftsvls s ddzOy2d o v
Bzscmi ffests d JWJCIsdo ddtelia &( Fliporaa201ld,.ph6) ev as j L
MO2Isejy MO dL Cdzs ydlsj dzdets ftsdzjrdzd L O i Isze ON
MotsBBHMSISE otcj d3j , dzs ftoj HiMlsOo dzv & Ols ¢ tsdzv ABC
ftoj BHBBdZjwls sOLd SCtdSbkztejdydw Jj dikzyds HO Mj
5 ltej HsMIsOo W dzjj dzdeO d i BPMds gz ' fj  dzdf wdad t
A sd3j dzd Isj M jin Jtetigaifs of @q Q lsf o etz OOddzO e OMiso © BYOC
HO fMmd Af toj x (Nain 2@8, mzj 36%566). | Al d&zd j M C OO
sjdeH j dzyddilsy o HIL O2 dzO, sjndzsdzE®d d s iZts d dzdlg t
sMdclztow o Odzgj dzO Mdi3dMmdzj des dL Yy JoweOdzey d LO {t
HO B/ HOI fttdeodz yjdzed rBOLO, Is j Is ey jBfiplddts H O
Bslsdodlsj LO fsfmihjddd zZO HOHJj O HJ Misd daC
Odzstesf s¢ jeligdpd ®IsME Sl MdziHeo O, i JHddz ddzH
LO L dOs OdfsB@O ddgy Mgk HO et fMmilsd dev € ts
mJ Zz0 oeMmMdySd HOHJ dtsfylsd,Is ] B Ezs dzts &z dzd dedipls § deditt
Isj dzdIsj, dBscOls HBWi) ddOH If BNPB j dOGIOs BB O
i Mssw . ] stcOHJ ddzls j tej MO, Cs2lsts fi LHO9 O
stsBOISdLOYydwisO d tseslsdL Oydqwilso fmj ftoj otci h
H des &Y fists. lteddzdjtce LO Istso O Isaitc®ulzi Basils j iz
Is FYZodk .

vimss2 yfegEs2 ydotsmMislsO j JjHds tslIs fteiHdL 9
stetsmlis, f ez Odsip] LiOE dzls j o Mtse OdzesMis tsls
s dzdzOIs O (Pdnushpwa @019, p. 287). ui oatcj d3j dedzd W s Adztse  Isk
ffids dsts H | te jagieB didzj ffids d fMd dzdzs L Octedy jdz L O ¢ t5dzd
s jJHddz ~tlsjdz dzgj BI H] HBMISOII yYydets AL j dzj dzh
tczce d Atslsj dzd, sted J dzls d tc O dzd Ci &3 fOL9Odz Ist
steeOdzdL Oydvw L O YT O)WR HLZOHI[EBtCts Odzc Oy dteC
sztedL i 3. [ desets Aaslsjddjted M stdj disdtcOls ¢
Bl H] Jjétdsecdujd v0O0CO Isj lydlsOol ftjtsdjttd
g Mists g1 sd M 1S Isfjte tspsdsNagzdL. @ Lu@tisHeq Hin MY
sso® ftwjHdLodC Olsj dzfflsoe ts, n S5ls jAdrf{dsly § disfteV mizs @z s
sjrdzszs€tbdIlsts M ] § sRBSEcdzOls dzO EZftcOo dlsj dzd s g

ftoj cOLEdzj HOI CtdNEBOYdWISO d&O jdjttedw d HC
d dz0dzimtse d ) (Naify BOLS pp. dBEEHEY). ¢ f s teIphin d Josielyn Walker,

Yytejr MmMyJjmlsweOdzd dO Jjdzj e dwY d otsHO, dzO BBO
[

[

H

s
te
9
o]
q
Cts
¢ ts
¢

IOX>FS VI eIl

Chdudedlsj RdddS Odd, AL jdzjddlsji nslsjdd dOc
jlsts dd& §OL sftedprasdlsOowls (sHSBG) dad Ehdzcd
0o shdzse dz0 MiHO L O Wakers Wakerd2GL4 ) #88)y d Is j dzd Is
vjndskseddls, Stdlks fj dqLisd.eOl o {f

sjiL OO, ud MO Bl dL ¢ dzv @ Isqd wddzpdzdff jistel] s jdzts mdzts dz
liftwjcd sso O, ntslsj dzd s j , o fmj sh | Mtcj h Ols
ftejHdLO S Olsj dzinlse O. sdzd J dzalsd Is g dzj f toJ Mls O dzdzts
R34 dzdzts f steOHd IOLd HtoeduddO, Isjndztsdzse dydedlsg
-ntzglsj IstewB9o O HO fMj MIsOLOwWIs HO BI HOIs o ddzOc
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3. vjdgHjdzydd LO twOLaoadlsd] dO Isjrdetsdzseddls
] zOMmisswh dw  HisC dzZOH, OQolsstel s Mmj WesCkzMmd
Hi dBydtdOL cOB tslso Odzj Ists  dzO  Isdidg dzfg dztf dsch (ffI$ JO o @ dz
i Msaslsts ) Antslsj dzd jeMC OO dJdzH zMmilstedw . U
SHBkY 9 0Odzj sts 20 dev Ctsd BIs G'IST.GJCfLBtGISJdZdIS
OGCtOW, Oolststei Is tcOL G dzj y HO oLOddse tel L
HdLodSC Olsj dzimlse Ols O.
[ 4 J CWHOASC ddBH Or acl e Hospitality dLfmdzjHDP®
otesy O, L e sBG jMjL daodysdgdig jls s 20 s -~ dats dz
G tsH d dzO, 75% s atlsjddjttdlsy, COLo9OIs,
IsA, ud Isj nddethdiAdplaforlsd® dfrpizlsq Sdig o asd tadGisty
fdsO dzO etsMmisdlsj dO (OraptkRepaft 2Q1%B O d &
Is

doltsdizOIsd ydets dzOMisOdzv o OdajOL d  WzP iz i) 62O day g

tslsdztsh § dzd J§ Ci s ftojHdL odC Olsj dzfmistfotls iis dzs €  J ldzs
stedJ dzZsdteOded Is)j MBsPBI 10 Md HO f§ssHsBtWwl ¥
flstej &3¥Is HO OolssBOIdL dtc@ls dapt tzdgF G lsizOdz@s. | ¢ A I
Wi mlsts Al ddls] jtfg Sfipdsjslszti@ikKy G@&koiotzjH 0 S tots
fjtemMtsd®d] LkdidGstewils ftesyj MO, f§oLotsdweO2Cd dzO
MsOdlsj fd A (Mapr @@ r i dolf stcgd GB15¢ di3j tcd C Odz ¢ Ols ©
ntslsj d&zd jteMise s  dzOMIsOdz? 9 Odzj, Hts 2016 GtsHddzO
MO ol ¥ Elafjdzdzs dZOMBPOdEyoaRslid ( Amer i can Hot e
Association, 2016) . oL dzts j d3o to g 2018 G 1
EmMstes2Mlso © ftcjHMIsOo dzv 9 Ols 48, 2% tskMatlewPOW d ¢ O
2019) Ctjlbts BLEZOYOs O, vyj ofmi ¢ o HW] dd tffislskd s jC
sjrdtsdtecddlsi, L O HO Ekdjmdviks sy MO dzO L OH

vjdzH J dzydwWIs©O dzO0O tetsB s5ls OISO Isoj dZh 3 lslzjyafdf Is jts Is
ZOBJtcO lstcOy j dzd | ) MftcOoawdzjlss M HbBDJ tsls
Isj rndzsdzse d ydzets tsteffi ddls dejOd@(ded)j Isstets fidsds L © M d dzdzts
l Mo jilkO MmihjMmlsakzoe Ols dL ¢ dz¢duldtdso] Qlistigffordigidztz s ¢ d qf dk
stedj dzgsdteOded rtlsjdzd, SCtdlts fftode dzd ydOls Mmetdls,
qazse Oydd. (Hdd ls §sidjHdd 4y L] RE1BIs ¢, 5 HYERO
Atslsjd dO fsi HAFIjysZKoofi o sdlsO@o lsjs®Plste d ©Bdz
tcsBlsdL Je®dzMI Pz vts?2 dg My deyxHOj Ik WdL
omMduysét M EZiwcOCodzveo O Bl CBfslsi . v 0O LSO
BiEcs-offHsCts COyjfmsots. 1 btsLd Alsjd, BOdRIO
Zzduyjdz ol ¢ Y4 dalsi te d tetsB sisd HO mMitco dtcOls
f 5y J (@&D@gomic 2018).

l Mo jlsO dzgO® ~slsjddlsy o {§oMmdzjHddlsj ¢&ts5HJ da
tesBiIsdLuePdizi My j " j dz f ted d3 te Hilfon, T 518 jj dzfigC @sldsO 280
CsHddZO HB HdjfMm, dLYGd.LoOls Is. dzOtsc. twtsBSls s
HO9 O ddaW BtedzZOYdwvw dO ctsMmisdlsy L O ObOSyYyddlsy
s Is dzts ) dzts Scétimltahjed2@16)(

vstsLd d ddesets Htokzed fsHtsBded fHtoddzjted, s
Antslsj dzdlsjy Ekdzj mdev e © HtOMmIsd ydes dz2Oyd dz0@ dzO OBt

"Kioskf 6 j HMlsOo dzv 0 O j, dzjfStsis to tscidzizt® Ol Gee QUEDY L i lioded Pls |
MOoBshissYilsj dzds fMosYlO tjcedhstOoydy o olsj O
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EdzdCOdzdzts dLydoweoOdzi Bl MstcOdO dO 6tfmisO. 1t
Richard Singertf tc JHLjddzls dzO Jrevdfo@aizdey otci L CO M Istse O
ol Lftcedj i3OI twtsBtslsdls] o RisBIdAflsd s Of s5C OL 9 O M

V 62% Bls OdzgS jIsdteOdzedIlsy ftedj B3O tsB IS dzO

V 68% fftedo jlsmiseo Ol tttseBlsdlsj HO ftoj HBMISOS

V 73% ftcedj d30Is tctsdf tslicds dy @ d Us @eiggend8 18 4).dz0

Ul ndesdztse dw LO (§tsHtsB W 9 Ofdalets cdz0O r isWsij Sdds[d ded
Odzc O dBIsScHBORd L O EMists?2 fd oddd 3O izt dz@@z] fzPH Q
[ SsdzsedydedIlsjy yjdzd dO Starwood fMksOlsdteOls
dL § tsdzLfrp Bl WO dzj dzO0 Hizj oL HN® | s dflzaRd c Ols tsfoe j Is
ol L hMdztce © &0 SCdzdyj Mse sists | Mmlajdifdssety HdEEs jfriiad]jls
Is§ ndetsdzts g tids BtcL © Q Hofippilsdarfjjded § sts d3tsyd HO M
ddzd HOOdM]d legPd J cOIsktcOISO, CtcOlsts f tsdiigvaj dzd J Is
& Filipova2017,p. 6).

[ 5C OL Olsj dzflswpdts ALtEs jlsisfdsQ MO wtedj dzlsd e Odzd
tej HzydteOdzj dz0 dzj dzzy dzed tc®k &deq §, % gzs nqss] jexinC af G
mlsOd, Chissstsddgjo Ols dzO cEtsMIsO HO tMisOed o ¢ dz¢
ujdzL stedlsy L O Hoadyjddy, dBOCOL 9jyj BMisOtw dzC
YyteJL Cdbts dqdzsoa Oyddlsy My dqLitsdkLeoOl LO wjHE

sl @3 2018 cetHddzO 4L ®ixsfld®H dedyisodatf Bzezs gzgze Is |
Csd3f Odadars dL o J ¥ HO MlsOIsdMmisd ¢ O, ¢ s dstists {f tfj @ Qy@Lisaj
LOf sddzv Is dsdzsects § ts9 § yd f1 skzo Odzd W, 9 CBdlts
McOoadzgj dedj M Htkzed 1§ IskoCOyx(®2 f)CCdlyvis iy fakds \jJ d
87%(Mazars 2018,p. 11).

tjLbkdks0olsd

1 mslsjddjtehseslsts | BdLdzjf, SCtdlt g ddts
MlstwOdedlsj o Mj dkyxHOj ls f(ofsswddts §SHHI (&
tOLodlsdj BXOGHHOL] ddj O detsodlsj Isjndasdztsedd

1 sOts jHAGO B toL tsq dmilafplafeddh, O ldjjdd j tfls o
ftojsHBd ] ddsyjmsets ftjHndLodC O] dijlss O.

Twvojlstsodedlsj Isj dzH § dzyd d HSC OL 9 Ols fnd dzd
ftejHdLO S Olsj dzfflso OO ftejH nlsjddlsj d Isjad
ftoj sSHiSdZY 0 Odzj .

1 OC dz¥ y§ dzd §

1 OtcOMiso O Ol I e isSERY zPdzBS dls| ftoj HY sydls Odzd
kjnddy EMYjn erQ MB®LlQ. LIOGL dfs o O Isj dzH j dzyd W
HEBleslksts SBMdky o Odj MyittjH dOdkJyudjlsts dzO Isj R
2O BEY dO §i lskzo Oh d Isfjts Ekszg@lz o8 ddz@ajdzO Jdz@ MiE @
Bsdj dElsO. sddjdsdlsj JMS Ol weBhdkzyoOdsylsts o =&t
MO kodjtOdlsdd ¢i & ctjhSd, HBfkMmdOsd sk d
GsHddd, cthisqlisdmoOd wdeg Sfas] | dzlsdE@ddsj 6d MY 1
syjdzv o O fMotw ftojmiss? o nslsjddlsj. R} ddks f
HO deOd3jtewls Bi oL s d COyjMmlsoejdets tejh jdedy L O
jhjddi MO dsodlsj kjrndskscdd, Csdlsts kdjf
Isj dehdjddzy €1 &8 ko j dzd yj dets o dzj HicW & Odaj ZO ttsB s
fsdsy dlsj ddzdlsj §shmdjrndyd sl kswq.
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INTERPRETATION OF NATURAL AND CULTURAL HERITAGE IN
THE CONTEXT OF SUSTAINABLE TOURISM

Rayna Pashovy&h.D. student, SWO Ne o f i ti Bl&jodvggakli 0
Assoc. prof. Stefan Kirilov, Ph.D., College of tourisBlagoevgrad

tdLedgistey B3jnl s @AMeMg HissdLd tsHdNOgipzdOhsiss 6 i ¢
fsojHjddj O FsOLO, HtSd jHBRO HB kddh sy 0o O0dj
COClts d dO vyjdd vyjdeded LO 3 doskO dds fedtshdd o
%O Sz BOO J bkddh sy 0o Odzj sts 20 tsh® Ofip®d jiz © j H tad § #
ksySoO. 10 1i &Z¢Owd™ COkt bkkwdmlsdujmMso MmisicOdO
BiyHEZBROGEHddY kktedhsdujmMSd (0L OL. uw fdljy 0o
sls ftodtetsH dzO )i jiHs® ted] U§ I&islz teal@th) dzj fldndste tsq  tstg j HNOLs fif e
cOLodlsdjlsts O bktedL BO oi o osMdusSd dejctod Odlsjt
dqLidzj HoOdzj d&O LO yjd& HO ftjHMisOad oi L &y dshls
Coyjfmlsoslsts dzO fiojHEZOCOddls] HE{i dc@EO] dE UshplssX
btdd | b3 s dzj lso Stej desMislsO 2O §oMmjlsdlj &S dlsi cky
dflssted Uj MC dzOMd) Hilse .

szt ysod : gizgftcftej IsOydw, Emists?2 ydoe sEztedL i d3,
Crazs Hidsts ted yd MS 5 dzOMdzj HMIse

Abstract. The pursuit ofincreasing productivity and consumer behavior of people has led
to the destruction of individual plant and animal species, as well as entire valuable natural habitats.
Pollution, climate change, and the destruction of our remaining natural areas have thvewgprid
to a turning point. For Bulgaria, as a tourist country, to be on the international tourism market is of
particular importance. Bulgaria has exceptional richness and diversity of natural environment and
heritage. They are an advantage and aeptésite for the development of tourism in all its
alternative and sustainable forms. The present study aims to present the possibilities of heritage
interpretation for improving the quality of the offered additional tourist services based on
sustainabletourism and achieving satisfaction of the visitors at the sites of natural and cultural
heritage.

Key words: interpretation, sustainable tourism, natural heritage, cultural and historical
heritage

1 liojnjddi

Ho jlstso &zOIO Isktedflsd yj i) s oty i aB@agd ) dRsyfigflsy  dsd
nsteOlO, Ctdlts i koGOl dLol dz sBdYUO2 dZOO fd
fsuyde SO, BdL@PMisdatt rRBPOBE] IS Jd 149 s ko O
St HJdjddjHO difstsin g toldszjtady, L, BIuge@d 5§ HJ 2 dats
l]'tGJHfr]lsOalIdidaHG})hq'OlaOdZJ ?ZO0 ftteO® ftls jHdts &Wflst
ftojfists?2 dLoi dz swrhdzOO o fylststes@eotds Gnjd dogjofi) et
LOf 5L dzOo Odzj M f4stsicdzdj MS U dzi Iz v detiRlsse, L dDjBy jortech
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9 t©OLodkdilts dzO IsktedL &3O o
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tedszd d POHWHhJ BCdzdOsO MmtcjHO
fmls tc © dzO, M ftslsjdydodz HO (toj
5 dols] offy ocfs Wo  MESHEPAEEO I Md  yOfls
Misdlsj Mi h jMmlsakzo O ol L d3tsy dat
q shj def MO Ml fo0Odd, &ty
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0] 52 fdeg s S Bbctsostcj dz IskztodL |
17 dze Oteq v , 2010) .
4 Vil dgs@temCdWils blkztedMmisdud s d t
db,ztcdg@fyyj dz S df ftcj Stsd3j edzO® j & M
S dlsj d (Y0 daagfif e . O Sl tpistsaly
duodj d tBifdlkz) § @K1 GBI dL s
B ftetseOdd, Ctsdlsts dzgv d3OIs o d ME
d dz ( Odzls j, e dfOsdfd dz tc OSzteed L g § M
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Misls® dO0 MisttOdzOIsO ded COlsg & M\Is 2 yc
CesBzdd S Oydqwiso M fsmilkdlsjddlsj L O O
sts dz20 BCtsdzdOlsO0 MmMtjHO. st 0O Bl Mok
dz0 i otej d3j daj dz EMmists2 ydoe sEztedL i d
| cBtc@D jdzgOMfsdzifdedl § o ©WOAdzdlsy Myl h j M
: d o Ct0O2 dzO0 -Wlsdzy f)idas selg Q Lizddrds d t& @) "G ji
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dzOkz yOe O, HO Mmj M L dZO0s O tj Odzdztsmisls O, HO ]
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fsojuyj LO HjMsddOYydwIisOdks C¢j gty | WBise g dztsf a8
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Olsts ddzmlstelzdzj dzls L O dzOMi teyOoe Odzj ZzO0 fOL 9o
Ytz zdz0k0 §OLStso O MdkzyBO &0 oz §skOEO
Hi2desfisd L O fsfMmjilsdlsjdd. 1 Mmi hdisti tedsq IsZi
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BIi HjNMNdlsj fsCsdzj ded W . J MetswisO ¢Cdzdc O, v d dzH
tcOLBdteOdzj ; YtejL ©wWOLBdOdzj, ftedL dzOlsj dzdztsfls;
d Hdz20 wmy M&E®2 ydisdteOdzdlsy WttOL d dd s} dsiBDc @ dzls j
2009, p 14). Rdzs j tef toj SOYdwIlsO tOBBId COILB YtejtL n
My jyd¥ dc OO dzO0 HOHJ dzts 3w fyletslzd B @ to fip® dzazP H § H p g
Csjlsts YtejL 9G6wLOYHOdz] dO IsjLd Mfjydwdscd o
E il . Rdzs jtef toj sOydqwilso Mmihts My ifdlse O
COs Mol Lo ©® MmMi HI toy Oded | Ists, Cjlsts ftejHMIsOs
ykzefmlseo © d vyj dedesflsd. AjdZkO 2 | fsitejHmlse
OzHdbtstedWIsO f tOefch,0ISHOO O dist{Gpraf{tsQ  figf jl3s

vsOLd cdzjHdO bbsyto | GttOL jdO s dsots
ZzOMmdzj HMise slss sIs 1 OyYydsdzZOdzdzOIs© OMsyqdOydw L O
RdzsjteftejlsOydwiso j ftesyjfm dO Csizddoydw.
dLEOYHO JjBtsydsdzOdzded odei Ldldds j dji § I8 iz O dafldftls j tcj
OzHdlstedwIsO d L dzOy4d dzd v is(Bam, 208 Ppfiy). " d dzO tej Mizts

I i " desfyls, € OF Is t6Tulib 808, gy 47898)d v {Bim, 2013)
O¢ts  J HEB tcj f dzO dzd tc © dzO, ddzs j ef tcj sOyYdwiIsO i
Zmlsts?2 ydroassdslds jte O o3 dedets yYtej L IsktedL d30. vikztedmisd!
fsMtej HNlsosds ftod &zOGOdzsj 2O ddalsjteftejlsOlsd o dzq
ddzls j tcf tcj sOIsdoded ftescteORd Isj fsodh Oo O s
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B dzdHY ) tedlsy dz20 BCtsdzdOlsO Mttj HO d st dis A tdefss df
MO HBBEK] fdMmQdzd (sicardoNp8de & Satizer, 2004, pp. 231),
MftstejH CtWists YISO dO ddsjtftjlsOydqwiso ¢
WOClkste Mj o sptedsO sls COydmlsejdets Gtoj HMISO
ftsodh OO0l Sdzdzj s stej detsflslsO dzO IktedMmisdlsy , &
ZO sl tesoaME OISO YdL ded M sMtse detsMls zO Isktedfmls
WiSClsdo dzOlsO tetsdzv 20O ddzlsjtef toj IsOydwisO L O EMmls
Ohdlsjdedlsj Isjtedstsfddl t@BEyg@ornB Oltdpdj disd =«
Moscardo, 2008, p. 93; Jafari, 2000, p. 328; Weiler & Ham, 2001, pp5639Chen,
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sdzL 9 Ols q tisdiwy Jsdiy dstpdzdinilg Qlezn Otcls j dz, szt L £ g2 Ist
0OCIsj tedzO shtse J detsfls dJ fmi hiMmlsealzeo O dIsJ d
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LBO | odzdwddjlsts Bz o) ek G tsdzdzOlOtcmtc] +
M A OBJK) Iskztedri dz. ltwed i twoadw, I©ktedL dzi |
M fHOfstOs H dz0s0 d MBydOdzdOlsO MiejHO Isttws
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Ud Is o istslls izdeld jo tc O dzwds'O dfak' §f Ofp@ ¥ W J LydsBdpd B3d dzts fyls dzd !
42O Is GEQEO M tsls 1 @ IO Iz tc O {2ADJODs H Ols O  dzO [ (oot tj @ S @D
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BOM OB COLO O Betodides o LHj2Mlsadd ol ealkz &
Czdzszteded Obs@dak yd@, § i jddj s biztedmisdlsy .
o Oy dzgdlsj Ltsdd MO CtejnSd d ftd d&dfmo do i
EftcOoadzjdzedj Mmi hjMmMlsoakzo O Betetsdzid tedMé sl st
sEztcdL 3O, COCIsts o9l torkz d34 M Isustsdzd|,Is © ded>'Misd Is jo dzdk:
ydotslsddmMSdlsy odHte j, sOCO d 9ol ik d&j Misdedls
LOadMmd ls o dzOy dzOISO L s5dz0. gl h jiisealzo Ol ddats@
otsHJM HB RZottiHOd dO C(SttOdksed twdWtej o M
chR®dj ddzd dzjsBkyj dzd 6§ jttOktsted LO ¢ Bztes Odz

Mz HMisodj ls dzj SsdestetsdzdtcOdzad MM jdedj dzO
ststeWdh O, CBjlss oatsHd HB ftwe O dzO JjtesL v, &
flsdyd o tcOL digssiid s dzp dzdzf j [ MtsB j dets ACtjrnCdo

L sdzd , d fstcOHd Itsoa O dwuv[] HO8O HBBtKd {ftcjH dz
UtleslsaOtG@ldziﬂ\MTI@lsmﬁly gl hjMmMsoekzo Ol  dhzsets f tcdd
9l LHJ2Mlsoad] ol tealk 3 Misdedtbjlstise zzsglizrdcd L &GB G €
B3y MisdedIsj §tsdzL 9 Olsj dzd 2O o d&ZOY dzOISO L sdzO 9o {f 5d
dzOoyddz my sCOL9 0O odzdWdzd J ol ternlk d3j Misdedw ]
f OOHBE MOdzdzd Mz yOd, 9 Ctdlts bkzttdL & Is o

L dzOjudfdzd szt d L O dzOydeosdzOdzdzdlsy d d3j Y HEZ dz0tetst
dzi L d2Oydlsj dzdzs BOdzE s dz0 d3d Misdedlsy o dzOMiIsd d ¢
o ZOY dzOIO L sdzO d Ctsdlts L Oadmwis ls dzj v .

[Is Htclkzc OsEidsjtc OxiffOts Gio dzv 9 Odzgd W Is IskztedLr i @8 o d

HO HBsdzgj My L dOydlsj dzdzd fsdzL d, €COCIsts d¢ tsdzsd3d y
dzO tcj eddzOdzdzs d dz2Oyd sdzOdzdzts dzd o 5. R € tsdzts d&3d .

@B Misdzd sy o d&zOMIsd MO dzOfJ dzdes o L I3y ded d yd M
2Oy d s deCodixlztsH gdis H dIsj ls IsktedL i 63 BsecOls HO B+
BscOls HO Mmj ol LfsdzLoOl ftwlts, CtcOlsts ftodn
&Bj Msded HtesHEZSISd d Hts. ) My dLYdL 90l HJte]
o ZOY dzZOIsO L sdzO, COlsts Isf tnjls tisBch | de@ g Pdz Mls A6 Flzcds
ZO o zOY dZzOIsO L tsdzgO. [ tsBted HOCIdSd 5 f OL o
Cdzlskztedzdlsjy yJ dgdesfmilsd Mmi h jmlsekzoa Ols o | OdsdB dW
(1 jhjtejde SsBfdzj S AuCtywdzo), DOHNSIE)Oddy R U
(t OBMOtMSts dwMists AvmtsiBstedtedo), o Htkzad.

vsktedmMisdud MSdwis BdLdzgjfm sy d HO BI HJ J H da
ZO tsf OL 9o OdzjIsts dzO BdtstcOL destsBtcOL djIsts o+ 8 9 dz
sBhts YtojL: ZOBOdzw 9 Odzf dz@ d MOd3ls e Mg @ dizislints d 1s |
s OL9OdzjIsts 2O BtsttOL dzstsBteOL dj sts sls Mmiste ©dzO
stccOdzdL Oydd; dzj HsfEME Odzj o dZOMWdzj sts dzO® Yk H
sztedMmisdud MSd Hj2dsMmisd; cOLOdydY dOygzj o @t dzC
odutsej, o Mmdzjumised] &0 biztedhmlsdyjmSdlsj Hj:3

BOwS jlsddzc® L O LOMqdoe Odzj dz® bkktedmisdyj msdw
o SteBdeOdzsflslsO® &0 bkkwdhlsdlsj d M slse jlsdzdl
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Okt Mtej HMlso s LO tcOL destsBtcOL W 9 Odzj zO0 J¢ts
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5YOC o Odzd WO dz0 IlsktedmlsO OffzsH ® dzzsBOdgg | tBitcd h ¢
Bsdzj dzls dzO dzj ctsotslsts ftojBdoOoOdzy dz0 ff tsfj Isj dat
it dmMsCd yjdd dz0 ftcjHdEZOCOddIs] bkztedMmisdyj MSd
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vimMss2ydedwlils IsktedLi &3 J JHdzs deseots ff sdav s
Cedzyj fydwlsoO L O Ekms2ydets twOLadlsdj, Cwists
ftej921®. ut?2 | wjLEdlsOk tls ctedydlj §sdzOcOd
O f zOdzj sOIO C Ot yYw dzts, d © yYyOmlsdesmls dzO Is
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viMiss2ydedwls bktedLri &3 dBO L O yjdz dj MHOBs H
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JsOf O & SCdyjtfydwlso o H0OLOdly Jjd&Bdlsdts
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t OLedzj yHO2C( 9l ftesmMO L O Emlsts2ydedw Is k
fsHyYjtelsOjd3, U4 b2 | dai MOdEO MBdzls jstzde@ls d add Cc
z0 ftetslsdyodzi d WddshsWdw. I Mdetse j dz OS¢ yj dazls
i RcOdzj ZOIsO ftodtesHdZO Mtej HO, Oolsj dzlsd ydzOIs ©
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Il sHj2§(d ISIB] feohMedpuzfls j- O6BC Isj tod Bdzts e d ydzd
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My i yd¥dydz© OlismW jtcO, fsLotsdzY 9 Ols ZiHddzi &
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sBtesydh 0, uj g¢ &d,¢ jhpdpdiu/@dhe jsdazdh o, Mo jh jd
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sy, 2018
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CAN ACTI VE METHODS OF TEACHI NG | MPROV
PERFORMANCE IN MARKETING COMMUNICAT IONS?

Assist. prof. Ina Stanoeva, Bh, Varna University of Management

f{1ouv R ¢sz11er fruvlrr v¢ JaoyY[r1RY
Vtrrevoldlcrrvsd 10 svuvrrlrvsRrRur 1 1 Re#AR]
Al dtsrovRrR1I4JIR s{JTULRSOARRO?

O .t HR 20 wlsOdatsj 0 O, I dMmhj iHd Okt | § s

Abstract. The aim of this paper is to present the results from using active based methods of
teaching and |l earning in the AiMar keting c omn
Management. We compare three groups of students who have taken the modhaeeapdssed it
successfully. The results show that students achieve better results and are more motivated to
participate actively.

Keywords active methods, teaching, marketing communications, education

LY dfjj:dzlsO 2O dzOMisswh OO fkBddSOYyd™Y j HO

dLYf sdzL 8 Odzj Ists dz0 OCIsde dzd BB3j IstsHd ) sBlzyd ddjls
Csdkzdzd € Oyddo, dLEzyOo 0dz0 9i 9 JidMmOtg dzCz y G ¢ O offj t=
MtcOo dzj dzadj dzO IstedC tsftdstsf I OMskHE WBafQdzd d L Qe teh d
tdLizdlsOldlsj f5C0Lo0l, -BYMBEYH jodeb ¢ BHsBE A OOEHO 4
EFyoOmlse Ols 0OCIsde dzts .

s dzs yso d @ lszffo dzd &3 IstsHd, ftojf sHOs Odzj , 3Ot
sBteOL ts9 Odzd j

Introduction and li terature review

The students nowadays want more and more different ways of studying than in the
past. The new digital technologies provide enough ways for receiving information and just
explaining academic theories is not enough. There are different rsetfiddaching and
learning. The most popular ones are daagsed and activity based learning. Especially in
crisis such it i s the situation now, it he
effectivenesso (Kuyumdzhiev, 2016) .

The aim of this papeis to present the results from using active based methods of
teaching and |l earning in the AMarketing coc
Management. We compare three groups of students who have taken the module and have
passed it successfully.

Active based methods of l earning are AQf
their physical and intellectual capabilities during the learning process which helps them to
memori ze and wunderstand the materi al and

Marchev, A., 2014).
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Active-based learning helps students take decisions easier than when they just listen
and repeat lectures (Elder, 2015).

Met hodol ogy and active methods of teach
communi cationso modul e

We usedhe methods of observation, comparison and analysis of the statistical data
of the final results of the module. We compare three groups of students who have taken the
module in the summer semester of 2016/17 (group 1), the winter semester of 2018/19
(group2) and the winter semester of 2019/20 (group 3). The aim is to check if the active
based method has helped them in learning and achieving good results.

iMar keting communicationso is a modul e
studies of the studénfrom the International Business Management major. It is taught only
in English. 60 teaching hours are dedicated to class learning.

The students receive module books with the reference list with literature and the
presentations of the lecturer.

We will analyze the groups from the campuses at Varna and Dobrich.

The active methods of teaching have 2 components of assessment. The first one is a
whole-semester project. The students are grouped in teams and they need to imagine that
they are marketing maneg of different companies and need to prepare a fully integrated
marketing communications campaign for their companies. They need to shoot video
advertisement or to draw a print one. They need to search for the tariffs of different big
media and other chaels and to decide where their advertisements will be presented the
best way in order to reach the target audiences with the limitations of the budget. They also
need to plan the sales promotions, PR activities, digital marketing and personal sales.

Thesecond task is related to the analysis of an advertisement chosen by the students.
They need to analyse the colours of the advertisement, the message appeals, the targeting
audiences and the music. They also need to decide how they could optimize thigrrampa
if they are the managers of it.

In the next table we present some demographic characteristics of the three groups of
students.

Table 1. Number and demography of students

Group/Year Numbe of students Demography

Group 1 (2016/17) 29 12 nationalities Bulgaria,
UK, Ukraine, Spain,
Kazakhstan, Georgia,
Vietnam, France, Morocco,
Afghanistan, Nigeria, Mexico
Group 2 (2018/19) 13 Bulgaria, 1 Egypt, Ukraine,
Russia
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Group/Year Numbe of students Demography

Group 3 (2019/20) 31 16 nationalities Bulgaria,
Spain, Russia, Ukraine,
Netherlands, Kyrggstan,
Egypt, Pakistan, Kazakhstan,
Portugal, France, Poland,
Georgia, Uzbekistan, Turkey,
China

Results

Since the students come from different countries and have a different background
they had some problems such as getting used to the Bryissbm of studies and academic
writing. They had problems with the referencing in Harvard/APA style. There were some
intercultural differences which sometimes caused problems during the team work.

However, the students liked the activased method of tehing and learning and
they all said that it helped them understand better the material.

The first task during the semester was the advertisement analysis and its
presentation. This task was excellent done by most of the students during the rsemeste
Herewe present the results.

Table 2. Results from task 1

Group Result

1 28 Excellent marks and 1 Very good
2 13 Excellent marks

3 30 Excellent marks and 1 low mark

The students find the task challenging and a lot of time consuming, but they liked it
and many of them said that it would help them to better understand the advertisement
influence on them in their future life. The only student with low mark came later during
the semester and couldnoét understand why
required in the module book.

The second task was a group work and required the students to create a full
marketing campaign of a company of their choice.

The results e presented in table number 3.

Table 3. Results from assignment 2

Group Results

1 25 Excellent marks and 4 good
marks

2 13 Very good marks

3 26 Excellent marks and 5 Very
good marks
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The final mark of the module is 40% of the presentation resdt60 % of the

group report.
m Excellent
= Very good

Fig. 1. Final results of the module of group 1 students

m Excellent
m Very good

Fig. 2. Final results of the module of group 2 students

‘ m Excellent
m Very good
m Good

Fig. 3. Final results of the module of group 3 students
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The average mark for the 3 groups is 5.76 for the first one, the second group has
5.92 and group 3 has average result of 5.81.

We also decidetb make a statistics by countries to see the average mark of the
students of each country ho matter to which group they belong.
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Fig. 4. Average results of the students by countries

As a conclusion, the active methods of teaching and learning helpntstude
understand better the lectures and higher up their achievement. The students have better
motivation to participate actively in classes. It is really good that students apply their
theoretical knowledge of the marketing communications in practice.
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MARKETING HIGHER EDUCATION INSTITUTIONS USING 7PS:
A LITERATURE REVIEW

Fadia Ismail, PiD., Candidate, Varna Free UniversjtBulgaria

Abstract. This article seeks to incorporate the usage of the 7Ps marketing mix into
educational marketing through presenting various essential market forces. Then, each of the 7Ps,
including product, price, placement, promotion, people, processes and physical ewidkrim,
displayed. Here, each strategy has a particular role when placed into the educational market. The
incorporation and adaptation of these strategies will be shown and their advantages will be
highlighted.

Key words: marketing, services marketingjuecational marketing, 7Ps marketing mix

Introduction

Recently, the educational market has become more active and compound. There
are numerous market forces that attempt to form the educational environment. The
competition between universities is incregsiand it will continue to increase as long as
the number of students decreases relative to the amount of universities available. In the
Lebanese educational market, 28 private universities are competing for students too enroll
in addition to the only puld university available in the country, the Lebanese University.

In this case, universities are seeking new methods to enhance their market
presence and to raise the satisfaction of the stakeholders and marketing these institutions
can be the answékMogaji, Maringe, & Hinson, 2020)To be able to employ the marketing
concept, Gi bbs & Knapp suggest the instit:
who you ar e, where you ar e, (2812,p. 3hThws, by ou f
identifying the previously mentioned, the institution gains knowledge of its marketing mix
elements. Studies have also proved that, by using a marketing approach, new information
can be gathered arnbe decisions can be improvéay J. , 2008) Therefore, this review
aims at guiding educational institutions when marketing to attain its goals.

Knowing that education has all the characteristics of a service including
intangibility, inseparability, variability, and perishability, the most suitable field for it will
be services marketin¢gKalenskaya, Gafurov, & Novenkova, 20138ervice marketing
offers the opportunity of adopting the 7 marketstgtegies, which are the traditional 4Ps,
product, price, placement and promotion in addition to people, process and physical
evidence. The latter are capable of providing appropriate understandings of the educational
product and the beneficial tools tewatlop successful marketing stratedigbasin, 2019)

Significance of the article

This review aims at providing a clear understanding of educational marketing for
higher education institutions and how they incorporate theo¥Bervices marketing into
the educational marketing mix. This provides universities a way to improve their
marketing strategies and create new successful marketing plans that suit their actual
marketing mix as well as gain a competitive advantage oher oniversities in attracting
students by having a clear strategy and plan.

263



Problem of the article

In todayods educational mar ket , the dem:
dramatically thus leading to the establishment of new universities. upisisrge in the
number of universities is affecting a major force in any market, which is competition.
Therefore, the need for successful marketing plans is essential in order to attract the
consumers towards the institutions, in this case the studentén to create a successful
marketing plan, it is essential to clearly identify and include all required elements of the
marketing mix(Lake, 2019)

Overview of Higher Education System in Lebanon

Lebanon's higher education iseteldest in the area and ages backwards to 1866
when the American University of Beirut (AUB) was initiated under the name of the Syrian
Evangelical College, then the University of Saint Joseph (USJ) in 1875, and later the
Lebanese American University (LAUNn 1947 as a Beirut College for Women. The
Lebanese University (LU) is the only public university in the country and was established
in 1951. Between 1955 and 1960, two private universities were established, the Haigazian
University followed by Beirut Aab University (BAU), which was established in
collaboration with the Egyptian University of Alexandria. The majority of the 40 higher
education institutions currently operating in Lebanon were legalized in the late 90s when
the private sector grew rapidgnd dynamically after the gear civil war suffered by
Lebanese people from mid 1970s till early 1990s which had a destructive effect on the
higher education sector in the country. The constitution then protected the Lebanese higher
education sector to pserve its freedom and independe(@éobe University Guidance
and Counseling, 2016)

The higher education system in Lebanon is divided into two categories: vocational
and general or nemocational higher educatioht.comprises of Technicaland Vocational
Institutes,University CollegesUniversity InstitutesandUniversities. The Ministry of
Education and Higher Education administrates the private and public sectors; whereas the
Technical and Vocationalnstitutes follow the Directorate General of Technical and
Vocational Education as the Directorate General of Higher Education is responsible for
University Colleges, University Institutes and Universit{&obe University Guidare
and Counseling, 2016 he gross enroliment rate in higher education was 46.9% males
and 56.3% females and a total of 51.6% enrolled in higher education institutions in 2009
and 53.4% of enrolled students are the share of private tertiary edu@esmCountry,

2019) Subsequent to secondary education, Lebanese students may choose to study at a
university, a college, or a vocational training institute and the number of years to fulfill
each program differ&Globe University Guidance and Counseling, 2016)

The 7 Ps of Educational Marketing

As a section of services marketing, educational marketing adopts the tools and
instruments developed for service markets including one of the majesradidthe 7 Ps
approach. By using this approach, higher educational institutions can employ a holistic
marketing strategy to deal with the market situation and achieve the set obj@iiass,
2019) Each of the Ps has a uniqu@grsficance in the marketing mix and affect the
students in one or several phases of service consumption. Though the framework takes into
account each strategy as a separate one, it is important to realize the coordination of these
components alltogethesa t hey are capable of enhancing
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The concept of Marketing Mix was debated by McCaltt§60) who introduced
the 4Ps: product, price, placement and promotion. In traditional marketingradect
plays a central role in the marketing mix. The seven elements of the marketing mix
identified by Kotler and Fox1995) programs, tariffs, location, promotion, physical
facilities, personnel and education proesseere transposed by 1Y2008)and Ivy & Al-
Fattal(2010)in the 7Ps related to the field of higher education: program, price, promotion,
place, personnel (people), process and phy$acilities.

1. Product:

In educational marketing although its role is not reduced, it can be enhanced when
placed with all the other 6 components of the marketing strategy. The academic product
was the first element of the marketing mix in a higher edueanstitution, whose main
components are the study prograiRatiu & Avram, 2013)

Because the educational product has all the characteristics of a service and since it
deals with an intangible product, the marketing mix eftiphasize the physical evidence
as a solution to the lack of form. Also, being inseparable from the student, the product
strategy will rely on the people strategy as long as the people are the ones that create the
educational service, which is the casereheCorrespondingly to the inseparability
characteristics, the variability characteristic has the same impact on the product strategy.
As for the perishability of the educational product, it obliges every educational institution
to provide services as lorg the educational programs have customers.

The product strategy can be perceived in two different ways either by viewing the
educational service and programs as the product and the student as the customer, or by
considering the student as the producvjded to the labor market. In the first case, the
uni versity wil/ concentrate on understandi
aim at achieving them. In the second case, the university will emphasize less on the student
needs and further ondgtknowledge needed in order for them to have a successful career.
These two options should be balanced through creating a program that emphasizes on both
student as well as labor market needs. This will decrease the perception gaps between
students, profe®rs and companies in addition to increasing the students' and companies'
satisfaction therefore it is one of the first and easiest steps to start an educational marketing
mix for a university(Kotler & Fox, 1995)

2. Price

This strategy is solely able to directly influence the earnings of an educational
institution. Price is a sum paid by the students for the services offered by the university. It
contains more than a value that someone is paying for it. The price of an edilcation
program is its tuition and is influenced by costs, demand and competitors price. Thus, if an
educational program has a strong demand, the tuition will increase. In addition, higher
education institutions have a pricing policy and it may be one of teesahat students
are ready to choose any institutigflasterson & Pickton, 2010Moreover, the price
strategy is also an important brand statement whereby the higher the cost of the program,
the more it signals a better umigity, faculty or the novelty of the program in the market
(Musselin, 2018)

3. Placement

I't doesndét solely comprise the place wt
activities done by the university to guarantee ticcessibility of the program to the
targeted customers. The accessibility of the program at the right place, time and quantity is
vital in placement decisior®asterson & Pickton, 2010)
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Similarly to the product, the placentestrategy can be seen in two perspectives.
When considering the educational program as the product, the placement strategy attempts
to find the most efficient methods to deliver the knowledge of student. On the other hand,
if the product is seen to beagluate students, the place ought to attempt creating ways to
efficiently place the student in the labor force.

4. Promotion

Known that higher educational institutions have many significant channels that
must be nourished with information, the promotiontstg is directed at understanding
effective behaviors to reach its customers. Onthefforemost imperative categories of
recipients is represented by #tedents. The primary challenge is to suitably present and
clarify the product to potential studenBromotion is a way of communication between the
institutions and communities and consists of advertising, public relations, personal and
publicity.

Promotion builds awareness i nMudhblkad e nt s ¢
& D. Kolhe, 2019) Well-planned, constant promotion plan for both the institution and
individual programs should be prepared to attract students, staff and financial resources.
There are many methods of promotion including paid advertisements in newsfrap
publicity, community and professional involvement, open house, information day,
consultation day and recruitment day, personal selling and free courseware. These
strategies should be intended to position the institution and curricula with alfevora
image making it truthful, appealing and distinct in helpful ways to the segments and the
public (Oplatka & HemsleyBrown, 2012)

5. People

Having the characteristics of inseparability and variability, the educational product
is strongly linked to people involved in delivering it. When attracting students and funds
and delivering a satisfactory service, the teaching and administrative staff are significant.
Moreover, the people strategy influences greatly all the previoustyisied strategies. A
major step when attracting students is the enrolment process and thus the administrative
staff has a critical role in forming first impressions. Following admissions, along with the
process strategy, the administrative staff is heltbantable for vital issues distinct from
knowledge transfer. The teaching staff is positively a main factor in the entire marketing
mix. If a university is capable of endorsing and motivating competent professors, critical
benefits can be attained rangifrgm improved educational products, boosted image, to
satisfied students and society. Therefore, employing the right people to develop and deliver
knowledge is significant when designing a successful educational service. In short, the
people strategy ihe utmost vital supplement for services marketing by commencing with
an accurate assessment of the personnel and exploiting its assets to meet market
opportunities, a university can build a powerful marketingmi®a j i I., 2012)

6. Process

Process is a means for creating different processes for recruitment or appointment
of faculty members, teachers and other staff in the higher educational institutions. It is also
manner and style in which teaching, administeatnd support processes are provided. It
includes management, enrolment, teaching, learning, social as well as sports activities. As
previously mentioned, the process strategy along with the administrative staff strategy are
accountable for a smooth saridelivery(Kotler & Fox, 1995) Since the educational
services, especially admissions and managerial decisions, require paperwork and
bureaucracy, the process strategy is considered as a crucial factor that can diminish
dissdisfaction amongst people involved ifMasterson & Pickton, 2010)
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On a strategic level, institutions are careful about the delivery of service, and what
quality controls can be built i(Creswel] 2009) so that customers can be confident that
there is consistency in the service offered. Being the only process that converts a candidate
into a student, all the strategies included in it are imperative. Together with the people
strategy and the pBical evidence strategy, the process strategy is competent of enhancing
the organizational image and drawing more candidates. An effective admission process is
capable of offering competent students who can benefit from the knowledge acquired. In
return, he quality of the educational product as well as the figures of the institutions
(dropout rates, labor market integration, etc.) will be affe(®¢arck & Zadeh, 2013)

7. Physical evidence

Physical facilities or evidence refeo all of the physical, tangible items an
institution makes available to customers ranging from brochures to the infrastructure.
Since the academic product is intangible, the physical evidence plays a serious part as a
symbol of the service that is beimgliveredi within the enrolment phase and as an
indication of the knowledge gained by the graduatthe diploma. In the registration
phase, the buildings and facilities of the campus, the hardware and each of the tangible
evidence represents the stambaf the service that will be delivered. All the physical
evidence mechanisms play a role in forming the primary impreggiotier P. , 2008)
Specified that all other strategies have minor effects on any of the five stesplysical
evidence is the strategy accountable for a tangible sense for the acaden{ivyo&eAl -

Fattal, 2010)

Conclusions

Initially identified for the services market, the 7 Ps approach can also be employed
in educatbnal marketing. It provides strong adds capable of meeting the special
features of the educational sector.

The product strategy is sturdily affected by the service features. Moreover, the
actuality that the consumer can be considered both the studktitealabor market needs a
decent understanding of the educational marketplace. The price strategy is the only one
ready to directly affect the income of the university. It is linked with the funding strategy
and it indicates the quality of a program. THacement strategy can distinguish between a
regular university and a fruitful one. Having the ability to productively deliver the
knowledge and, then, to assist the graduate to seek out a suitable position in the
marketplace may be the primary stageuipass consumer expectations.

The promotion strategy concentrates on two main parts:; the candidate/student as
well as the public acceptance. Both have dissimilar features and, therefore, the strategy
should vary from one group to another. The promotioatexy is, furthermore, liable for
the image and reputation of the university. The people strategy is the most significant
supplement to services marketing. The individuals within the educational sector are the
foremost crucial assets. This strategy camgkathe rest per its resources. The process
strategy plays a serious part in conveying a smooth educational facility as well as within
the enrolment procedure. Finally, the physical evidence is that the only strategy that may
provide a form to all the edational service. Then, it can help safeguarding the consumer
with the consistency of quality for the service.

In a marketplace with growing competition and with dissimilar insights about the
services and their quality, the marketing mix offers resolutamtstools to achieve goals.

In tertiary education, marketing demonstrates the readiness for delivering a framework to
grasp, examine and modify the marketplace forces that are currently in this environment.
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By adopting the 7 Ps approach, a university wél capable of generating a consistent
marketing mix that can attain its objectives.
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FIELD EDUCATION AS T HE CORE COMPONENT OF SOCIAL WORK
EDUCATIONAL PROGRAM
AT LVIV POLYTECHNIC NATI ONAL UNIVERSITY
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Abstract. This article reviews the specifics of social work educational model at Lviv
Polytechnic National University (Lviv, Ukraine). It is determined that ensuring the quality of
education inthe area of social work undeniably depends on the training of students who attend
classes to learn practice principles, professional values and ethical behaviors, as well as specialized
knowledge, and the scientific basis for practice. In the field pactistudents apply, under
supervision, what they have been | earning in t
the receptiveness to become a social work professional incorporates the combination of formal
learning and practical experienoe field practicum, field instruction, field placement, field work,
internship. Such training experiences are common to the most helping professions and social work
in particular.

A social work profession requires many skills. Hence, social workers raustrbpetent in
relating to individual clients, families, groups, organizations, and communities to assess their
immediate needs and difficulties; plan and intervene properly. In addition social workers have to be
prepared to implement a number of helpiotes; some of them are: educator, advocate, clinician,
mediator, community organizer, etc. It is the field placement in a social organization that gives
students an opportunity to observe and learn from the qualified professionals and become more
experiened.

Key words: social work students, supervision, client, field practicum, helping roles, helping
professions, professional values and ethical behaviors
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Purposeof the Article. The purpose of the article is to analyze the social work
educational progranta Lvi v Pol ytechnic National Uni ve
as its central component that occurs under the direct supervision of the professional in a
social service agency in the alliance with the university instructors. This format gives
studens the opportunity to engage in direct social work practice experiences with
individuals, families, groups, organizations, and communities.

Conclusion.The conjunction of the academic curriculum with the field educational
program at Lviv Polytechnic Nati@l University is meant to produce a broadbucated
graduate who has the basic knowledge, commitment, and practice competence required for
entry into professional social work, a professional dedicated to-etifpeprocess of self
discovery and personahprovement through practice and professional development.
The field practicum has a unique and central contribution to make in any social work
educational program since it provides the social work students with the opportunity to
integrate theoretical kawledge gained in the classroom with the realities of practice in the
field. In general the educational process of a guided experiential learning is aimed at
enhancing the studentsd personal and profe

Global changes thatelgan in Ukraine in the 1990s were denominated, in particular,
by the emergence of social worka qualitatively new mechanism of social problems
regulation and a fundamentally new instrument of social policy practiced mostly in
democratic countries. Its nmacharacteristic compared to other instruments of social policy
is a focus on regaining, activation, increase of the vulnerable social potential of those who
apply to social services for help, and their conversion into activaeaiors of services,
andnot just passive consumers. It was in the same period of time when some international
organizations expressed their concern about the lack of social work services and education
in the area of social work in Ukraine that could have been considered themiests of
social justice boost.

The requirements for bringing the quality of social services closer to the
international | evel posed the issue before
quality standards for social services in Ukraine andeasiblishment of a system for
monitoring their compliance, which increased the requirements for training of professional
social workers.

Currently social work in Ukraine is still undergoing significant changes in all areas
of its public activity, includig both academic and professional directions. Due to
international efforts and support, the social work departments were set up in many
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universities of the country. It should be mentioned that three univéuaityd programs

have played a leadership rotethe development of social work as a profession in Ukraine
(Bridge,2002). The first program at Kyiv Mohyla Academy was developed through a
partnership between universities in England and Portugal, and funded through the
European community. This prograradan with a Master of Social Work (MSW) Program,

and developed an undergraduate program several years later. A second program at
Uzhgorod was also funded through the European community. The third academic program
at Lviv Polytechnic National University wadeveloped in 1999 due to support of the
Faculty of Social Work of the University of Manitoba, and funded through the Canadian
International Development Agency (CIDA). Initially it focused on the development of an
undergraduate degree, although it addesha year Specialist program in 2003 and an
eighteen month MSW program in 2004. In 2016 a doctoral degree in social work was
added. A fourth program was developed in the Odesa region with assistance from the
University of Regina; however this was not a @msity-based program.

The mission of the social work program at Lviv Polytechnic National University is
to contribute knowledge and skills in social welfare policy and social work practice to
social reform efforts oriented towards reforming social ses/@nd improving social and
economic welbeing for people living in Ukraine, especially these days, when the level of
public concern regarding social problems started to increase. This is true at present, when
annexation of Crimea and war in Eastern Ukeanitiated by the Russian Federation with
the support of the local separatist groups, bring deaths, destruction, human rights
violations, forced displacement of local people to other regions of the country, and new
challenges, associated with everythingntioned above.

This situation requires involvement of qualified professionals in social work sphere,
promotion of new positions, identification of new functions of employees, and
respectively, liabilities to social services clients. Today, social gsviave to be provided
not only in the appropriate amount and be available, they have to meet state quality
standards of social services provision, which are still on the stage of development in
Ukraine.

Although there are now more than thirty universitycollege programs in Ukraine
involved in the education and training of social workers, national educational standards
need to be revised, approved and used more effectively to guide the ongoing development
of educational programs for the profession. Asllwlocal governments lack a good
understanding of social work and the social services remain critically underfunded.

If the primary defining characteristic of social work as a profession can be its focus
on planned change, the ultimate test for sociatkers in their professional role is their
ability to implement social work theory and principles in a process of constructive change.
This process is defined by a collaborative relationship between the social worker and an
identified client, in which theocial worker makes conscious use of self as an instrument
of change. The objective of the change is some form of adaptation: the personal growth of
the client (individual or larger system), or the adaptation of the larger system (group, larger
social strature, or society as a whole) to the legitimate needs of the client (individual or
larger system), or both.

As it has already been emphasized in the practice of social work, the theoretical base
and the professional values are inextricably tied withoactThe one element does not
exist in the absence of the other. Professional theory and principles are largely meaningless
unless they find expression in constructive action. Action is largely ineffectual, and at
worst, can be harmful, if it is not grourdlen professional and ethical principles, does not
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involve a clear sense of process and objective, and is not implemented with the required
skill.

Field education is aimed at preparing social work students to link these two elements
of the practice of swal work, specialized professional theory and professional activity
(which includes an accent on research); they complement each other in a dynamic way,
each contributing to the evaluation and refinement of the other. This is what Council on
Social Work Hlucation defines as a competefita s ed educati on. iCo
measurable practice behaviors that are comprised of knowledge, values, and skills. The
goal of the outcome approach is to demonstrate the integration and application of
competencies in pectice with individuals, families, groups, organizations and
communitiesdo (CSWE, 2008, p. 3).

Hayduk ( ©2 HEC, 2003) indicates that t he i
gained in the classroom with the realities of practice is the major requisite for training a
highly qualified generalist professioriah reflective, assertive, knowledgeable and skillfu
person, committed to change and innovation.

This is the main principle underlying the model of social work education as it has
been implemented at Lviv Polytechnic National University. In the process of professional
training, the blend of theory and digation is embodied in the two elements of the social
work educational program: the academic curriculum, and the field instruction program. In
this formulation, the field instruction program is assigned a prominent role both in terms of
the time which habeen allotted to it and the standards by which it is governed.

In the field students on top of getting hold of practical experience are socialized into
a specific professional culture. Alongside with this, interrelations with the clients and
personnel &lp students understand values and ethical principles of the profession and turn
into active professionals.

According to Klos, practice involves immersing the student into the process of practical
activities and irdepth understanding of the specifics the various roles of a social
worker, contributes to the consolidation of abilities, and formation of relevant skitizt$ fr) ,
2013).

Due to attention paid to the efficiency of the education process it is necessary to
highlight the issue of providing socialork students with appropriate level of support not
only in the classroom but in their field practicum setting, whicujgervision
The performed theoretical analysis of scientific sources allowed to find out that a number
of Ukrainian and foreign schals (M. Baldwin, N. Bondarenko, Brekke, O.Budnyk, I.

Gryga, G. Edwards, H. Gould, K. Howe, |. Gray, M. JoneavinertNiinikoski, P.
Nurius, A. Kadushin, H. Popovych, L. Walsh, Semygina, L. Tyuptya, I. Ivanova, V.
Yatsura) studied supervisionaprofessional training of social workers. Supervision as a
topic of considerable interest in the direct social work practice was analyzed by the
authors: SBelyaeva, NHayduk, L. Klos, V.Pokladova, V. Savka, and S. Stavkova.

At the same time, the awals of domestic scientific publications gives grounds to
recognize the lack of research on the issue of supervision provision to social work students
in their field practicum settings in social organizations.

Supervisory activity in the area of social was still innovative for Ukraine, so the term
"supervision” requires a separate clarification and separation of its components from
related positions in management, consulting, mentoring, etc. Based on the basic concept of
supervision according to Kadush(Kadushin, 2002), it can be stated that supervision is
the result of a combination of three functions: administrative, educational and supportive.
As for the supervisors themselves, they are responsible for the protection of service
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consumers, promotioof social work practices, and professional growth of social workers.

In addition they act as liaisons between students who undergo internships in social
organizations and higher education institutions, and also help students to combine
theoretical knowlege gained in the classroom with practical experience.

In the countries of Western Europe and North America the position of supervisor
who receives special training and has relevant experience is mandatory. This position is the
recognition of a high levebf professional competence and evidence of career growth;
besides, it is a responsible mission performed by social workers in their professional
career . Soci al work studentsd field pract
education process.

Corcerning Ukraine, the State Classification of Occupations
(http://www.dk003.coh does not anticipate the position of supervisor neither in social
services, nor in the field instruction program, which indicates thedaekvareness of its
importance and affirmation of high level services. Supervision is intended to provide an
element of reliability and stability in the implementation of the field education that will
ensure the delivery of a high standard of instructiwhan incredible learning opportunity.

Conceptual principles for the practical activities of the social work students
determine the application of the model of planned change in the general practice of social
work. In assessing the client's situation, filteire specialist should take into consideration
the following factors: ecosystem approach, which involves considering a person in a social
environment (family, friends, colleagues, school, religious and / or other community, etc.);
definition of the targt system and planning of professional intervention; cooperation with
the client, establishing partnerships, tolerant attitude to the client, taking into account
cultural, racial, gender, national, religious, sexual characteristics and differencesydocusi
on the client's strengths in order to inspire, support, encourage, activate, focus on finding
constructive ways to solve the problem, because the client is an expert in his / her own life
situation { ©2 H k2 ¢, s dzts fny, dlsOo Cts9 O, & 1" dzv' 9 0O, 200

The field nstruction process is organized in a way that facilitates the progressive
development of the student as a professional. This process begins with the orientation
phase in which the student is introduced to an agency and becomes acquainted with its
program ad services, client base, and a variety of professional roles of the agency
workers. This coincides with the introductory and orientation stage of the academic
curriculum. The process continues through a broader acquaintance with the range of
programs deliered by other agencies, the gradual observation and application of the social
work process in work with clients, and the observation and gradual application of
professional communication and intervention skills. This includes the progressive
integration & social work theory and social policy principles through a process of
juxtaposition between the theoretical perspective represented by the curriculum and the
realities of professional activity in the social context.

The student takes increasingly moesponsibility for the learning process, and for
the application and honing of professional knowledge and skills. The student is ultimately
expected to demonstrate the ability to critically evaluate the existing sphere of social
services programs and examithe implications this holds in terms of social policy issues
in the country. Concurrently, the student progresses through phases of self discovery and
gradually acquires a sense of his / her own identity as an agent of constructive change on a
number oflevels.

In addition in the field practicum the student is expected to demonstrate the ability to
take a aHinclusive approach to the practice of social work; a grasp of knowledge, theories,
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and principles, which guide practice and contribute to the aggalevelopment,
improvement, and reform of social services in the region; commitment to carry out social
work activities in accordance with ethical valo@sed practice and continual professional
development; ability in a range of assessment and relaijppskhls needed to intervene
effectively at the individual, family, community, and/or organizational level; and
commitment to social inquiry that includes a critical approach to theory and practice.

At Lviv Polytechnic National University students arepegted to complete three
field placements during their social work program at BSW level: Orientation to Field
course is designed for the 2nd year students. The purpose of this placement is to provide
the students with an opportunity to observe servicesgigliand begin to become familiar
with the system of service delivery in a variety of fields of practice. Students are expected
to be in the agency for a twweek block placement (80 hrs).

Field Instruction | course is designed for the 3rd year studenidei®s are placed in an
agency setting for approximately feweek block and are expected to demonstrate a
beginning level of competency in implementing generalist practice methods with support
and guidance from an experienced service provider (supgri$aohrs).

Field Instruction 1l is planned for the 4th year students. While the number of hours and
length of placement is consistent with requirements for Field Instruction I, emphasis is on
developing skills and expertise in a specialized field oftmacStudents will be expected

to demonstrate competence and skill and work more independently in initiating new
communitybased programs and services.

While completing their field placement at MSW level students collect data for their
MSW papers. Togedr with this, they participate directly in improving the delivery of
social services by introducing new methods of social work practice in their agencies
Many parties participate in the field instruction process. To be successfully implemented,
field instruction has to be distributed among community agencies and the university to
support communication between the supervisors, the social work studedt the
university.

To spread the outcomes of the social W 0
pradicum implementation in particular, in 2019 the Department of Sociology and Social
Work of Lviv Polytechnic National University organized a Jubilee International Scientific
and Practical Conference fAPartnershihp for
participants from Canada, Germany and Poland took part in this jubilee event. They
emphasized the successful experience, plans and achievements that continue to evolve at
the local and international level, and indicated the accomplishments and siilitaiofb
the social work educational program of Lviv Polytechnic National University.
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MEASURING SERVICE GAP IN HIGHER EDUCATION: CASE OF
LEBANESE PRIVATE UNIVERSITIES

Ali Hamdoun, PID. Candidate, Varna Free University, Bulgaria

Abstract. During the epoch of globalization, the call for increased and improved cofality
higher education is rising constantly in Lebanon and all around the world. Yet some universities are
failing to meet this wsurging demand for high quality education and superior service quality. This
article is attempting to explore the core aspedudd impact service quality of higher education in
Lebanon which allows having a competitive edge in the education sector of the region. It studies the
gaps bet ween student 0s expectations and perc
universities wih an essential concentration on SERVQUAL model as well as its 5 root dimensions:
tangibility, reliability, responsiveness, assurance and empathy. Nevertheless, SERVQUAL model is
not only utilized to identify the service gaps, yet to ensure that the seuadiéy in the Lebanese
universities is improved and that these gaps are minimized to aid customers, policy makers, and
service providers.

Key words: Service Quality, Higher Education, Service Gap, SERVQUAL Model.

Introduction

During this era, the worlés observing a huge deal of dynamic fluctuations such
that it cannot be easily defined by scholars, researchers and authors. In this era of
developmental technology and progress, universities are racing to become technologically
advanced in order to enhanthe quality of higher education and ensure continuity as
education is the backbone of a nation. Towards the end of the last century, the necessity for
a skilled society has kicked and become critically essential in every corner of the world in
order to @sure human resource development of a society. Supplying highly skilled and
competent teachers, instructors, researchers and scholars in higher education institutions is
also instrumental for technological advancements in all fields of any economy agtg.soci

Education is an important foundation given the move to a knowledge economy.
The market of higher education institutes has resulted in students being progressively
concerned as customers caused by the elevated competition among these institutions in
order to invite highly qualified students towards attaining high academic profiles. This
compels them to give greater consideration to service quality concerns. Thus, higher
education has become a universal business and these institutions have to catsthntly
the options for distributing higher education services (Mohamad Yusof, Hassan, Abdul
Rah man, & Ghouri, 2012).

In addition, in the education sector where a service is offered and not an actual
product, the service is what represents the competitoheardage between those
institutions usually in terms of superiority and unigueness of experience (Khodayari &
Khodayari, 2011). Although competition exists in other parts of this service, the
assessment of service quality offers a significant contribdieeficial for management
and staff in order to progressively improve the quality of educatiorAl@d & Alnaser,

2012).

Lebanon is one of the countries known for its robust practice in expanding and
spreading liberal education through founding privatecational institutions in addition to
the Lebanese University, the only public university in the country. These universities try to
retain students mainly by supplying an assortment of academic majors as well as
incorporating assertive marketiented reanitment policies. Despite this growth, the
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guality of academic services provided to students is increasingly brought into question due
to a lack of professional training and use of modern technology (Abouchedid & Nasser,
2002).

Therefore, higher educatidniastitutions, like any other service business, should
endeavor to realize excellence in service quality. Thus, this study aims at studying and
understanding the factors of service quality in higher education through examining the
gaps between expectatiand perception of service quality and recommend enhancements
where needed for the service quality of universities in Lebanon.

Significance of the Article

This article examines the service quality provided at higher educational
institutions available in &€banon and provides recommendations on how to improve and
enhance this quality through studying the possible service gaps. Thus, the significance of
this study falls in the importance of identifying the factors affecting this quality and aiming
at providirg a superior education which in turn affects all the sectors of the economy and
the society level as a whole.

Statement of the Problem

The quality of school education is influenced by numerous factors in achieving the
desired educational goals. Also, thisalemand of skilled and trained human resource in
various sectors in Lebanon. Yet the question falls in whether universities and educational
institutions are offering superior quality to meet the demands and requirements of all
sectors in the country. Th, this study intends to examine the factors affecting the service
quality provided and identify the gaps by understanding the SERVQUAL model.

An Overview of Higher Education in Lebanon

Higher education has vast ability to encourage success, especialligein
developing nations (Monem & Benjamin, 2013). Higher Education institutions are the
suitable parties capable to teach, to handle scientific research and to do community
services in related fields. They are divided into three types of institutionsersityy
college and higher vocational institute. Lebanon incorporates a sole public university,
known as the Lebanese University (LU) and 36 private universities in addition to
vocational institutes which are 12 in total according to the Ministry of Emuncand
Higher Education (MEHE, 2015).

Without hesitation, the education in general and higher education in particular,
create and advanced sector in Lebanon with a favorable reputation in the region and
beyond. The Lebanese higher education institutioecansidered as pioneers in the Arab
world ever since the mid9" century with the foundation of the American University of
Beirut (AUB) in 1866 and the University of Saint Joseph (USJ) in 1875 followed by the
Lebanese Universitfl U), which is the only public university in the country, in 1951. This
sector has provided with its various elements a great efficiency and dynamism and a
privilege to the Arab world and its skilled workforce who sougleséhinstitutions with
satisfactory positions in international rankings given their restricted resources (TLQAA,
2014).

The pride created by this sector and
consideration of its shortcomings, which are deepbtedsusceptibilities some of which
are structural and some others are operational, but which in total slow down its progression
towards more competitiveness and innovation. These variations rise from prompt changes
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in the fields of science, technology, demgidng economy, business, etc. coupled with the
slow regulations and enhancements in the associated public departments. Challenges are
crucial to outlining some of the pitfalls of our higher education in Lebanon. Instead they
can be viewed as opportunitifsmeasures needed to meet the needs of the region are
identified, the link between its needs and what is being offered is known, and the way to
leverage the successful experiences of other countries with whom the same problems and
concerns are shared iskaowledged (Jalakh, 2019).

Conceptual Model of Service Quality Gaps

The SERVQUAL model i s built wupon the n
fall between the customers expectations of services, based on their preceding experience
and wordof-mouth commuication, and their perception of the real level of service
delivery. It also identifies six gaps that initiate unsuccessful delivery as seen in Figure 1
(Lovelock & Wirtz, 2011). Yet the main four gaps include knowledge, standard, delivery
and communicabns gap and these are the ones to be measured upon in this research.
These are stated below:

GAP 1:Knowledge Gap- the variance between what management perceives and
what customers actually need and expect. This gap rises when the management does not
correctly distinguish what the customer wants.

GAP 2: Standard/Policy Gap - between management perception and service
quality requirements: The management might correctly distinguish what the customer
wants, yet not set a performance standard.

GAP 3:Delivery Gap - between service quality requirement and service delivery:
This may result from the service personnel due to poor training, incapability, or
unwillingness to meet the set service standard.

GAP 4: Communication Gap - between service delivery and extan
communicati on: Consumersodé6 expectation is
company representatives and advertisements. This occurs when these assumed
expectations are not fulfilled at the time of delivery of services.

Figure 1: Model of Servie Quality Gaps Source: Adapted from the original model of
Parasur aman, A. Zei t haml | V. A and Berr
Service Quality and Its Implications
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