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ot aou. 1-p Acs lumurtposa IlangkepoBa
YHHUBEpPCHUTET 32 HALMOHAIHO U CBETOBHO CcTONMAHCTBO — Codust
[Ipodecuonanno nanpasienue 3.8. ,,JIkoHomuka“

Hayuna cneunannoct ,,JikoHoMuKa 1 ynpapieHue (ynpaBieHUE HAa TPOEKTU B Typu3Ma)

OTHOCHO: AuCepTAallMOHEH TPy 3a MPUCHXKIAHE Ha oOpa3oBaTelHa M Hay4yHa CTEIEH
»1OKTOP“ 10 TpOodEeCHOHATHO HaIpaBicHHe ,KOHOMHKA®, HaydyHa CIHCIUATHOCT

»Axonomuka u ynpasjienue (Typusbsm)*“ B YHCC — Codus.

OcHoBaHMe 3a IpEJCTaBSHE Ha PELEH3UATA: ydacTHe B ChCTaBa Ha HAY4YHOTO XypH IO
3alIMTa Ha JUCEepPTalMOHHUS TpyJ cbriacHo 3anosen Ne 826/19.03.2026 r. Ha 3aMeCTHHK -

pekTopa 1o HayuHouscienosarencka aeiinoct Ha YHCC.

ABtop Ha aucepraionHus Tpya:  Mpuna JlananiaoBa Kapagakosa
Tema Ha qucepTallMOHHUS TPY: »BJIHsIHHEe Ha NporpaMuTe 3a JIOSAJIHOCT BBbPXY

(pupmMeHaTa NOJTUTHKA B XOTEJIHEPCTBOTO

1. Nndopmanus 3a nucepranra

JlucepTaHThT ce € 00yJaBall 1o JIOKTOPCKa Mporpama KbM Katenpa ,,/IkoHoOMuKa Ha
Typusma“ npu Qaxynrer ,,JlkoHomuka Ha uH@ppactpykrypata“ Ha YHCC mno HayyHa
crienuanHoct ,,JIkoHoMuKa u ympasieHue (TypusbM)“, ceriaacHo 3anosen 1033/17.04.2019

r. Ha Pektopa Ha YHCC. OOydeHuero ce OChIIECTBSBa B 33aq0uHa (opMa B IMepHoaa OT

02.04.2019 r. no 02.04.2026 .



JlokTopaHThT MMa Oorar nmpodecuoHaleH OmUT B cdepara Ha XOTEIMEPCTBOTO U
PECTOPaHTBOPCTBOTO, KOMTO € Pa3BUT € €IMH OT KIIOYOBMUTE 3a CTOJIMLATA 5 3BE3JHU
xotenckn o0exktn — Xoren MWuarepkontuneHtan Codus. Tam JOKTOpaHTHT 3aeMa
nocinenosarenHo noszuuuute CynepBailzsp 3akycka, Cynepaiisbp Xpanu u Hanutkw,
3amecTHUK MeHnKkbp 3aBeneHne, MeHupKkep PecTopanT, a KbM HAaCTOALIMS MOMEHT 3aeMa
nosuuuaTta Mennuxbp Xpanu u Hanutku. ChlecTBEH IPHHOC 3a €KCIEpTH3aTa My MMa
IIPOEKTHHUS MYy OIUT M YYCTUETO MYy B MPAKTUUYECKU OOyUEHHUs 3a BHEIPSIBAHE U MpUIIaraHe
Ha CBETOBHU CTaHAAPTH M ONEPATHBHU IPOLECH B PECTOPAHTHOPCTBOTO M OOyueHHE Ha
exuni. B mepuoga 2021-2026 r. yyacTBa B penuia nmporpaMmu 3a npoheCHoHaAITHO Pa3BUTHE
Ha TaJlaHTH, (POKYCUPAHU BBPXY CTPATEIMYECKO JMJEPCTBO M MOATOTOBKA 3a MO3UIMU BbHB
BUCLIMS MEHU)KMBHT B XOTEJICKaTa MHAYCTpUs. Biajee aHIIMICKYU, UTATTMAHCKU U PYCKU
e3uk. IlpurexkaBa OTIMYHM COLMAIHM, OPraHU3ALMOHHU U TEXHUYECKHM YMEHHUS U
KOMIIETEHIMH, B T.4. paOOTH C XOTEJICKU ONEPAllMOHHU CUCTEMH, TUTUTAIIHU UHCTPYMEHTU

3a YIIPAaBJICHUC Ha CHLOUTHSA U OIICPATHUBHU IIPOLCCH.

2. OO0ma xapakTepucTHKA Ha NPeICTABeHHs JMCePTAIMOHEH TPy

[IpencraBeHusT OUCEpTaLlMOHEH TpyJ Ha TeMma: ,,BiusiHMe Ha mporpammre 3a
JIOSILTHOCT BbPXY (pMpPMeHATa NMOJMTHKA B XOTeJIHepPCTBOTO“ ¢ B o6u obdem ot 219
ctpanuiu. Cecrou ce oT yBoa (14 c1p.), uznoxenue B Tpu riasu (191 crp.), 3axnouenue (2
CTp.), COUCBHK ¢ (PUTypH, CIUCHK C TAOJUIM M CHUCHK ChC ChKpamieHus. CHUCHKBT Ha
JUTEpaTypHUTE U3TOUHUIIM € ChcTaBeH OT 154 3arnaBust, 47 oT KOMTO Ha Kupuiauna, 70 Ha
natuHuna u 37 ot uHTepHeT. CTPyKTypaTa Ha AUCEPTALMOHHUS TPYJ C€ XapaKTepHus3Hupa c
no0pa MocyieJ0BaTeTHOCT U JIOTUYHOCT B u3nokeHueto. Hannuen e no0wvp Gananc B oOema
Ha TPUTE TJIaBU, KAaKTO U MEXJly OTAEIHUTE naparpadu.

M360pbT HA KOHKpeTHATa TeMa M MHIMBUAYyAJHUTE MOTUBH 3a pa3paboTkaTa Ha
JMCEePTALMOHHUS TPYJ ca MHOro ao0pe obocHoBaHU. HecbhbMHEHO, TemMara € aKTyaJlHa U
3HAa4YUMa, ThH KaTO ChueTaBa JIOSJIHOCTTa B XOTEIUEPCTBOTO C (UpMeHaTa MOJUTHKA.
OO0eKkTHT U MpeaMeTbT HAa M3CIEIBAHETO ca KOPEKTHO AeduHupanu. O0eKT Ha HAYYHOTO
uscienBaHe € (upMeHaTa NOJUTHKA Ha XOTEJICKUTE MPEANpHsITHS B KOHTEKCTa Ha
IpUaraHeTo Ha MPOrpaMu 3a JIOSITHOCT. 3a MpeaMeT Ha M3CIIEABAHETO Ca BB3MPUETH
MIPOrpaMUTE 3a JIOSTHOCT B XOTEJIUEPCTBOTO U TAXHOTO OTPAKEHUE BBHPXY YIPABIECHUETO Ha

B3aHMOOTHOIIICHUATA C KIHMEHTUTE. B PaMKUTE Ha JUCCPTAIMOHHHA TpPYyHd, UYPE3



JNETaIM3UPaHO TEOPETUKO-METOAOJIOTHYECKO U  IMPAKTUKO-NPUIIOKHO H3CIIEJBAHE €
MOCTUTHATA LeJITa Ha AUCEpTalMsiTa, KOSITO € HACOYeHAa KbM yCTAHOBSBAHE BIMSHHETO Ha
porpamMmTe 3a MOTPeOUTENICKaTa JIOSUTHOCT 32 (OPMUPAHETO U Pa3BUTHETO HA (upMeHara
MOJUTHKA B XOTEIUEPCTBOTO. 3a TMOCTHTAaHETO Ha IIeNTa, AOKTOPAHTHT Je(pUHHpA JIeCeT
U3CJ1e10BATEJICKM 3aJa4M, KOUTO IIOCTUra B OTAETHUTE IJIaBU Ha MPEACTaBEHUS
JIOKTOpPaHTCKU Tpyl. B auceprauuonHus Tpya e dopMmyiupaHa Te3ara, ye ,,e(EeKTUBHOTO
pa3paboTBaHe ¥ MpUJIaraHe Ha IPOTrPaMH 3a JIOSITHOCT B MEKIYHAPOJIHUTE XOTEJICKH BEPUTH
BOJAM JI0 NOBUIIABaHE Ha KJIMEHTCKATa JIOSUIHOCT U KOHKYPEHTOCIIOCOOHOCTTA Ha XOTEJIUTE,
KaTo ChHIIEBPEMEHHO OKa3Ba CHUIECTBEHO BIUSHUE BBPXY BBTPEIIHOOPraHU3AIMOHHATA
MOJINTUKA U YNPABICHCKUTE PELICHUS, KaTO MPH aJalTUpPaHe Ha AOOpUTE MPAKTUKU MOXKE
YCIIEIIHO J1a C€ MPUJIOKHU U B YCIOBUATA HA OBJIrapcKus XOTEJICKH na3ap.* 3a peaqu3upaHeTo
Ha LEJIUTE Ha pa3paboTkara € M3MO0J3BaH MeTOAUYeCKH MHCTPYMEHTAPpMYM, BKIIIOUBAII]
MPUJIATaHETO Ha JIOTUYECKH, UCTOPUYECKU, UHIYKTUBHO-IEAYKTHUBEH U CHUCTEMEH IMOAXO/I.
[TocraBenu ca Tpu orpaHuYeHHsl MpH pa3zpaboTBaHeTo Ha TpyAa. CucTeMaTHU3UpaHH ca B
Ipyny U3TOYHHMIUTE HA HH(POPMALIMOHHO ocurypsiBane. [logueprana € HaAayYHATa HOBOCT
U MOJIE3HOCT Ha IUCEPTALMOHHUS TPYI.

N3nos3Banata JuTepaTypa BKIIOYBA CHBPEMEHHM U aKTyalHHU 3arjiaBus Ha
KUpWINIIA, JIATUHUIIA W HMHTEPHET W3TOYHUIMU. Ts moAmomara 3aJbJ00ueHuss KPUTHYEH
aHaJIM3 Ha U3cie/[BaHaTa IpobiieMaTHKa, U3SICHSIBAHETO HA TEPMUHOJIOTMYHUTE YTOUHEHUS U
MOHATUMHMS amapaT. B 1msiata HayyHa pa3paOoTka JIUTEpaTypHUTE M3TOYHUIM ca
U3IOJI3BaHU JOOPOCHBECTHO M KOPEKTHO OT JIOKTOpaHTa, KOETO IO3BOJISABA Ja C€ OTKPOU

JIMYHUS MY IPHHOC.

3. OueHka HA MOJIyYeHUTEe HAYYHH U HAYYHO-NIPUIIOKHU Pe3yJITaTu

CpabpkaHMETO Ha TpyZJa /laBa OCHOBAHHME J1a C€ IOCOYM, Y€ CTPYKTypara, BBpPXY
KOSITO TOM € M3rpaJieH, MO3BOJIABA JIa Ce MPUIIOKHU TOCIIE0BATENECH U JIOTHYECKH 000CHOBaH
M3CIEe0BAaTEICKU MOAX0A. B KOMIO3MIIMOHHO OTHOIIEHHME, BCSKAa €AHAa OT YacTUTe Ha
JUCepTalusaTa € HAaIlbJHO 3aBbpPILIEHA M CAMOCTOSITEJIHA, KOETO JaBa Bb3MOXKHOCT Ja Ce
IpOClieIn IUIOCTHATa IMpobsieMaTuka Ha u3cieaBaHeTo. llodydeHnTe HayyHO-IIPUIIOKHU
pe3yaTaTu B IUCEPTALIMOHHMS TPYJ C€ ChABPKAT B YBOJA U TPUTE IJIaBU Ha pa3paboTKaTta.

IIspBa rnaBa Ha AucepTallMOHHUS TPYJ M3CiEIBa CHIIHOCTTa HAa KIMEHTCKaTa

JIOAIHOCT U MpOTrpaMHUTE 3a JOATHOCT KaTO KIIFOYOB MHCTPYMCHT B CbBPEMECHHUA MAPKCTUHT.



Ts ce Qokycupa BbpXy TEOPETUYHOTO H3SICHSIBAHE Ha TEPMHUHA, KAaTO HIECHTHUUIUpPA
HeroBure KiIOUoBU crnenuduku. CrneuraaHo BHUMAaHHUE € OTAENCHO Ha TEOPETHUHUTE
KOHIICTIIMY U TPAKTHKH 332 HALIMOHAJIHA TYPUCTUYECKA U (UpPMEHA MOJIMTHKA. 3a IeTUTe Ha
U3CIEABAHETO TEPMHMHBT IIOJIMTUKA € HWHTEPIPETHpaH Karo OTpaciioBa TypUCTHYECKA
MOJINTUKA, YaCT OT MEXAyHapoAHaTa U HAllMOHATHATA [TOJIUTUKA U (PUpPMEHA MOJIUTUKA (KaTo
MOJIMTUKA XOTena) B cdepaTta Ha TypusMma, CBbpP3aHa C MpOM3THYAIlaTa OT TOBa
MapKeTHUHIOBa IIOJIMTUKA B CEKTOpa Ha XOTenuepctBoTo. OTHENeHO € MICTO M Ha
MPOrpamMHTe 3a JIOSUTHOCT KaTO MHCTPYMEHT 32 MO3UIMOHMpaHe Ha OpaHga. AKLIEHT B IIbpBa
rJlaBa € I[IOCTaBeH BBPXY Bpb3KaTa Mexay OpaHJa M HOporpaMuTe 3a JOSJTHOCT B
XOTEIHEePCTBOTO, KOUTO (YHKIIMOHUPAT B CUHEPTHUs, KaTO B3aUMHO YCHJIBAT CTOMHOCTTA 3a
KIIMEHTa M KOHKYpPEHTOCIOCOOHOCTTa Ha Ou3Heca. HampaBeH e wu3Boma, ue OpaHIbT
HAJXBBPJIA poJiATa HAa WJIEHTU(UKATOP U CE€ YTBBP)KIaBa KAaTO CTPATErMUYECKH pecypc 3a
YCTOWYMBO KOHKYPEHTHO MPEANMCTBO, OCHOBAHO Ha PeaTHH KIMEHTCKU MOJ3H.

Bropa riaBa e mocBeTeHa Ha MAapKETUHIOBAaTa IMIOJIMTHKA HAa XOTEJCKUTE
npennpusaTus. B Hest ca nmpencTaBeHu TEOPETUUHUTE KOHLIETILUY U IIPAKTUKH 332 MApPKETHUHT U
MapKeTHUHIOBa IOJUTHKAa B XOTEIMEpPCTBOTO. PasrienaHa e possita Ha HOporpamMuTe 3a
JOSITHOCT 3a HachpyaBaHE Ha TIOBTOPHU IIOCEIICHHUs, YBEIMYaBaHE Ha pa3xoquTe Ha
KIMEHTUTE W M3TPaKJAHETO HAa JBITOCPOYHM B3aMMOOTHOUIEHMs. B TO3M KOHTEKCT
MIPOrpaMuUTe 3a JIOSUTHOCT ca MHCTPYMEHT 3a yBeJIMYaBaHE HA MPUXOAMTE HAa KOMIAHUHUTE U
3a Mo100psiBaHE Ha KJIMEHTCKOTO M3KUBsBaHE. B rimaBata e m3cieaBaHO B3aMMOJECHCTBHETO
MEXJIy MapKeTMHIOBM MHCTPYMEHTH UM NpOrpaMu 3a JIOAJIHOCT. AHalIM3UpaHd ca
CTpaTeTHHTEe 3a pa3paboTBaHe Ha MpOrpamu 3a JosaHOCT. OOGEKT Ha 0OCHXJaHe BbB BTOpA
rJlaBa ca U MOKa3aTeluTe 3a U3MepBaHe e(PEeKTUBHOCTTA Ha porpaMuTe 3a JosiHocT. He ca
MOJIMUHATU U BBIIPOCUTE 3a M3MOJ3BAHETO Ha MH(POPMAIMOHHU TEXHOJIOTMHM U aHAIU3 Ha
JAaHHW TIpU YNpaBIEHUETO Ha KIHWEHTcKara JosuiHocT. [lomyepraHo e Obaemliero Ha
JUTUTATU3alMsATa TpH  U3TPAXIAHETO Ha MporpaMM 3a JIOSJIHOCT upe3 MOOWIHHU
npuwiokeHus, SMS koMyHHKauss U 4aTOOTH, KOETO YJEeCHsIBa JOCThIIAa Ha KIMEHTUTE U
yBeJIMYaBa TIXHATA aHTAKUPAHOCT.

[TpakTHyeckaTa IPUIOKUMOCT Ha pa3riielaHUTE TEOPETUYHH ITOCTAHOBKU B IIbPBA U
BTOpA I1aBa ca WIIOCTPUPAHU B TPeTa IJ1aBa Ha IUCEPTallMOHHUSA TpyA. B Hes e HanpaBeHa
OlICHKa Ha CBBPEMEHHUTE MpPOrpaMH 3a JIOSITHOCT B MapKETHHIOBaTa IIOJIUTUKA Ha

MCKIAYHAPOAHUTE XOTCJICKHM BEPHUIH. AHanu3bT ce OCHOBaBa Ha CMIITUPUYCH KOJIMYCCTBCH



MOJIXO/ U € HACOYEH KbM M3CIIeIBaHE Ha €(EeKTUTE OT CbBPEMEHHUTE MPOrpaMH 3a JIOSUTHOCT
BBPXY MOBEIECHUETO U JIOATHOCTTa HAa KJIMEHTHUTE, KAaKTO M BBPXY (pupMeHara moIUTHKA B
xoTenuepckus cekTop. OCHOBHUAT (POKyC € MmocTaBeH BbpXY mporpamarta 3a josuinoct IHG
One Rewards, kosTO ce pasriiexja KaTo MpPEACTaBUTENIEH MOJET 3a MEXKIyHApOIHUTE
XOTEJICKU BEPHUTH IOpajau CcBOs Iriio0ajieH 00XBaT, MHTErpalus B KOpIOpaTUBHATA CTPATErus
Y BUCOKa CTEIEH Ha JUrnTaau3anus. B pamkuTe Ha u3cieqBaHeTo € pa3padoTeHa cucTeMa 3a
OLleHKa, Oa3WpaHa Ha KPUTEPHH, IOKa3aTeld U KOEHUIMEHTH Ha 3HAYUMOCT, KOSTO
[I03BOJISIBA MHOTOACIEKTEH aHalu3 Ha BIMSHUETO Ha IPOTPAMUTE 3a JIOSUIHOCT BBPXY
KJIMEHTCKAaTa JOSIHOCT M (UpMeHaTa MOJIUTUKA B XOTEIUepcTBOTO. PazpaboreHara cuctema
OT KpUTEpUH, IOKa3aTeaM U KOE(PUIMEHTH Ha 3HAYMMOCT OCHUTypsiBa HaJAeXIHa
METOZ0JIOTMYHA OCHOBA 3a KOMIUJIEKCHA OLICHKA HAa ChbBPEMEHHMTE IPOrPaMU 3a JIOSIHOCT.
Ts mo3BonsgBa aHAIM3 KaKTO HA KJIMEHTCKATa JIOAJIHOCT, TaKa W Ha HO-IIUPOKUTC Cq)GKTI/I
BbPXY MApKETHMHIOBAaTa W BBTPEUIHO OPraHU3allMOHHA IOJIMTHUKA HA XOTEJICKUTE BEPUTH.
AHanmu3bpT Ha pe3yaTaTuTe OT IPOBEJEHOTO AHKETHO IPOy4YBaHE B TpeTa IJ1aBa JIOKa3Ba
3HAYEHUETO HA YECTOTaTa Ha B3aUMOJEHCTBHE, TOBEPUETO U EMOLIMOHAJIHATA [TPUBBP3aHOCT
KbM OpaHJia 3a U3rPaKAAHETO Ha JBITOCPOUYHA KIIMEHTCKA JIOATHOCT.

["open3noxkeHOoTo B HACTOAIIATa TOYKA OT PELEH3UATa MU 1103BOJIsIBA ¢ yOEJIEeHOCT Ja
TBBPIS, Y€ XMUIIOTE3UTe, (POpMyIMpaHu B yBOJa Ha JUCEPTALMOHHHUS TPYJ, Ca HAI'BIHO
IIOCTUTHATH W OJOKa3aHH. P€3yJ'ITaTI/ITe OT MPEACTAaBCHUA AUCCPTALIMOHHUA TPYA JOKa3BaT

dbopmynupaHata Tesa.

4. OneHka HA HAYYHUTE M HAYYHO-TIPUJIOKHHM IIPHHOCH
ITo mamre MHCHHUEC, B AUCECpTalUATa CE€ OTKpPOABAT CICIHUTEC 5 HaydYHHW W HAy4YHO-
IMPHUIIOKHU NPUHOCH B CJICIHUTC HAIIPABJICHUA:
» Amnanu3 Ha monuTHKHTE: M3cnenBaHa e Bpb3Kara MEXAY Abp)KaBHATA
CTpaTeruss B TypU3Ma M KOPIIOPAaTUBHUTE II€JIM, KaTO € M3BEIE€HAa aBTOPCKa
Te3a 3a poJIsATa Ha IPOrpaMUTE 3a JOSIIHOCT B TO3H IPOILIEC.
» Omenka Ha pesynrature: YUpe3 aHanmM3 Ha MapKETUHTOBUS MHKC €
IpeJCTaBeHa METOAMKAa 3a H3MepBaHe Ha peajHara e(QUKAaCHOCT Ha
IIPOrPaMUTE 3a JIOSITHOCT.
» Mertononorudeckn npuHOC: Pa3zpaboTeH e IIOCTeH MOJEeN M KPHUTEPHUH 3a

MOHHUTOPHHI Ha aKTYaJTHUTC HHCTPYMCHTH 3a 3aAbPKAHC HAa KIIMCHTH.



» Ilpaktnuecko mnpuiiokeHue: [IpeiokeHn ca KOHKPETHH CTBIKH 32
ONTUMH3AIMS U BHEIpPSBaHE Ha TPOTPAMUTE 3a JIOSUTHOCT B OlEpaTUBHATA
JICMHOCT Ha XOTEJIHNTE.

» Tlazapna agantamus: @opMmynupaHd ca HACOKH 3a MPHJIAraHe HA TIIOOATHU
n00pu MPaKTHKH, ChOOpPa3eHH C OCOOEHOCTHTE Ha XOTEJIHMEPCKHsl OW3HEC B

boirapus.

5. Ouenka Ha Ny0/JTUKAIMUTE MO JUCEPTANUATA

Hpuna KapagakoBa e mpeacTaBuia 5 caMOCTOSATEIIHU MTyOJIMKAIUH, TPSKO CBbpP3aHU
C TeMaTHKaTa Ha IUCEPTAlMOHHHS TpyA. Bcuuku HaydyHu TpynoBe ca MyOJMKYyBaHU B
ABTOPUTETHHU HAIMOHAIHUA M3aHUS U OTPA3sBAT MOCTUTHATUTE HAYUYHU U HAYYHO-TIPUIIOKHH
pe3ysiTaTd OT AWcepTaHTa. Te oKa3Bar, 4e € HaluIe 3aAbI00YCHO U3CJIC/IBaHE Ha
npoOieMuTe, TpPeTUpAIld MPOrpaMUTE 3a JOAJIHOCT W TMa3apHUTE BIUSHUS BBPXY

IMOBCACHUCTO HA I'PaACKH OM3HEC XOTENH.

6. Ounenxa Ha aBTOpedepara

IIpencraBenusT aBropedepaT Ha OBJIrapCcKu M aHIJIMICKU e3uK € B 001y odeM ot 80
CTpaHuLlM. B Hero ca paskpuTu Hall-3HAYUMUTE MOMEHTH OT JUCEPTALMOHHUSA TPYJ, KOUTO
oTpa3aBaT ChAbpKaHHeTo My. [locoueHHTe HaydyHU MPUHOCH ca KOPEKTHO (OpMYJIMpaHH.
ABTopedepaTbT yJecHsBa YETEHETO U JIECHOTO BB3IPHUEMaHE Ha ChIbPKAHUETO Ha
auceprauuoHHus  TpynA. IlpencraBenata oTnenHo — Jgeknapanus  3a  OPUTHHAIHOCT
MOTBBPXK/AaBa, Y€ JUCEpTaluATa € HU3ISUI0 aBTOPCKM MPOAYKT M Y€ IpU HEHHOTO

pa3paboTBaHe HE ca HApYIIEHN aBTOPCKUTE IIPpaBa Ha UyXkIU MyOJuKaluu U pa3paboTKH.

7. Kputn4yHm 0ejIe:KKH, NPenopbKH H BLIIPOCH
OTunTailku JOCTOMHCTBATa Ha NPEACTABEHUS AMCEPTAlMOHEH TpPyd, HsIMaMm
CBIIIECTBEHU KPUTUYHU Oenexkku KbM aoktopaHT Hpuna Kapamakoa. C men moctoiftHa
3ammmTa, OUX MCKaia Jia MOCTaBs CIACAHUTE BHIIPOCHU:
1. Kak mporpamute 3a JOSJIHOCT HPOMEHST II€HOBaTa MOJUTHKA Ha XOTela B
JTBJITOCPOYEH IUIAaH U JI0 KaKBa CTENEH PUCKBT OT HaMallsiBaHE Ha Map)ka Ha
nevyanbara (4pe3 OTCTBHIKH 3a JIOSJTHU KIMEHTH) C€ KOMIIGHCHPA OT CIIECTCHHTE

pa3xo/iy 3a MPUBJIMYAHE HA HOBU KJIMEHTHU?



2. B KOHTeKCTa Ha CBBPEMEHHOTO XOTEJIUEPCTBO, KAaKBU Ca OCHOBHHTE
[IPEU3BUKATEIICTBA NPU HHTEIPUPAHETO HA IEPCOHAIM3UPAHUTE JAaHHU OT
porpamMMTe 3a JIOSUTHOCT B OO0IaTa OmnepaTWBHA MOJHMTHKA Ha (upmara M Kak

TOBA BJIUsiC BbPXY KaueCTBOTO Ha Mpejjiaranara yciayra?

8. 3akurouenue

Pa3paborenust nucepranuoneH Tpya ot Mpuna Jlanannosa KapagakoBa otroBaps 1mo
ChIbpKaHue, 00eM W CTPYKTypa Ha WM3WCKBaHUATA 3a MPHUAOOMBAHE HA OOpa3oBaTelHA H
HayyHa CTeIeH ,,JJOKTOP, peryIaMeHTHPaHH B 3aKOHA 3a pa3BUTHE HA aKaJEMUYHUS ChCTaB B
Penybnuka bovarapuss u IlpaBunnuka 3a HeroBoto mnpuioxeHue. C yOeAeHOCT aaBam
MOJIOKUTETTHA OIICHKA 3a JUCEPTAlMOHHUS TpyA, aBTopedepara H TPEICTABCHHUTE
Hy6m/n<au1/11/1 Ha JOuccpTaHTa. CLII/ITaM, Y€ MOCTUTHATHUTC PE3YJTATH HMAT XapaKTCp Ha
HAyYHO-TIPWJIOKHHU TMPUHOCK 32 PAa3BUTHETO Ha (UpPMEHATa MOJUTHKA B XOTEITUEPCKHS
OM3HEC TIOCPEACTBOM H3TPaXIAHETO Ha MporpamMu 3a JosuiHOcT. [IpenmopbuBam Ha
VYBakaeMuTe 4ICHOBE Ha HAay4YHOTO XYPH Ja IMPUCBAAT 06p330BaTeHHaTa 1 Hay4dYHa CTCIICH
,JokTop* Ha Upuna JlanaunoBa KapamgakoBa — JoKkTOpaHT B 3a704Ha ¢opma HA OOydeHHE B
Karenpa ,,JIkoHOMHUKa Ha TypusMa“ KbM QakynreT ,,JilkoHoMuka Ha HHPpacTpyKTyparTa® mpu

yHI/IBepCI/ITeTa 3a HAITUOHAJIHO U CBE€TOBHO CTOIIAHCTBO — I'P. CO(I)I/ISI.

20.04.2026 1., Ilogmmc: ...oovvvvvveeie L.

Codus (mout. a-p Acs [NanmxepoBa)
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significant contribution to her expertise is her project experience and her participation in
practical training for the implementation and application of global standards and operational
processes in the restaurant industry and team training. In the period 2021-2026, she
participated in several programs for professional development of talents, focused on strategic
leadership and preparation for positions in senior management in the hotel industry. She is
fluent in English, Italian and Russian. She has excellent social, organizational and technical
skills and competencies, including working with hotel operating systems, digital tools for

event management and operational processes.

2. General characteristics of the presented dissertation work

The presented dissertation work on the topic: "Impact of loyalty programs on
company policy in the hotel industry" has a total volume of 219 pages. It consists of an
introduction (14 pages), an exposition in three chapters (191 pages), a conclusion (2 pages), a
list of figures, a list of tables and a list of abbreviations. The list of literary sources consists of
154 titles, 47 of which are in Cyrillic, 70 in Latin and 37 from the Internet. The structure of
the dissertation is characterized by good consistency and logic in the exposition. There is a
good balance in the volume of the three chapters, as well as between the individual
paragraphs.

The choice of the specific topic and the individual motives for the development of the
dissertation are very well justified. Undoubtedly, the topic is relevant and significant, as it
combines loyalty in the hotel industry with company policy. The object and subject of the
study are correctly defined. The object of the scientific research is the company policy of
hotel enterprises in the context of the implementation of loyalty programs. The subject of the
study is loyalty programs in the hotel industry and their impact on customer relationship
management. Within the framework of the dissertation, through detailed theoretical-
methodological and practical-applied research, the goal of the dissertation has been achieved,

which is aimed at establishing the influence of customer loyalty programs on the formation



and development of company policy in the hotel industry. To achieve the goal, the doctoral
student defines ten research tasks, which she achieves in the individual chapters of the
presented doctoral thesis. The thesis formulates the thesis that "the effective development and
implementation of loyalty programs in international hotel chains leads to increased customer
loyalty and the competitiveness of hotels, while at the same time having a significant impact
on internal organizational policy and management decisions, and when adapting good
practices, it can be successfully applied in the conditions of the Bulgarian hotel market." To
achieve the goals of the work, a methodological toolkit was used, including the application of
a logical, historical, inductive-deductive and systematic approach. Three limitations were set
in the development of the work. The sources of information support were systematized in
groups. The scientific novelty and usefulness of the dissertation work was emphasized.

The used literature includes modern and up-to-date titles in Cyrillic, Latin and
Internet sources. It supports the in-depth critical analysis of the researched issues, the
clarification of terminological clarifications and the conceptual apparatus. Throughout the
scientific work, the literary sources were used conscientiously and correctly by the doctoral

student, which allows his personal contribution to be highlighted.

3. Evaluation of the obtained scientific and scientific-applied results

The content of the work gives reason to indicate that the structure on which it is built
allows for the application of a consistent and logically justified research approach. In terms
of composition, each of the parts of the dissertation is completely complete and independent,
which makes it possible to trace the overall problems of the research. The scientific and
applied results obtained in the dissertation are contained in the introduction and three
chapters of the work.

The first chapter of the dissertation explores the essence of customer loyalty and
loyalty programs as a key tool in modern marketing. It focuses on the theoretical clarification
of the term by identifying its key specifics. Special attention is paid to the theoretical
concepts and practices of national tourism and corporate policy. For the purposes of the
study, the term policy is interpreted as a sectoral tourism policy, part of international and
national policy and corporate policy (such as hotel policy) in the field of tourism, related to
the resulting marketing policy in the hospitality sector. A place is also given to loyalty

programs as a tool for brand positioning. Emphasis in the first chapter is placed on the
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relationship between the brand and loyalty programs in the hospitality industry, which
function in synergy, mutually enhancing the value for the customer and the competitiveness
of the business. The conclusion is made that the brand goes beyond the role of an identifier
and is established as a strategic resource for sustainable competitive advantage based on real
customer benefits.

The second chapter is devoted to the marketing policy of hotel enterprises. It presents
the theoretical concepts and practices of marketing and marketing policy in the hospitality
industry. The role of loyalty programs in encouraging repeat visits, increasing customer
spending and building long-term relationships is examined. In this context, loyalty programs
are a tool for increasing companies' revenues and improving the customer experience. The
chapter examines the interaction between marketing tools and loyalty programs. Strategies
for developing loyalty programs are analyzed. The second chapter also discusses indicators
for measuring the effectiveness of loyalty programs. The issues of the use of information
technology and data analysis in customer loyalty management are not overlooked. The future
of digitalization in building loyalty programs through mobile applications, SMS
communication and chatbots is emphasized, which facilitates customer access and increases
their engagement.

The practical applicability of the theoretical statements discussed in the first and
second chapters is illustrated in the third chapter of the dissertation. It assesses contemporary
loyalty programs in the marketing policy of international hotel chains. The analysis is based
on an empirical quantitative approach and is aimed at studying the effects of contemporary
loyalty programs on customer behavior and loyalty, as well as on company policy in the hotel
sector. The main focus is on the IHG One Rewards loyalty program, which is considered a
representative model for international hotel chains due to its global scope, integration into
corporate strategy and high degree of digitalization. Within the framework of the study, an
evaluation system based on criteria, indicators and significance coefficients was developed,
which allows for a multi-faceted analysis of the influence of loyalty programs on customer
loyalty and company policy in the hotel industry. The developed system of criteria, indicators
and significance coefficients provides a reliable methodological basis for a comprehensive
assessment of contemporary loyalty programs. It allows for analysis of both customer loyalty
and the broader effects on the marketing and internal organizational policy of hotel chains.

The analysis of the results of the survey conducted in the third chapter proves the importance
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of the frequency of interaction, trust and emotional attachment to the brand for building long-
term customer loyalty.

The above in this section of the review allows me to confidently assert that the
hypotheses formulated in the introduction to the dissertation have been fully achieved and

proven. The results of the presented dissertation prove the formulated thesis.

4. Assessment of scientific and scientific-applied contributions
In our opinion, the following 5 scientific and scientific-applied contributions stand
out in the dissertation in the following areas:

» Policy analysis: The relationship between the state strategy in tourism and
corporate goals is studied, and the author's thesis on the role of loyalty
programs in this process is derived.

» Evaluation of the results: Through an analysis of the marketing mix, a
methodology for measuring the real efficiency of loyalty programs is
presented.

» Methodological contribution: A comprehensive model and criteria for
monitoring current customer retention tools have been developed.

» Practical application: Specific steps for optimizing and implementing loyalty
programs in the operational activities of hotels have been proposed.

» Market adaptation: Guidelines for implementing global good practices,
tailored to the specifics of the hotel business in Bulgaria, have been

formulated.

5. Evaluation of the publications on the dissertation

Irina Karadakova has presented 5 independent publications directly related to the
topic of the dissertation. All scientific works have been published in authoritative journals.
national publications and reflect the achieved scientific and scientific-applied results by the
dissertation. They prove that there is a thorough study of the problems dealing with loyalty

programs and market influences on the behavior of urban business hotels.
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6. Evaluation of the abstract

The presented abstract in Bulgarian and English has a total volume of 80 pages. It
reveals the most significant moments of the dissertation work, which reflect its content. The
indicated scientific contributions are correctly formulated. The abstract facilitates reading
and easy perception of the content of the dissertation work. The separately presented
declaration of originality confirms that the dissertation is a completely author's product and
that the copyrights of other publications and developments have not been violated during its

development.

7. Critical notes, recommendations and questions

Considering the merits of the presented dissertation work, I have no significant
critical notes towards doctoral student Irina Karadakova. For the purpose of a worthy
defense, I would like to pose the following questions:

1. How do loyalty programs change the hotel's pricing policy in the long term and to
what extent is the risk of reducing the profit margin (through discounts for loyal
customers) compensated by the saved costs of attracting new customers?

2. In the context of modern hospitality, what are the main challenges in integrating
personalized data from loyalty programs into the company's general operational

policy and how does this affect the quality of the service offered?

8. Conclusion

The developed dissertation work by Irina Danailova Karadakova meets the content,
volume and structure of the requirements for acquiring the educational and scientific degree
"doctor", regulated in the Act on the Development of Academic Staff in the Republic of
Bulgaria and the Regulations for its implementation. I confidently give a positive assessment
of the dissertation work, the abstract and the presented publications of the dissertation
candidate. 1 believe that the achieved results are of the nature of scientific and applied
contributions to the development of corporate policy in the hotel business through the
development of loyalty programs. I recommend to the Honorable members of the scientific
jury to award the educational and scientific degree "doctor" to Irina Danailova Karadakova -

doctoral student in part-time study at the Department of "Economics of Tourism" at the
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Faculty of "Economics of Infrastructure" at the University of National and World Economy -

Sofia.

20.04.2026 Signature: ..........cooeiiiiiinn.n.

Sofia (Associate Professor Dr. Asya Pandzherova)
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