YHUBEPCUTET 3A HAIIMOHAJIHO 1 CBETOBHO
CTOINAHCTBO
UNIVERSITY OF NATIONAL AND WORLD ECONOMY

OAKVYJITET ,UKOHOMUKA HA UHOPACTPYKTYPATA”
KATEJPA ,UKOHOMHUKA HA TYPU3MA”

noktopant Kocapa Jlrn6omupona I'oueBa

ABTOPE®EPAT

HA JUCEPTALMOHEH TPYA
32 NPUCHKIaHe HA 00pa30BaTeIHA M HAYYHA CTEIeH ,,J0KTOp”
10 HAYYHA CHEeNMATHOCT ,,IKOHOMHKA U ynpaBiaeHue (Typu3bm)”

Ha TeMa:

» I IPUJIOKEHUE HA HOBUTE TEXHOJIOI'NHN
B XOTEJIUEPCTBOTO”

Hayuen pbkoBoauTe.I:
npo@. n.H. Taus [lerposa Ilapymesa

Codus, 2023 r.



Hpuﬂo:)fceﬁue HA HOBUmME nexHojlocuu 6 xomeauepcmeomo

JlucepTaluoHHUAT TPYA € o0ChIeH Ha PasmimpeH kaTeApeH ChBET Ha KaTeapa
,,YIKOHOMHKa Ha TypHU3Ma“ IIpyU Y HUBEPCUTETA 32 HALIMOHAIHO U CBETOBHO CTOIIAHCTBO
Ha 12.12.2022 r. ABTOpBT Ha TUCEPTAIMOHHUS TPY/I € PEIOBEH JOKTOPAHT KbM ChIIaTa
Karenpa, chriaacHo pemenne Ha DOC  xem  dakynarer ,JikoHomMuka Ha
uHdpactpykrypara“, mporokoa Ne 6/31.03.2020 r. u 3anoBex Ne 931/27.04.2020 . Ha
Pexropa na YHCC.

3amuTara Ha nucepraiMoHHus Tpyn e ce cberon Ha 09.05.2023 r. ot 14:00
yaca, B 3aja 2032A Ha YHUBepCUTETA 3a HAIIMOHAIIHO ¥ CBETOBHO CTOMAaHCTBO, Codus
Ha 3acefaHue Ha HayuHo Xypu. Marepuanure mo 3ammrara ca Ha pasloJOXKEHUe B
Jupexkuust ,,Hayka® ¥ HMHTEpHET cCTpaHMLaTa HAa YHHUBEPCUTETA 3a HAIMOHAIHO M

CBETOBHO cTomancTBo, Codus — www.unwe.bg.



http://www.unwe.bg/

Hpuﬂo:)fceﬂue HA HOBUmME nexHojlocuu 6 xomeauepcmeomo

YHUBEPCUTET 3A HAIIMOHAJIHO 1 CBETOBHO
CTOITIAHCTBO
UNIVERSITY OF NATIONAL AND WORLD ECONOMY

PAKYJITET ,HKOHOMHUKA HA HTHOPPACTPYKTYPATA”
KATEJIPA ,UKOHOMMKA HA TYPU3MA”

Kocapa JIro6omuposa I'oneBa

HPUJIOXKEHUE HA HOBUTE TEXHOJIOI'NA
B XOTEJIMEPCTBOTO

ABTOPE®EPAT

Ha JMCEPTALMOHEH TPY ]
3a MPUCHKJIaHE HAa 00pa3oBaTeliHa U Hay4YHa CTENEH ,,A0KTOp”
110 Hay4yHa CIIEUAIHOCT ,, IKOHOMUKa U yIpaBiieHue (Typu3bm)”

HAYYEH PBKOBOIUTEJI
npod. a.H. Tans [Tapymesa

HAYYHO KYPHU
. ipo¢. a-p Mapuana Kupunosa SIneBa
. ipod. a1-p Enenura Kupunosa Benukosa
. ipod. 1-p Manon Huxonos Pu6os
. mpod. a-p Tans Ir6eBa Ounumnona
. mpo¢. a-p CrosH IletkoB MapunoB

OabrhwNPEF

PELHEH3EHTH
1. mpod. a-p Manon Pu6os
2. mpod. n1-p Enenura Benukosa

Codus, 2023 1.



Hpuﬂo:)fceﬁue HA HOBUmME nexHojlocuu 6 xomeauepcmeomo

CbABPKAHUE
Ha aBTOpe(depaTa Ha TUCEPTALMOHHUS TPY

I. OBIIA XAPAKTEPUCTUKA HA JTUCEPTALHUMOHHMUSA TPY [
1. AKTyalTHOCT ¥ 3HAUMMOCT Ha M3CJIe/IBaHaTa MpodieMaTiKa

. OGeKT 1 mpeaMeT Ha U3Cie/IBaHe

. OCHOBHa 1IeJT ¥ U3CJIEJOBATEICKH 3a1a4u

. U3cnenoBatencka Te3a U pabOTHU XUIIOTE3U

. MeTonomorus Ha U3CIeIBaHETO

. OCHOBHU OTpaHHYEHUS U TPOOIEMHU

~N O D Bk~ W

. U3TouHMIM Ha MHPOPMAITMOHHO OCUTYpSBaHE
8. HayuyHa HOBOCT M MOJE3HOCT

II. CTPYKTYPA U CbABPKXAHUE HA TUCEPTALIMOHHUA TPY ]
1. CtpyKTypa Ha qucepTauMOHHUS TPY X
2. CpabprkaHue Ha TUCEPTALMOHHUS TPY L

1. CHHTE3UPAHO U3JI0)KEHUE HA JUCEPTALIMOHHMUS TPY L
IV. CHPABKA 3A IPUHOCUTE B JUCEPTALIMOHHMS TPY ]I

V. CIIUCHK HA MMYBJIUKALIUUTE MO JUCEPTALIMOHHUSI TPY ]
VI. JEKJAPALIAS

Vil. BIATOJAPHOCTH

48

49

50



Hpuﬂo:)fceﬁue HA HOBUmME nexHojlocuu 6 xomeauepcmeomo

I. OBIIA XAPAKTEPUCTUKA HA IMCEPTAIIMOHHUSA TPY ]

B nuemnus rmobanusupan CBAT, mpancgopmayuume 6 Haziacume Ha TYPUCTUTE
ca ocezaemu. B romumnute mo Bpeme Ha mangemusta or Covid-19, ce Hanoxu
TEHACHIUATA KBM JeOUHeHO, CucypHo W 0Oe3onacHo HacmawusAeane. B ycnoBus Ha
HECUT'ypHa U IpeIu3BHKaTeNHa Cpela, XOTEIUEPCTBOTO ¢€ CONBCKBA C MHO20 CUNHA
KOHKYpeHyus TI0 OTHOILLIEHHE Ha LieHU U ycayru. Llenra Ha xorenure e da npusiexam
6cexu nomenyuanen 2ocm. HabmonaBanuTe TEHIACHINN NPE3 MOCICTHUTE TOJUHH Ca
CBBP3aHU C YCKOPEHOTO MPUNOMNHCEHUe HA MEXHON0SUYHU Nnooobpenus B MecTara 3a
HacTaHsBaHe. ToBa criomara 3a niaeHomo npomuyane Ha pabomHuus npoyec, KakTo U
OCUTYpSIBAHE Ha GUCOKA YOOBI1eME8OPEHOCH HA KIUSHMUMe.

1. AKTyaJIHOCT M 3HAYMMOCT HA M3CJIeIBAHATA NpodIeMaTHKAa

Axmyannocmma W 3Hauumocmma Ha u3bpaHata TeMa ce O0OsCHsABa C
0OCTOATEIICTBOTO, Y€ HACTAaHSIBAHETO € €JHAa OT OCHOBHHUTE YCIyTH B TypU3MA.
XOTenmepcTBOTO ChueTaBa B cebe CH YIOBIETBOpSBAaHE HAa TPH OT OCHOBHHTE
@uzuonocuyHu nompebOHOCMU HA Y08eK — XpaHa, ChbH U HanUTKH. Koraro craBa BbIpoc
3a ChBpeMeHHaTa (popmMa Ha XOTEJNCKO HACTaHSBaHE, aKICHTHT CE TOCTaBs BBPXY
npeosscusasaremo. JIoOpoTo, ObP30 M KaueCTBEHO OOCIIy)KBaHE Ca OCHOBHM TOYKU B
MOTHBaIUATa HA TYPUCTHTE Ja MOCETAT AajneHo MscTo. [Ipe3 mocneqnure roguan ce
HaOJI0aBa TEHIEHIMS B M3IOJI3BAHETO HAa Bce MoBede mexnonoeuu. llenta e na ce
YCBBBPILEHCTBA MTPOLECHT HA MpeJIarane, Taka 4e Jia ce 3a70BOJIAT NOTPeOHOCTUTE Ha
NOTPEOUTENNTE HAITBJIHO.

B exxeqHeBHETO cH, BCEKM YOBEK M3MOJI3BAa CMAapPT(OH MM KOMITIOTHpP. Xopara
ca CBUKHAJM Ha Y00OCME0mo, KOETO eIEeKTPOHHUTE MOMOIIHUIN Tipesyiarat. [lopaan
Ta3u MPUYMHA, c€ HAONI0/aBa 3aCHJIEHO ThPCEHE HA BCSKAKbBB BUJ OUSUMATUZAYUSL.
OcBeH ToBa, cTpaxbT oT nangemusita Covid-19 nompunece 3a HEOOXOAUMOCTTA OT
Quzuuecku OucmaHyupaHo Hacmauaeane, KOETO C€ IIOCTUTHA Ype3 pa3IudyHu
TEXHOJIOTUU. Ycmotiuugocmma ChIIO € TeMa, KOATO 3aeMa LEHTPATHO MSCTO B
XOTenuepcTBOTO. HOBOBBBENEHHATA CE€ MPUEMAT KaTO CPEICTBO 3a M3TPaXKIaHE Ha
eKOJIOTUYHA TIOJUTHKA.

HacrosimoTo u3cneaBaHe pasriiexna penuiia BBIPOCH 3a crneyuguxama Ha

NpulosiCeHuemo Ha Hosume mexHoJaocuu 6 xomeiuepcmeonio. YcraHoBeHO c, 4
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XOTEIIUTEe THPCIAT HAYMHM 32 oueumanuzayus Ha kirovosume 36ena. llenta e ma ce
onmuMuzupa padbomHusm npoyec W Na C€ HOBUWU YOOBIemE80OpeHOCmma Ha
nocetTutenuTe. EMMH OT OCHOBHUTE acleKTH TpPU BBBEKIAHETO HA TEXHOJIOTHH €
3anazeanemo Ha udeHmuyHocmma Ha xomenuepcmeomo. llpenBun ¢akra, 4e TO ce
0a3upa rmaBHO Ha Bph3KaTa MEX/y TOCT M IOMaKWH, HHTETPUPAHETO HA HOBOBHBEICHUS
clIeJIBa MHTEPECca Ha TPU TPYIU — MEHUONCOPU, CLYHCUMENU U KIUCHMUL.

JlucepTauMOHHUAT TPy TpeAsiara akTyajeH IMOTJIe] BbpXY MpOsIBSBAIIaTa Ce
TEHACHIUS HA UHOUBUOYAIUUPAHE U OUSUMATUZUPAHe HA XOMeNcKama ycuyed.
N3cnenoBaTencKusiT MHTEPEC € HACOYSH KbM Pa3KpHBaHE HAa 3aBHCHMOCTTA, KOATO CE
3apaxkia MEXJy HOBUTE TEXHOJIOTMM U XOTEeNUepcTBOTO. CHBPEMEHHHST TYpPHUCT €
MHO20 MOOUIeH, C 6o2am onum 6 mexHoao2uuHo omuoueHue. ChIIO TaKa € 0Mmeo80peH
KbM OKOIHama cpeda W mMubpcu yeOouHenue. MIIaJOTO TIOKOJEHWE ITHTYBAIld
NPEINOYUTAT Ja UMAT U300p U 0a U3N0A36aM eNeKMPOHHU NOMOUWHU CPeoCcmad To
BpeMme Ha cBos npectoil. CiejoBaTesHo, € HE0OXOUMO J1a C€ Ch3AAAEe UHOUBUOYATIEH
1n00X00 KbM BCEKH MMOCETUTEIL.

Pa3bupaiiku mo-nobpe nompebHocmume u Haeracume Ha TOCTHUTE OT
TEXHOJIOTUH, XOTEJIUTE MOTAT Jia CIICYENIAT MHOTO JI0sIHU Kiuenmu. BaxHo € aa ce
o0bpHE BHHMAaHUC HA MEXHONOSUYHAMA NPUEMCIEEHOCH, KAKTO OT CTpaHa Ha
TYpUCTHTE, TaKa M Ha MepcoHana. B Ta3u Bpb3ka ce moguepraBa 3HauUMOCMma Ha no-
3a0b1O0UEHOMO  U3CACO8AHE HA 6b3MONCHOCMUME 3d NPUNONCEHUE HA HOBUMe
mexHonoz2uu 8 xomeaume. Heo0XoaumMo € 1a ce mocoyw, ue JIMTepaTypaTa o Ta3u TeMa
e HejpocTarbuHa. ClieZJoBaTEHO € 100pe U3CIeI0BaTeNICKUAT HHTEpEC J1a Ob/ie HaCOUeH
KbM OOoraTsiBaHe Ha HHPOPMAIIHUATA TI0 OTHOIIIEHUE HAa N3yYaBaHaTa MpoOIeMaThKa.

N3060pbT HA KOHKPETHATA TeMa € TIPOJANKTYBAH OT OMKTA HA U3CIICIOBATENS B
XOTEIHUEPCTBOTO M BUCOKOTEXHOJOTMYHHUTE KOMIIAHWM 33 XOTEJICKO HaCTaHsSIBaHE.
OO6ocHoBkara ce Oa3upa W Ha HapacTBAIIOTO 3HAYCHHUE HA TEXHOJOTHYHUTE
TpaHchOpMaluu 3a cb30a8aHe HA KOHKYPEHMHO NpeoUuMCMmE0, 8b3CMAHO08A6aHe HA
OusHeca u Mecmuume UKOHOMUKU.

NuauBuaya HUTe MOTHBH Ca CBBP3aHH C 8b3MONCHOCMUME 3d HABPEMEHHO
udeHmuuyupane Ha Ccvwecmeenume eleMeHmu U - KIY08U emanu  npu

npuiosiceHuemo Ha Hoeume mexnojaocuu 6 xomeauepcmaeonio. Baxna wyact e
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nocmueaHemo Ha HAYYHO-NPUNOJCHU pe3yimamu, KOUTO IIe TOoCHyXaT 3a
3apI009aBaHe HA 3HAHMSTA HA M3CIIEOBATENS U 32 KapHEPHO N3paCTBAHE.

2. O0eKT 1 mpeaMeT HA NU3CJeIBAHETO

Obexm Ha uzcnredgare B TUCEPTALMOHHUS TPY/l Ca HOBUTE TEXHOJIOTHUU KATO YacCT
OT XOTeJckusi OusHec. [lpeomem mna u3cnedéane € TPUIOKEHUETO HA HOBUTE

TEXHOJIOTUH B XOTenuepcTBOTO (Bxk. durypa Ne 1)

\
» HoBHTE TEXHOJOTHH KaTo YacT OT XOTEJICKHs OH3HEC.
OobekT

J
\

® HpI/IJ'IO)KeHI/IeTO Ha HOBUTC TCXHOJIOTUH B XOTCIUCPCTBOTO.

[Ipenmer

J
~
» Jla ce u3cieaBaT Bb3MOKHOCTUTE, KOUTO HOBHTE TEXHOJIOTUH TIpeiarar
Ha XOTEJIMEepPCTBOTO M Ha Ta3W OCHOBAa, Ja ce pa3paboTu Mopen
Len 3a TSIXHOTO MPUJIOKEHUE B XOTEJICKHUSI OM3HEC B JieCTUHALMS bharapus. y

®@urypa Ne 1. O0ekT, mpeaMeT U HeJI HA JUCEPTANMOHHMS TPYA
H3moynux: CucteMaTtu3alys Ha aBTopa

3. OcHOBHA 1eJI M M3CJIeI0BATEICKH 32124

OcHosnama yen Ha TUCEPTALMOHHMS TPYJI € 0d ce U3CAe08aMm 8b3MONCHOCUME,
KOUmMOo HO8UME MeXHOI02UulU Npediazam Ha XOMeauepcmeomo u Ha masu 0CHO8a, 0d ce
paspabomu mooen 3a MAXHOMO NPUNOHCEHUe 8 XOMENCKUsi Ou3Hec 8 OeCmuHayus
bvneapus.

[TocTrraneTo Ha OCHOBHATA 1IEJT CE OCHIIECTBIBA YPE3 PEIIABAHETO HA CIICTHUTE
KOHKPETHH U3C1e008AMeICKU 3A0aUu.

® pasrjiexkJaaHe Ha TEOPETUYHUTE OCHOBU U JePUHUpAHE HA CHIIHOCTTA U
crieniuuKkaTra Ha XOTEIHUEPCTBOTO, U HOBUTE TEXHOJIOTHH;

® H3CIIC/IBAaHE HA BPB3KAaTa MEKYy HOBUTE TEXHOJIOTHHU U XOTEIIMEPCTBOTO;

® aHaJIM3 M OIEHKAa HAa TNPWIOKEHUETO HAa HOBUTE TEXHOJIOTUU B

XOTCIUCPCTBOTO BB BOACIIN CBECTOBHU JCCTHUHAIIUU 1 E'bnrapm[;
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e pa3paboTBaHE Ha aBTOPOB MOJIEN 3a MPUJIOKEHUE HA HOBUTE TEXHOJIOTMH B
XOTEIHEePCTBOTO;

e (opmynHpaHe HA HACOKU U MPETOPHKH, U OYepTaBaHE HA MEPCIICKTHBHUTE 32
NPUIOKEHUETO Ha HOBUTE TEXHOJIOTHUH B XOTEJIUEPCTBOTO B bharapusi.

4. U3caenoBaresicka Te3a 1 pa0OTHU XUIIOTE3H

OcHoBoronaraimia Te3a, Ha KOSTO C€ M3rpa)<aa U3CIeABAHETO, IJacHu: Hogume
MEeXHON02UU 8 XOMeAUepCmeomo ca Kuovos gaxkmop 3a ycnex na cekmopa 6 XXl sex.
Cw30aseanemo Ha cmpame2udecKu Oeucmeusi U MepKU 3ad NPUTLOHCEHUEmMO HA
HOB08b8e0eHUAMA 3A8UCU OM DbP3UHAMA HA A0ANMuUpane Ha Xopama KoM msix.

3a uenta ce QopMmyiaupaTr CIEOHUTE padomuu Xunomesu, NOKA3BAHETO WU
OTXBBPJIIHETO, HA KOUTO IIE CIIY>)KH KaTO OCHOBA 32 pa3pabOTBaHE HA a8mopos Mooei,
HACOKU U NPENOPHKU KbM XOmeaume:

Xunomesza 1 — HoBuUTe TEXHOJIOTMM Cca HMHCTPYMEHT 3a pa3BUTHE Ha
XOTEJIUEPCTBOTO U TIOBHIIABaHE KAYECTBOTO HA yCIYTHUTE.

Xunomesza 2 — HoBuTE TEXHOJOIMH OKa3BaT IOJIOKUTEIHO BIIMSHUE BBPXY
XOTEJICKUTE YCIYTH BbB BCAKA IECTUHAIUS IO CBETA.

Xunomesa 3 — IIpunoXeHUETO HA HOBUTE TEXHOJOTHHM CTUMYJIMPA PA3BUTHETO
Ha XOTEJIHEePCTBOTO B JleCTHHALUs brarapus.

5. MeTon0/10rus1 HA U3CJIEABAHETO

3a ga ce OCBHIIECTBAT IeJiTa W 3aJauyuTe, KOWUTO ca JAcUHUPAHU B
JIUCEPTAIMOHHMS TPY/A, CE H3MOJ3Ba CHBKYITHOCT OT HW3CJIECIOBATEIICKA METOIU U
noaxoau. Te OuBat: unoykyus u 0edyKyus, aHaIu3 U CUHmMe3, UCMOPUYECKU Memoo,
CpasHumenern aHaiu3, CMAMUCMu4ecku U OecKpUNMUSHU Memoou, Memoo Ha
Habn00eHue, AHKEeMHO NpoyU8ane, Memoo Ha ObJlOOYUHHO UHINEDSIO.

PazpaboTenara aHKeTa CbC 3aTBOPEHHM BBIPOCH € pA3MpPOCTpaHEHa Cpen
NOTEHIMATHUTE TYPUCTH C TIOMOIIITA Ha XOMeICKU yebcaumoge U COYUanIHu Mpexcy Ha
OvBA2APCKU U AHSAUICKYU e3UK. YUYACTHUIU B aHKETaTa ca 0bI2apcKu U 4yicoecmpaHhu
mypucmu.

JIb100YMHHUTE UHTEPBIOTA Ca TIPOBENICHU C PHKOBOOCBAMA HA HAKOIKO MeCma
3a HacmawsAeame, MEHUONCLPU HA OMOeNU 6b8 BUCOKOMEXHOLOSUYHU XOMENCKU

KOMNAHUU KaKTO U upMu, Cneyuanusupanu 8 nposexcoane Ha OOUmu Ha Xomeiu.
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Pesynrature ce ocHOBaBaT Ha aHajJU3 HA TEXHUTE MHEHHS W CTaHOBUIIA OTHOCHO
MPUIOKEHUETO HA HOBUTE TEXHOJIOTHUH B XOTEIIUTE.

KoMIiekcHOTO eMIuprYHO U3ClIeIBaHe € peaju3upaHo B nepuoaa ot I anpun
2022 2. 0o 31 rwau 2022 2. JIbnOOYMHHUTE WHTEPBIOTA Ca OCBHIIECTBEHH B CHIIHS
nepuoji. OCHOBHUSAT MOTHUB 32 U300p HAa TOCOYEHOTO BpEME € 00XBaIllaHE Ha ITPOJIETHO-
JIETHHUSI CE30H KaTo KJIIOYOB MOMEHT 3a TYPUCTHUECKHUTE MbTyBaHUsA B bbiarapus u
pa3IlyCKaHeTO Ha OTPAaHUYHMTEITHUTE MEPKH, CBbp3anu ¢ manaemusita or COVID-19.

PesynTatute OT KOMIUIEKCHOTO MpOyUYBaHe ca 0000IIeHn U aHanu3upanu. [Ipu
MPEACTaBIHETO Ha M3BOJUTE OT aHKeTaTa U ABJIOOYMHHUTE HMHTEPBIOTA, aBTOPHT
n300pa3siBa JaHHUTE, U3MON3BANKU Kauecmeenu nokasamenu u KOIUYeCmeeH uspas Ha
ungopmayuama. T e oHarneneHa B mabauyu, Queypu W epaguku, 3a na yJIeCHH
TAXHOTO aHAJIM3UPAHE U BU3YAIH3UPAHE.

6. OCHOBHM OrpaHUYeHUS U MPOOJIeMH

C men pa ce MOCTUTHAT LENEHACOYEHH U J100pe OOOCHOBAHM PE3YJITAaTH OT
JUCEPTALMOHHUS TPY/, C€ TIOCTABST CICIHUTE OCPAHUYEHUSL:

e [lopamu HemocTaThbuHMsS Opoil Ha 3aaBJIOOYEHHM HAyYHH H3CJIEIBaHUS Ha
OBJITapCKM €3UK 10 BBIPOCUTE 3a TMPHUJIOKEHHUETO HAa HOBUTE TEXHOJOTHU B
XOTEIMEePCTBOTO, H3CJIEBAHETO CE€ OCHOBaBa NPEIMMHO Ha TMOCTIKEHHUS Ha
YYHCOeCmpanHu agmopu.

e [lopaau cTtpeMexka KbM HM3BEXKJAHE HAa KOPEKTHO ApryMEHTUPaHU LIENIHU U
3a/1a4uu, epemesusam akmop ChIIO Ce SBSBa OrpaHUYEHUE Ipe]l 00eKTa Ha HAYYHOTO
uscnenBane. [locouenu ca chIo Taka paMku, Kouto ooxsamat nepuoaa ot 2018 r. 1o
2022 r. 3a cwrOpaHuTE CTATUCTHYECKH HaHHM U To3u oT 2023 r. mo 2050 r. 3a
MPEAJIOKEHUTE HACOKH U TPETIOPHKHU.

e [Ipen eMnupuyHOTO HM3CIEABAHE CAa MOCTABEHUW OIPAHUYEHHUS], OTpa3siBallU
unousudyanHus niax Ha qoktopanrta. [lepuoast Ha nmpoBexaane e 1 anpui — 31 ronu
2022 r.

7. U3TOYHHIIM HA HH(POPMALMOHHO OCUTyPSIBaHE

N3TouHunuTe HAa BTOpMYHA MHQoOpMauMsa BKIIOYBAT TOJIAM Opoi
CHeIUAM3UPAHA HAYIHH pa3paboTku U Tpyaose. [IpoyyeHn ca mocieaHo u3naaeHuTe

crarun B Journal of Tourism and Hospitality, Tourism Management, International
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Journal of Engineering and Technology u Current Issues in Tourism. JlutepaTypHute
W3TOYHHIIM, KOWTO aBTOPHT H3IMOJI3Ba B TEpHOJa Ha TPOBEXKIaHE Ha HAYYHOTO
u3cleBaHe, MOraT Jia ObJIaT CUCTEMATU3UPAHU B ClleOHUme 2pynu.

e MOHOTpaduu ¥ HaAydyHHM TpPYAOBE Ha OBJITapcKu W YYyXIU aBTOpPH,
pasriexgamy mpodieMaTHKaTa IO XOTEIMEPCTBO M MPWIOKEHHETO Ha HOBHUTE
TEXHOJIOTUH;

® CHCIUAIM3UPAHM  W3JaHWS  HAa  TYPUCTHUYECKH  OpPraHW3alud |
U3CJIEIOBATEIICKU areHIn;

® CTaTUCTHYECKH U3aHMUS,

® JHCEepTallii, CTAaTUU OT CIHCAHWS, HAyYHU JOKJIQJH OT PETHOHAIHH,
HAI[MOHAJIHU ¥ MEXKTyHApOIHH KOH(EPEHIINH;

e uH(pOpMAaLIUS OT UHTEPHET;

® W3CIICBAHUS Ha aBTOpA 110 OTHOIIEHHE Ha pasriekaanara mpolaeMaTrka.

3a cpOupane Ha MbpBUYHATA WH(OpPMAaNUs 32 IEIUTE Ha pa3paboTkaTa €
MPOBEJICHO H3cienBaHe cpen 347 pecnondenmu, KakTo UM (OpPMaIHH Pa3rOBOPU C
MIPEICTABUTEIN Ha XOTEIUEPCKHUS OM3HEC TI0 BpeMe Ha ThJIO0YMHHUTE HHTEPBIOTA.

8. HayuyHa HOBOCT M M0JI€3HOCT

JIMCepTallMOHHUAT TPYA C€ XapaKTepU3Upa C HAYYeH U HAYYHO-NPUTLONCEH
xapaxkmep. AHan3upaHarta MpoodeMaTrKa 3a MPUIOKEHHUETO Ha HOBUTE TEXHOJIOTHH B
XOTEJIUEePCTBOTO € ciIabo 3acThlieHa B ObJrapckara jguteparypa. OO6paboTBaHETO Ha
HaJIMYHATa WH(OpMAIIHS oAIoMara nmpeICTaBsiHeTOo M B JOCThIIEH BU. PazpaboTeHuTte
aemoposu OeguHuyuyu 3a XOTEITUEPCTBOTO W TEXHOJOTUYHUTE TpaHCHOpPMAINH, U
aemoposa Kiacuguxayus 3a HOBUTE TEXHOJOTHH, JOMPUHACAT 3a oOoraTsBaHEe Ha
meopemuyHOmo NO3HAHUe.

AHanu3bT Ha JACCTHHANMS bbirapusi Mo3BOJIABa Ja CE€ OTKPOST CHIIHUTE W
ciabuTe cTpaHu Ha XOTEJICKHSI CEKTOP M Ha TEXHOJOTUUTE. TOBa OT CBOSI CTpaHa, CITYKHU
3a OCHOBa MpH pa3pabOTBaHE Ha a8MOpos Moodel 3a TPUIOKCHHE HA HOBHUTE
TEXHOJIOTUH B ObATapckuTe XoTenu. CUCTEMATU3UPAHU Ca Jelicmaus U cmpame2uiecku
MepKu, KOUTO MOTaT Ja ObJaT M3MOJN3BAaHM W OT JPYTH MecTa 3a HacCTaHsSBaHE.
OTnpaBeHu ca HACOKU U NPenopbKU, U ca OYEPTAHU nepcneKmuey 3a TPUI0KEHUETO Ha

HOBHUTC TCXHOJIOTHUHU B XOTCIIMCPCTBOTO B JCCTUHALIUA B”b.]'[l"apl/lﬂ.
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II. CTPYKTYPA U CbABPKXAHUE HA TUCEPTAIIMOHHUA TPY [

1. CTpyKTypa HA TUCEPTANMOHHMS TPY]A
JlucepTalluOHHUAT TPyd ., lIpHilo:keHHe HAa HOBHUTe TEeXHOJIOTMH B
X0TeJMepcTBOTO* ¢ B 00eM oT 209 crpanuiu. B ocHOBHUS TEKCT ca WitocTpupanu 4
tabnuiy, 16 purypu u 5 rpaduxu.
Cwcroum ce ot yBog (7 cTp.), u3noxkenue B Tpu riasu (162 ctp.), 3akmoueHue (5
cTp.). Bkmrouenu ca nznonzBana nutepatypa (11 crp.) u 3 mpunoxenus (17 ctp.).
bubmmorpadckusat anapar ooxsama 190 3armaBus. Ot Tx 21 — Ha KUpUIHILIA,
106 Ha aHTIMIICKM €3UK, 2 HA UCTIAHCKHU €3UK U 61 HHTEpHET U3TOUHMIH.
2. CbabpxaHNe HA TUCEPTALMOHHUSA TPYA
YBoa
I'naBa nbpBa
TEOPETHUYHU OCHOBU HA XOTEJIUEPCTBOTO
N HOBUTE TEXHOJIOI'NHA
1. ChpmHOCT Ha XOTEIUEPCTBOTO
2. CBIIHOCT Ha HOBUTE TEXHOJIOTHH

3. Bp1>31<a MCKAY HOBUTC TCXHOJIOTHH U XOTCIINCPCTBOTO

I'naBa BTOpa
AHAJIN3 U OEHKA HA ITPUJIO)KEHUETO HA HOBUTE TEXHOJIOTI'NA
B XOTEJIUEPCTBOTO

1. Ananu3 u oleHKa Ha HOBUTE TEXHOJIOTHH BB BOJICIIHU JCCTUHAIIMU B CBETA

2. AHanu3 ¥ OlleHKa Ha HOBUTE TEXHOJIOTUU B XOTEITUEPCTBOTO B bhirapus

3. MeToauka 1 HHCTPYMEHTapUyM 32 MIPOBEKIaHE HA MPOYYBAHETO

I'maBa Tpera
Bb3MOXKHOCTHU 3A ITIPUJTOKEHUE HA HOBUTE TEXHOJIOI'MHU
B XOTEJIMEPCTBOTO B JIECTUHALUSA BbJIT'APUSA

1. Pe3ynratu oT aHKETHOTO NMPOYYBAaHE U MHTEPBIOTATa C EKCIEPTH

2. Mopen 3a mpuiIoKeHnEe Ha HOBUTE TEXHOJIOTHH B XOTENIMEPCTBOTO B brirapus

11
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3. Hacoku n IMPCIIOPBKHU 34 IMPHUIIOKCHUCTO HA HOBUTC TCXHOJIOTHH B XOTCJIIUTC

B beirapus

3akJIrouyeHue
HN3non3Bana aureparypa

punoxenus

III. CUHTE3UPAHO U3JIOKEHUE HA TUCEPTALITMOHHUA TPY ]

I'naBa mbpBa
TEOPETUYHHU OCHOBHA
HA XOTEJIMEPCTBOTO U HOBUTE TEXHOJIOI'HA

B mppBa ri1aBa Ha nucepTaliMOHHUS TPY/] U3CJIEIOBATEIICKUSAT UHTEPEC € HACOUCH
KbM TEOPETUYHUTE OCHOBH Ha XOTEJIMEPCTBOTO M HOBHUTE TEXHOJOTHUU. ABTOPHT
dbokycrupa BHUMAaHHETO BBPXY CBHITHOCTTa Ha XOTEIUEPCTBOTO. CHENHAIIHO MSCTO €
OTJIEJICHO Ha HOBHUTE TEXHOJOTMU KaTo CPEJCTBO 3a pa3BUTHE HA TO3UW OW3HEC.
AKIEHTBT € IOCTaBEH BbPXY Bpb3KaTa MEXK]y ABETE MOHATHUS.

II'spBu maparpadg uscnensa chlHOCTTa Ha XoTenuepctBoTo. Hognmaparpag
1.1. ,,JJlepunnpane HA NOHSTHETO XOTEJNEPCTBO* OTKPOSIBA YTBbPJICHUTE CBETOBHU
(GbOpMyJIHPOBKH 3a XOTEIUEPCTBOTO. M310xkeHneTo o0xBaiia HEroBOTO UCTOPUUYECKO
pa3BuTHE. YCTaHOBEHO €, Y€ wymepume ca Oulu nvpeume, KOUTO Ca 3alHCcalu
€JIEMEHTH, Hammo00sBall XOTeauepcTBO npeau okono 4500 roguuu npenu Hosara
epal. Ot Torasa [0 JHEC TO3U OTPAChI IIPEThPIABAa MHOTO npoMeHHu. Toil e BaxeH 3a
pPa3BUTHUETO HA TYypU3Ma, ,,opaau (akra, ye o0CIy’Ba MOTPEOHOCTUTE HA nazapa Ha
xopama oaneu om doma ‘.

[IpencraBenu ca GpOpMyITMPOBKM HAa CBETOBHO MPH3HATH UMEHA B Ta3u HaydHa

ob6nact. Eyayr Kacu npennara oTHOCUTENHO ISUIOCTHA JeUHUIUSA, KATO Ka3Ba, ye

L Walker, J., Walker, J., Introduction to Hospitality Management, Publishing House: ,,Pearson”, Edinburgh, 2014,
p. 4.

2 [Tapymesa, T., [06aHM IPOMEHY B XOTENHEPCKATa MHyCTpHs, MIKOHOMMYECKH anTepHaTuBH, 6poit 3, 2010,
c. 56.
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XOTEIHEPCTBOTO € ,XAPMOHUYHA CMeC Om MAamepuaiHu U HemMamepuaiHu
KOMNOHEHMU . XpaHa, HANnumku, ne2id, ammocgepa, oKoIHa cpeda u nogeoeHue Ha
nepcounana®. Toil TBbpAM, Y€ TO € ,,KOHLEMIHUSA, ChAbpXKAIla MHOTO IOBEYE OT
KJIACHYIECKUTE UJICH 3a IPUTOTBSHE HA JOOPO SCTUE M OCUTYpPSABAaHE HA HACTaHABaHE !,

B pesynrar Ha mpoBemeHara TpoydBaTelIHA W HW3CIEAOBaTelicka pabora B
obnacTra u 3a yenume Ha u3zciedsanemo, W3BEXKJIaMe ABTOPOBa Je(UHHIUA 32
MOHSITHETO XOTEJINEPCTBO, KOSTO TJIACH:

., Xomenuepcmeomo e npoyec Ha 00OPOCLEECMHO OCUSYPABAHE HA NOOCIOH U
Xpauma 3a Nemysawy, om Cmpana Ha OOMAaKUHU, ¢ yei no0oobpsasane Ha 83aUMHOMO UM
bnazocvemosnue. Ilpu neeo ce uzepasdcoa eMOYUOHAIHA 8PBL3KA C 20Cmume, Kamo ce
npeonazam yciyau, KOUmo 4acmudto Ul HanvbiHo 0d 3a0080J51m NoOmpeOHOCmume um.
Ilo epeme na obwgyeanemo ce cv30asa KyimypeH oOMeH MexHcoy Xopa om pa3iuyHu
Kpauwa Ha eOHa Obparcasa Uil pasiudHu CMpaHu, Koemo 0ONnpuHacs 3a no-000pomo
ONno3Hasame Ha oecmunayuama *.

oamaparpagd 1.2. ,,XapakTepUCTHKH Ha XOTeJHMEPCTBOTO® TMpoyYBa
XapaKTePHUTE YEPTH HA XOTSIUEPCTBOTO. TO € ChBKYITHOCT OT JIEHHOCTH, KOUTO UMAT
3a 11eJ1 J1a IpeiaraT yciyeu 3a 3a0080./18ane Ha NompebHocmume Ha IOTPEOUTEITUTE U
€ BaKHa 4acT OT Typu3Ma. Moske J1a ce pasriex/a B ABa acniekra. OT elHa cTpaHa, ce
C8bP36a ¢ emoyuume U ce U3gbpuiea Ha auuHocmua ochosa. OT pyra CTpaHa, 3a Ja

2 Haii-0010 HErOBHUTE

CBINIECTBYBA, MO ce Hyxcode Om onpeoeienu Ccpeocmea
Xapakmepucmuku ca CeIeM — Heoce3aemMOoCHn, HeomoenuMocn, XemepoceHHOCH,
HempauHocm, puxcupana 00CmagKa, 8UCOKU ONePamudHU pa3xoou U Ce30HHOCH.

Pasrnenanu ca merre OCHOBHM H3MepeHHsl HAa XorTejauepcTBoro. Crnopen
BpagsprbHn u  Yya, KOHIENIUATa 3a XOTEJICKOTO OOCTy>KBaHE BKJIIOYBA
uoenmuguyupane Kvoe, 3awW0 U Koed ce U3BbPUBA MO U KAKBO CbObPI’CA.
Cre0BaTeIHO, HETOBUTE U3MEPEHHUS ca KaKTO cleBa’:

L4 HpOCTpaHCTBeHO HU3MCPCHUC — OIIPCHACIIA Mmecmamda, Kboemo ce cpewiam

8CUUKU (hopmu HA XOTEIUEPCTBOTO.

! Cassee, H., Introduction, In Cassee, H., Reuland, R. (eds.), The Management of Hospitality, Pergamon, Oxford,
1983, pp. xiii-xxii.

2 PIOpZLaHOB, ﬁ., XOTCJ'H/IepCTBOTO — BoJZcllaTa CbBpEMCHHA q)opMa 34 TYPUCTUYCCKO HACTAHSABAHE, ,):[QCTI/IHaL[I/IH
Bwarapus, 2021, https://destinationbulgaria.bg/index.php/2019/12/28/yordanov/, noctenen Ha 10.10. 2021.

3 Brotherton, B., Conceptualising, defining and theorising hospitality, Tourism Today, No 18, 2019, p. 33.
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e BpemeBo m3mepenue — pokycupa ce BbpXy yecmomama Ha npaKkmuKysane Ha
XOTEJICKO HaCTaHSIBaHE.

o DusuyecKko U3MepeHwe — uAeHTUPUIUpa 6uda Ha Qusuyeckume
xXapakmepucmuku, CBbp3aHu C JaJIcHU BUI0BE MOP(OJIOTHH Ha XOTEINEPCTBOTO.

e [loBeneHuecko M3MepeHHE — KOHIIEHTPHpPA BHUMAHUETO BBPXY Momusume,
JeXalll B OCHOBaTa Ha TMPEAOCTABSIHETO Ha XOTEIUEPCTBO W TPOIECUTE Ha
KOMYHUKAIIUs, IPOTUYAIIH 110 BpeMe Ha 0OMEHa MKy TOCTH M JOMAKHHH.

¢ TpaH3aKIIMOHHO N3MEPEHHE — [TOKAa3Ba, Y€ XOTEIUEPCTBOTO CE XapaKTepU3npa
C 8pemeHer 00CmbH.

HHoamaparpagp 1.3. ,00xBar Ha  XOTEJIHEPCTBOTO*  pasriexnia
KJIacu(UKaIMsITa Ha MeCTaTa 3a HACTAaHsSBAaHE W pa3MEPHUTE Ha XOTEIUEpPCTBOTO. To
MOXE JIa C€ pasriiekaa KaTo CbBKYHNHOCH OM elleMeHmuU, npedoCmassiuyu YsiocmeH
npooykm (yciyea). BHUMaHHETO € HACOYEHO KbM CBHIIECTBEHUTE €JIEMEHTH Ha
KOHIEMIIUSITA 32 XO0TeJINEPCTBOTO. BKIIFOUBaHETO U 1IEJICHACOYCHOTO MOAPESKIAHE Ha
napaMeTpUTe Ha MPOYKTa CITYKU 3 pa3rpaHUYaBaHe HA XOMeICKOMO HACMAHABAHE OT
OOWMKHOBEHOTO Mpusimeicko nocpewane Ha eocmu. I[Ipodykmosusim KOMHOHEHM €

HEpas/eHa OCHOBA OT KOHIIEMIHUATA 33 XOTEIMEPCTBOTO (BK. durypa Ne 2)1,

[ XOTEMUEPCTBOTO }

Yosemku
o0OMeH

T
I ) 1

u Xapaxmepusupa ce kamo. J u basupan na: J

B3aumuo
u EnnoBpemeneH J H HO6POBOH€H} u M3rojIeH J

l [Ipoxykru/yciyru J

®urypa Ne 2. Konuenmusi 3a XoTeJ1uepcTBOTO
Hsmounux: Ananraus Ha aBropa o Brotherton, B., Towards a Definitive View of
the Nature of Hospitality and Hospitality Management, International Journal of

Contemporary Hospitality Management, 1999, pp. 165-73

1 Brotherton, B., Towards a Definitive View of the Nature of Hospitality and Hospitality Management,
International Journal of Contemporary Hospitality Management, 11, No 4, 1999, p. 167.
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B ocHoBaTa Ha 006XBaTa Ha XOTEIUEPCTBOTO CTOM UdesAma 3d 408w KU OOMEH.
3a J1a ce OChIIECTBH TOU, € HEOOXOIUMO Ja UMa MACMO, Kb0emo 0a Oboe U3BbPULEH.
[Topamu Tazu npuyuHa, (OKYCHT € HACOUEH KbM KJIACH(PUKANMATA HA MecTaTa 3a
HacTaHsiBaHe. B cBosTa msuioct Te Morar ga ObaaT AeQUHHpPAHU KATo ,,6CAKO
nomewenue, Koemo ocucypsaea 6asa 3a mypucmu uiu Xxopa, KOumo 8pemMeHHo ca oaney
om obUHATIHOMO CU MECMOXCUMeNcmeo unu paboma‘:,

B cBeroBen mamab Hsama oOIIO MpaBUJIO 3a KJIacHU(pUIMpaHE HA MecTaTa 3a
HacTtaHsBaHe. M3cnenoBarenure A-p benn Yan u Mbpu MakeHsu, npeacTaBar €auH
HayaJeH METO/I, KaTo TH pa3/eliAT Ha JB€ OCHOBHU IPYIU — HEMbP2OBCKU U MbP2OBCKU

npeonpusmus. Ha ®urypa Ne 3 ce pa3kpuBa CTPYKTypaTa Ha OCHTypsiBaHe Ha

MOACJOH CIIOPEI TO3U MOICII.

Hacrausasane

Hetbproscku Twvproecku
MpEeANPUITUS MpeANPUITHS

YacTHHA JOMOBE — —  Xorenu

[Ipennpusitus
C HECTOIIAHCKA 1L1eJT — AmnapTaMeHTH

WNucTuTyimonamHu
MPEIITPUITHS

®urypa Ne 3. CTpyKTypa Ha HACTAHSIBaHE B XOTEJIMEPCTBOTO
Hszmounuk: Ananranus Ha aBropa o Mackenzie, M. and Chan, B., Manual on
Module II: Introduction to Hospitality, Hong Kong, Education Bureau, 2009, p. 246.
HerbproBckure mecta 3a HacTaHSIBaHE ca Te3M, KOUTO IMOJCIOHSIBAT XOpa
be3sv3mezono (6€3 ma ce Tuiama) 3a mpeaoctaBeHuTe ycuyru. [lpm Tax decto ce
3a0ensi3Ba Momus, pasiuyeH om neuanbama. Mectata ¢ ThpProBCcKka HaCOYEHOCT, ca
Te3M, KOUTO NPEJIarat yeayau cpewyy santawane’. B Buarapus, THIIOBETE CPEICTBA 3a

HACTaHsBaHE C€ pa3AeJisT MO KJIACOBE ChIVIacHO un. 123, an. 1 om 3axona 3a mypusma.

! Mensah, 1., Mensah, R., Management of tourism and hospitality services (2nd ed.), Edsam Press Ltd, 2013, pp.
93-95.

2 Mackenzie, M., Chan, B., Manual on Module Il: Introduction to Hospitality, Education Bureau, Hong Kong,
2009, p. 87.
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Bropusit maparpad aucKkyTHpa CBUIHOCTTa Ha HOBHUTE TEXHOJIOTHH.
IHoanaparpag 2.1. ,XapakTepucTHKa HA HOBUTE TEXHOJIOIMH B XOTEJIHMEPCTBOTO
pasriexja cneupuIHUTE XapaKTePUCTUKU, KOUTO HOBUTE TEXHOJOTUU MPUTEKABAT.
W3noskeHneTo npeacTaBsi HIKOU OT JeUHUIIMUTE 3a TEXHOJIOTHH, KOUTO ChIIECTBYBAT
B JIUTEpaTypara.

OcHOBHa XapaKTEPUCTHKA HA TEXHOJIOTUUTE €, Ue MexXHUam npooyKm e OCHO8AH
Ha ungopmayusma. Cnopen Kymap, Kymap u Ilepco cwiecTByBatr 0ga ocHoéHu
KOMHOHeHma, U3rpaxaally ToBa MOHATHE:

e ¢usuuecku, KOUTO C€ CbCTOU OT E€IEMEHTH KaTO MPOAYKTH, HHCTPYMEHTH,
CHOPBKEHUS, YEPTEXKH, TEXHUKHU U TIPOLIECH;

® ungopmayuoHen, KOUTO c€ CHCTOU OT HOY-Xay B YIIPaBJICHUETO, MAPKETHHTA,
IPOU3BOJICTBOTO, KOHTpOJAa Ha KadecTBOTO, HAAEKIHOCTTa, KBalu(uIMpaHaTa
paboTHA pbKa ¥ GYHKLIHMOHATHUATE 00IacTHY,

B xorenmepcTBOTO € HampaBeH €IWH OT IIBbPBUTE OMUTH 3a MHTETPHUpPAHE HA
€JIEKTPOHHHU CpEJICTBA, HACOUYEHU KBbM N0J00psBaHEe Ha oOciayxkBaHeTo. OCHOBHHM
KAa4yecTBa, onpeodensdy Xapakmepa Ha mexHoiocuume 3a Xomeickus busnec, ca.

e HamansBane Ha pa3xoAUTe B MAPKETUHTOBUS OTJEN.

e OnTumusupaHe Ha pabOTHUS MIPOIIEC.

e (Cwb3/maBaHe Ha TOJSIM HAOOP OT JIOSITHU KIHESHTH.

e CBbp3BaHE B TOJsIMa MPEkKa OT ChbBPEMEHHU WHPOPMAIIMOHHHU CHCTEMHU.

¢ [lonmoOpsBane Ha 0OCITYKBAaHETO HA TYPUCTHTE.

e Cnowmarase 3a 1mo-100po oro3HaBaHE Ha MOTPEOHOCTHTE HA MOTpeOUTENUTE,
3ama3Baiiky 1sUI0CTHA HHQOpMalus 3a TAX B 00emMHa Oa3a TAHHU?.

Ioanaparpad 2.2. ,BugoBe HOBHM TeXHOJOrMH B XOTeJIHEPCTBOTO

MpeACTaBs Kiacu(puKaIusiTa Ha HOBOBbBEICHUATA B XOTEJICKUs Ou3Hec. B pe3ynrar Ha

MpoOBe/IcHATa MPOYyYBATEIHA U M3CJIeAOBaTeNICKa paboTa B 00JIacTTa U 3a yeiume HaA

! Kumar, V., Kumar, U., Persaud, A., Building Technological Capability through Importing Technology: The Case
of Indonesian Manufacturing Industry, Journal of Technology Transfer, 24, 1999, p. 88.

2 Kearney, A., Harrington, D., Foley, J., Lynch, P., The management of technological innovation in the hotel
industry: a critical literature review, 9th Annual Tourism and Hospitality Research in Ireland (THRIC), 2013, p.
14.
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uzcneosanemo, U3BeXKaaMe aBTOPOBa Kilacu(puKanus HA HOBHUTE TEXHOJIOTMHU (BXK.

durypa Ne 4).

PoGorn N3kycTBEH
WHTEJIEKT
v 7
L _W
Nudopmarmonno-

ABTroMaruzamus .\

KOMYHUKAITUOHHU
- / < TCXHOJIOTHH
XO0TeEJICKHN

TEXHOJO0IMn

®urypa Ne 4. BuioBe X0TeJICKH TEXHOJIOTHH
H3mounuk: ABTOpOBa KilacupuKaius

BunoBere TeXHONOTMM ca pas3rieflaHd MO OTACIHO C TeXHUTE NeUHULIUU U
XapaKTEepUCTUKHU. [lalieHn ca mpuMepu, KOWUTO Jla MOAYEpPTasT CchImHOCTTa MM. [loa
TepMHUHA ,,aBTOMaTH3AUM“ ce pa30oupa ,, U3n0136aHe HA MAWUHY UTU YCMPOUCEA 3a
U3NBIHEHUEe HA NpedsapumenHo onpeoeneHd 3a0avd, Uiu Nocieo008amenrHocn om
maxkuea no eépeme Ha npedocmassmemo Ha ycayeu'. Ilpumepu ca eIeKTPOHHOTO
,, Kiosk* HacTaHsiBaHe, KaKTO U IVIACOBUTE ACHCTEHTH ,,Alexa* u ,,Siri* .

Pobotute ce aepuHUpar Kato ,,uHmenuceHmuu usuyecku ycmpoucmea ",
KOUMO U3NBAHABAM NPed8UOeHU 3a0adu ¢ OnpeoesleHa CmeneH HA He3d8UCUMOCT U

2

osudicenue. ,,Connie“, podoThT—KOHCUEpPxK, coOcTBeHOCT Ha Hilton u ,,Dash®,

podoTu3npaHusaT Kamepuep B xorenure Ha Crowne Plaza ca mpumep 3a ycrnemrHo
OIepHpaIIy HHTEIUTEHTHH (U3NIECKH YCTpoiicTa’,
N3kyctBen mutenekt (Al) mpencraBnsBa noOBp mpuUMeEp 3a Hampeabka Ha

XOTCJICKUTE TexHojiorun. CucremMure OT TO3M THI HMaT AB€ OCHOBHH

XapPaKTePUCTHUKH — CNOCOOHOCMMA UM 04 Ycewjam OKOIHAma cpedd N 0a ce y4am om

! Saravanakumar, S., Narayanan, M., The service automation and robotics in hospitality industry: a study on
business implications, International Journal of Mechanical and Production Engineering Research and
Development (IIMPERD), Vol. 8, Issue 6, 2018, pp. 91-93.

2 Chen, Y., Hu, H., Internet of intelligent things and robot as a service, Simulation Modelling Practice and Theory,
34, 2013, p. 161.

3 llieva, G., Lukanova, G., Robots, Artificial Intelligence and Service Automation, In lvanov, S., Webster, C.
(eds.), Robots, Artificial Intelligence, and Service Automation in Travel, Tourism and Hospitality, Emerald
Publishing Limited, 2019, p. 173.
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onpedenenu Oelicméus, 3a Ja ce IOCTMIHE MAaKCHUMalleH ycrex Ipu paboral.
YaThoToBeTe Ca MEPBUTE MPEICTABUTEIN Ha N3KYCTBEHUS HHTEJICKT.

NudopmannonHo-komyHukanuonuute texnogorun (MKT) morar ga ce
OTpe/eNIAT KaTo Hal-HOBUTE pa3pabOTKM M MEXaHW3MH, U3IOJ3BAHU 32 cvOupae,
obpabomka, ananus, cvxpanenue, U3EIUYAHE U PASNPOCMpAHenue Ha ungopmayus®.
Hpto u DocTbp TU pa3riexKAAT KaTO 2pyna MexHON02UlU, KOUMmoO OaUYemseopsieam
63AUMOBPBIKAMA MENHCOY eNeKMPOHUKA, USUUCTUMENHA MEXHUKA U KOMYHUKAWUS®,

Ioanaparpad 2.3. ,,Tpancopmanuu B H3M0J13BaHETO HA HOBH TEXHOJIOTHH
B XOTEJHMEPCTBOTO® TUCKYyTHpPa NPOMEHHTE, KOUTO Ca HACTBHIIMIN B XOTEJCKUTE
TEXHOJIOTUU. 3a yenume HA u3Cied8aHemo € W3BeJcHA aBTOPOBa JdepUHUIUS 32
MOHSITHETO TEXHOJOTMYHH TPAaHC(OPMAIIUM, KOSITO TJIACH:

»TexHonocuyHume mpancopmayuu 6 XOMeauepcmeomo npeocmasiiasam
8bBEIHCOAHEMO HA MEXHON02UU 8 XOMeNCKUme 38eHa npe3 onpeoeieHu Bpemesu
nepuoou, ¢ yei Cv30a8ane Ha NPOMAHA 6 Ha4uHa Ha paboma Ha ousneca. OOUKHOBEHO
ce yenu NPUlodCeHUue HA HOBOCHL30AOEHU MeXHONo02UYHU nodoopenus. Credgatiku
ceemosHume meHoeHyul, ce 0Cucyps6a no-00opa KOHKypeHmHa no3uyus Ha nazapa‘‘.

N3noxxeHnero pasriexaa NPOMeHHMTe, KOUTO HACTBIBAT IO BpeMe Ha
Pa3BUTHETO HA HOBOBBLBeldeHMATAa. EnHU OT nwpsume ceedenus 3a Hamuyue Ha
eneKkmponHu nomowHuyu oamupam om 1908 2., xorato TeneoHUTE U BrpajJeHUTE
pPaJIMOCTaHIIMKM CTaBaT MOMYJSPHU M C€ BHBEXKJAT B MOBEUYETO XOTenu. Hadanoro Ha
aBTOMATH3alUATa Ha XOTEJICKHUTE YCIYTH € II0OCTaBEHO npedu okono 40 200unu®. Ha mo-
KbCEH eTall MpOy4YBaHUATA ce€ (OKYyCHpPAT BBHPXY MPUIOKEHUETO HAa POOOTH3UPAHU
CUCTEMH B XOTEIHEpCTBOTO. B TO3M KOHTEKCT, pOOOTUTE ca €IHO OT Hali-

mpchgbopMupau;ume ce MexHoI02UYHU HOB08HEEOCHUS I[OCGFaS.

! Popesku, J., Zlatanov, S., Current Applications of Artificial Intelligence in Tourism and Hospitality, Sinteza 2019
— International Scientific Conference on Information Technology and Data Related Research, 2019, p. 85.

2 poon, A., Tourism, technology, and competitive strategies, Tourism Management, CAB International,
Wallingford, 15 (4), 1994, p. 307.

3 Drew, P., Foster, G., Information technology in selected countries: reports from Ireland, Ethiopia, Nigeria, and
Tanzania, United Nations University, 1994, p. 65.

4 T'ouesa, K., TIporsosu 3a pa3BuUTHE HAa TEXHOJNOTHHTE B XOTENMepcTBOTo, Hayuna koudepenums ,, Typusbm,
obpazoBanue, bustec*, Konex no typuzsm — byprac, 24 — 25 centemspu, byprac, 2020, c. 153.

> Tuomi, A., Tussyadiah, 1., Stienmetz, J., Applications and Implications of Service Robots in Hospitality, Cornell
Hospitality Quarterly Vol. 62, No 2, 2021, p. 240.
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Pasrnenanu ca ,,uHTeIMreHTHUTE X0Teau*. ToBa ca MecTaTa 3a HaCTaHsBaHE,
KOUTO Ca MEXHOJIO2USUPAY c8oume pabomuu npoyecu u pazyumam Hno-maiko Ha
YyogewKY CayxHcumenu, 3a 1a OCUTYPAT U3KITIOUNUTETHO KIMEHTCKO M3KHBsiBaHe. Te ce
MOSIBSIBAT BCJIEACTBUE MHOMCECMBOMO mpancopmayuu 8 Hoeosveeoenuama. Te3un
MecTa 3a HacTaHsBaHe ca (OKyCHpaHU BHpPXY OajJlaHCA MEXKIY TEXHOJOruuTe H
nepconana. ,, Yyunume“ xomeau umam eucoxa npouzsooumennocm®. Llenta um e na
3arassT Bpb3KaTa mypucmu — nepCcoHal — mexHoai02uu.

B xorenckus cekTop ca Mo3HaTH ABAa BHAA TEXHOJOTHYHH CPeICTBA CIIOpEN]
eTarna Ha TAXHOTO npuiarane. Hosogveedenuama, koumo ce unmezpupam 3a Nvbpeu
nvm, ce Hapuyar ,,paaukan’. Cieo moga, masu NbpEOHAYAIHA MEXHOI02US 3AN048d
oa ce obnosasa ¢ spememo. T nmpunoduBa HOBU (HOPMHU U MOI00psIBa ePEKTUBHOCTTA
cu?. AKLIEHT € II0CTaBeH BHPXY TpaHcopMaMuTe, KOUTO CIeABAT MPUIOKEHUETO HA
HOBUTE TEXHOJIOTMH B XOTEIIUTE.

e QOcurypsiBaHe Ha 3alIUTa.

e VYBennuaBaHe Ha NEYAIOUTE.

e (Cb37aBaHE HA KOHKYPEHTHO MPEIUMCTBO.

e 3aMecTBaHE Ha CKBITUSA YOBEUIKH TPY.

e VYiecHsBaHE Ha pe3epBalUsITa, HACTAHSIBAHETO U KOMYHUKALIUSTA.

e OcwurypsiBaHe Ha IT0-OBP30 H MMO-KAY€CTBEHO OOCTYKBaHE.

Tpern mnaparpad ananuszupa Bpb3KaTa MEXAYy HOBUTE TEXHOJOTHH W
xorenuepctBoTo. [lonmaparpag 3.1. ,,EdexTn 0T H3M0JI3BaHETO HA TEXHOJIOTHUH B
XOTeJIMePCTBOTO® cucrteMaru3upa e(eKTUTe OT H3IMOI3BAHETO HAa TEXHOJOTHUU B
xoTenuepcTBoTo. (OCHOBEH aKIEHT € TIOCTaBEH BbBPXY IMOJOKUTEITHUTE W
OTPHULIATEIIHUTE MOCIEACTBUS OT TAXHOTO UHTETPUPAHE.

IonoxutesHUTE €()eKTH OT U3IMOI3BAHETO HA HOBUTE TEXHOJIOTUH CE OTKPUBAT
OCHOBHO B ONMUMU3AYUAMA HA pabOOmMHUs npoyec, KaKTO U NOBUUIABAHEMO HA

Kauyecmeomo Ha oocaysceane. ChILIECTBEH pe3yiTaT OT U3MOJI3BAHETO HA MOAOOPEHHUS

! Kim, J., Montes, A., Han, H., The Role of Expected Benefits towards Smart Hotels in Shaping Customer
Behavior: Comparison by Age and Gender, Sustainability, Vol. 13, No 4, 2021, pp. 1-15.

Z Arevalo, L., Arias, K., Coy, L., Impacto de la tecnologia en el sector hotelero en Bogota frente a la demanda
internacional, Universidad Cooperativa de Colombia, Bogota, 2019, p. 15.
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e ocuzypasanemo Ha egexmusnocm u ycmouuusocm'. MoOWIHHTE yCTpOHCTBa ca

JOIIPUHCCIIN 34 3dcuileaHemo Ha pekiamama ,,om ycma Had ycma“z.

OcHoBeH
HeraTuBeH edeKT Ha poOOTUTE, AaBTOMATU3ALIUATA WU U3KYCTBEHUSI HHTEJIEKT € TOBA,
ue ce 2ybu auunusm koumakm c xkiuenma®. Tozn epeKT MMa IBOMHCTBEH XapakTep,
3all0TO B KPU3UCHHM CHTyallMd Kato maHaemusta ot Covid-19, usmon3BaHeTo Ha
TEXHOJIOTHH TO NPespbusa 8 NOJONCUMEILEH.

N3cnenBanu ca TeXHOJOTHYHUTE 3AMJIAXH, KOUTO HAMUPAT OTPAXKEHUE BBPXY
cekropa. OT emHa cTpaHa, nepconarvm 2you ceoume pabomuu nosuyuu. C
HEOOXOAMMOCTTa OT NOCTOSHHA MOAPBHKKA, TEXHOJOTMUTE HaMalsiBaT MHOTO OT
pasxomure 3a ocurypoBku u 3amiatu’. OT gpyra crpaHa, ce yBeIU4aBa
KubepnpecmvnHocmma, KOETO 3acTpalliaBa OCETUTEINTe U Ou3Heca.

Hoxmapagpad 3.2. ,,BausiHue Ha HOBUTE TEXHOJOTMH BbPXY Ka4eCTBOTO Ha
YCJIYIruTe B XOTEJMEPCTBOTO® IMPOYYBA BIUSHHUETO HA HOBUTE TEXHOJOTUU BBPXY
Ka4eCTBOTO HA YCIYTHTE B XOTEJIHEPCTBOTO. M3I0KEHMETO pasriexia TAXHOTO
BB3/ICIICTBUE BbPXY HAUMHA, [10 KOWTO TOCTUTE MIPUEMAT TOBA, KOETO UM C€ Ipeiara.

bupakuce TBBpaM, 4Ye Xomenckume 63auMOOMHOUIeHUss CE€ OCHOBaBaT Ha
COIHAJIHATA BPb3Ka MEKAY FOCT U JOMAKHUH. Ts ce xapakTepusupa ¢ npusmescko,
NPUBEMAUEO U MONIO0 NOBEOCHUEe HA XOMEICKUS NePCOHAN KbM Kauenmume®. AKIEHT e
MOCTaBEH BBbPXY HHGPOPMANUOHHO-KOMYHMKanHMOHHUTe TexHoJoruum (UKT). Te
UTPAsT 8AXMCHA pOJs 6b8 (pazume npeou u cied nocewjeHuemo Ha mypucma. Vima
pa3IUYHU OCHOBHHU TOYKH Ha B3aMMOJEHCTBUE MEXKAY XOTeja U rocta — ungopmayus,
3anumearus, pesepeayus, 00CIYHCEaAHe NO 8peme Ha NPeCcmosi U ciied He2o.

YI0B/IeTBOPEHOCTTA HA MOCETUTEJUTE UMa MPSIKO OTHOIICHHUE KbM

KadyecTBOTO. T npcacraBlisiBa ouyeHkama Ha yciysume cneo NOKynKa Ha baza

o4daKkeaHuAmd, Koumo KiueHmvni umda npedu m06a6. XOTCHI/ICpI/ITe 4YCCTO H3IIOJI3BAT

I lvanov, S., Ultimate transformation: How will automation technologies disrupt the travel, tourism and hospitality
industries?, Zeitschrift fiir Tourismuswissenschaft, 11(1), 2019, p. 29.

2 Johnson, K., Advantages and Disadvantages of Technology in Tourism Industry, USA, 2020, p. 3

3 lvanov, S., Webster, C., Designing robot-friendly hospitality facilities, Proceedings of the Scientific Conference
,Tourism. Innovations. Strategies*, Bourgas, Bulgaria, 2017, p. 78.

4 Frey, B., Osborne, A., The future of employment: how susceptible are jobs to computerisation?, Technological
Forecasting and Social Change, Vol. 114, 2017, p. 270.

5 Burgess, J., Perspectives on Gift Exchange and Hospitable Behavior, International Journal of Hospitality
Management, 1(1), 1982, p. 54.

® Naumov, N., The Impact of Robots, Artificial Intelligence, and Service Automation on Service Quality and
Service Experience in Hospitality, In Ivanov, S., Webster, C. (eds.), Robots, Artificial Intelligence, and Service
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TEXHOJIOTHMTE KAaTo YA00CTBO ¢ J00aBeHAa CTOWHOCT, 3a Jla NOONOMOSHAM
ougepenyuayuama v 1a uzepaosam JN0sIHOCH CPeJ TOCTUTE.

[IpencraBeHa € cxema 3a Bb31elCTBHETO HA TEXHOJOTHHUTE BHPXY YCJIYTUTE,
npeau W cjen TAXHaTa uHTerpamusi. durypa Ne 5 nemoHcTpupa kak poOOTHTE,

ABTOMATU3alHATA U U3KYCTBCHUAT UMHTCIICKT ONIPCACITIAT MPOMCHAINTE CC Bb3NPUATHUA

3a Ka4€CTBO. |
KauecTBo Ha yciyrara

1

Jluuno e3aumooeticmeue | Jluuen aneasrcumenm |
MedHcOy OOMAKUH U 20Cm. | no eMoyuoHajex |
U UHMENEeKMYaleH HAYUH ‘

HpI/ISITeJICKO, HIPUBCTIIMBO U TOHJ'IO‘ |

|| |
WIBOMIEIEIAS C1 JCMETEns 3anoMHSIIU € MPEKUBSBAHUS
KBM KIUEHTUTE

|| Kenanuero na ce cp3aane npusaTHa, | | EdextuBHOCT, HAISKAHOCT |
pelakcupaiia 1 rocTornpueMHa cpena U Obp31HA Ha 0OCITyKBaHE |
dokyc BbpXY Mpoleca (Harnpumep, | ®doxkyc BbpXy POAYKTa (Hapumep, |
— OT3UBYMBOCT; BHUMAHUE KbM ﬂeTaﬁna;l 4 pob6oTH, aBTOMAaTH3AIIHS,
JIMYHO OTHOILLIECHUE) | 3a0aBJICHUS B CTasATa U APYTH)

®urypa Ne 5. Be3aeiicrBue Ha po0oTHTE, ABTOMATH3ALUATA U H3KYCTBEHUSA
HHTEJIEKT BbPXY Ka4eCTBOTO HA YCJIYTHTe B XOTEJIHEPCTBOTO
Hszmounuk: Ananranus Ha aBTopa o Naumov, N., The Impact of Robots, Artificial
Intelligence, and Service Automation on Service Quality and Service Experience in
Hospitality, Emerald Publishing Limited, 2019, p. 127
Pa3srnenanu ca moaesinTe 3a u3JjielBaHe HA KA4eCTBOTO HA YCJIYTUTe — Mooe
na Ipvonpooc u SERVQUAL. IlvpBusar pasriexna pesyimamvm (TEXHUUYECKO
KauyecTBO) U npoyecvm (PyHKIIMOHATHO KayecTBO). BTOpusAT ro onpenens Bb3 0OCHOBa
Ha TeT u3MepeHus. Te ca CIeTHUTE: MamepualHocm, Hao0edCOHOCH, OM3UGYU8OCM,
yeepenocm u cvnpuuacmuocm. WV 1BaTa MoOJENna noCmaseam aKyeHm 6bpxy
B3aMMO/IEIiCTBHETO MEKIY ,,JOMAKHHH H ,,rOCTH*!,

Moanaparpa¢g 3.3. ,,Posii Ha HOBUTE TEXHOJOIMH B XOTeJIHMEPCTBOTO*

HaCcO4YBa BHUMAHHUCTO KBM OCHOBHATa pOJIsI, KOATO HOBHUTC TCXHOJIOIMU HMAT B

Automation in Travel, Tourism and Hospitality, Emerald Publishing Limited, 2019, p. 129.
! Tak TaM, p. 127.
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XOTEJIMEPCTBOTO. M31m0)KEHUEeTO pasriexia MPUYMHUTE, NOpaad KOUTO HOBHTE
TEXHOJIOTHHM Ca OT TOJISIMO 3HA4YE€HUE 3a XOTeNuTe. JUururanu3anusara, KOsiTo Xopara
MO3HABAaT B HACTOSIIETO, € J0Obp HayuMH 3a [PEOoJOJIABaHE HA MHOXECTBO
IpeIM3BUKATENCTBA B Obaemme?.

Pasriienana e ponsta Ha OTHCIHUTE TEXHOJOTHHM, KOUTO Ca IPOMEHWIH
xorenuepckara uHAycTpus. IIbpBH ca HMHEPOPMANMOHHO-KOMYHUKAIMOHHHUTE
texHosorum (UKT). Te ca BayxHU 32 XOTETUEPUTE, 3aIIOTO Ca haKkmop 3a y8enulasane
Ha owHaaun pesepsayuume. Te3W TEXHOJIOTMM HUMAT TMOJOXUTEIHA POJS B
10/100psIBAHETO HA KOMYyHUKalMATa Ha ABe HUBA. [IbpBO € Mexay cocm u domaxum, a
BTOPO MEXAY ujleHoseme Ha nepcoranra. WHGOPMAMOHHO-KOMYHUKAIIMOHHUTE
TEXHOJIOTHHU YCbEbPUICHCIEAN 3HAYUMENHO AHAIUZA HA OAHHU?.

[ToctaBeH € akUEHT BBPXy poOJATA HAa POOOTHMKATA, aBTOMATHU3ALMATA U
U3KYCTBEHUs] HUHTeJEeKT. Te ce sABSIBaT Hau-Hosama @opma Ha MexHOI02UdeH
HanpeovK u ce PAa3TIeKaaT KaTo Hepa30enHU KOMNOHEeHMU 8 pAMKUme Ha ,, ONUMHAamda
npupooa‘‘ Ha XoTenuepcTBoTo®. Te3n TEXHONOTHH npedocmasam YHUKAIHU U HOGU
npexcusasanus. CblUl0 Taka, BOAAT 10 noOdoOpssane Ha yCiyeama u HAMAAGAHE
épememo 3a mpausaxyuu®. BraromapeHne Ha TAX, CE€ Y6eIUuABA UKOHOMUYECKAMA
epekmusnocm Ha OW3HEca B IBITOCPOYEH IIaH. Te Mo3BOJsSBAaT Ha OOyuYEHHUTE
CIY)KATEI J1a C€ CBhCPENOTOYAT BBPXY OCHUTYPSIBAHETO HA NO-NEPCOHANUIUPAHO
npexcusasane 3a 2ocmume®. Jlpyra BaxxHa pollsl Ha POOOTHTE, aBTOMATH3ALMATA M
U3KYCTBEHMSI UHTEIIEKT, € CAPABAHemo ¢ pabomHama ce30HHOCM U NOBUULABAHEMO Ha

mpyoosus kanayumem®,

! TMapywesa, T., YcToifunBo pa3BuTHe Ha KyJTYpHHS TYpM3bM B JMIHTajHa cpena, MesxkIyHapoJHa HaydyHa
KoH(pepeHnus ,, [ypu3MbT ¥ MHOBAIIMKTE ’, TOCBETEHA Ha 55 TOOWHU OT Cch3laBaHeTo Ha Koiex mo Typu3pM —
Bapna, 14-15 cenrempu 2018, HU3znarenctso ,,Hayka u nukonomuka”, MkoHoMH4yecku yHuUBepcuTeT — BapHa,
2018, c. 178.

2 Bhatnagar, R., The Importance and Use of Technology in today’s Hospitality Industry, Hotelogix, 2011,
https://www.hotelogix.com/blog/2011/09/08/role-of-technology-and-internet-in-present-day-hotel-industry/,
nocteiied Ha 13.10.2021.

3 Naumov, N., The Impact of Robots, Artificial Intelligence, and Service Automation on Service Quality and
Service Experience in Hospitality, In Ivanov, S., Webster, C. (eds.), Robots, Artificial Intelligence, and Service
Automation in Travel, Tourism and Hospitality, Emerald Publishing Limited, 2019, p. 129.

4 Fusté-Forné, F., Jamal, T., Co-Creating New Directions for Service Robots in Hospitality and Tourism, Tourism
and Hospitality, Vol. 2, No 1, 2021, p. 56.

5 lvanov, S., Webster, C., Berezina, K., Adoption of robots and service automation by tourism and hospitality
companies, Revista Turismo & Desenvolvimento, 2017, pp. 1501-1514.

® Fusté-Forné, F., Jamal, T., Co-Creating New Directions for Service Robots in Hospitality and Tourism, Tourism
and Hospitality, Vol. 2, No 1, 2021, p. 54.
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I'naBa BTOpa
AHAJIN3 U OIEHKA HA NIPUJIOKEHUETO
HA HOBUTE TEXHOJIOI'UM B XOTEJIMEPCTBOTO

BbB BTOpa rnaBa ca HalpaBeHU aHAJIW3 M OLEHKAa HA PAa3BUTUETO HA HOBUTE
TEXHOJIOTMH B XOTEJIIMEPCTBOTO. BHUMAaHUETO € HACOUEHO KbM XOTEICKUTE TEXHOJIOTHH
BBB BOJICIIM TEXHOJOTMYHO Pa3BUTH CTpaHU Mo cBera. Ha TAXHA OCHOBA, € MOCTaBEH
aKIEHT BHPXY MOTEHIMala 3a mo1oopsiBane Ha xorenute B brarapus. [IpeacraBenu ca
METOAMKATa U UHCTPYMEHTAPUYMBT Ha IPOYUBAHETO.

IIspBusaT naparpad ananu3upa U OLEHSABA HOBUTE TEXHOJOTUHM BBHB BOJCIIU
nectuHauuu B cBera — Snonus, Kurtait u FOxna Kopes. [IpoyuBanusita Ha Te3u
JECTUHALIMK JONPHUHACST 3a 000raTsiBaHe Ha 3HAHUATA 32 YCIEIIHOTO UHTErpUpaHe Ha
TEXHOJIOTUH 3a Mojo0psiBaHe Ha xoreickute ycunyru. [lonpmaparpad 1.1. ,,Ananu3 u
OlleHKA HA HOBHUTE TEXHOJIOTMH B JecTuHAnusi SIMOHMA* pasriexaa HOBUTE
TEeXHOJIOTMH B AnoHus. POKyChT € NOCTABEH BbPXY TEXHOJOTMYHHUS CEKTOP B CTpaHAaTa.

B Snonus ca 6unu ch3gaZeHH royisiMa 4acT OT Cb8PeMeHHUme MmexHoI02UYHU
cpeocmea, N3MON3BaHM B €KETHEBUETO Ha XopaTa 1o ceeta. CiejoBaTeIHo, TS CE CUUTA
3a npospecusHa cmpaxa B TOBA OTHOIICHHUE. SIMOHCKHUAT TEXHOJOTHYEH CEKTOpP Ce
¢doxycupa rinaBHO BbpXy podoTukara. Crnope uzcineaoBaTeackus THCTUTYT Nomura,
TO3W THUIT HOBOBBBEICHHE B SITOHUS 111e UMa Obp3 pacmedic 1 10 2035 r. mosoBUHATA OT
BCUYKM pa0OTHU MECTa MOJKE JIa CE M3IBIHABAT OT poOoTH,

CrpaHara Ha U3rpsBAILIOTO CIBHIIE € HA TPETO MSCTO B CBETA 10 OTHOILIEHUE HA
unmezpupanemo Ha pobomu 8 npouzgoocmeenama unoycmpus 3a 2020 eoouna. I1pe3
cpinara roauHa B SAnonust ca unrerpupanu 390 po6ora Ha 10 000 cimyxkurenu (Bx.
['paduka Ne 1). JlHec SAMOHCKUTE MPOU3BOAMTENH HOCTaBIT 45% OT rinobaniHoTO
npeayiarane Ha poootu. Hampumep, mpe3 2018 r. smonckara kommanus Softbank

Robotics paspaboTsa mbpsus po6oT-koHcHep:x B Utanus, napeden ,,Robby Pepper<?,

! Gonzalez, P., The Al Market in Japan: Spearheading Industry Innovation, 2021, https://tokyoesque.com/ai-
market-in-japan/, nocreren na 31.12.2021.

2 Kilichan, R., Yilmaz, M., Atrtificial intelligence and robotic technologies in tourism and hospitality industry,
Erciyes University Journal of Social Sciences Institute, Vol. 1, Issue 50, 2020, p. 363.
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bpoii pobotu, uaterpupanu Ha 10 000 cryxuTenn
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I'paduxa Ne 1. Bpoii po60oTH, MHTErPUPaHU B IPOU3BOJICTBEHATA HHIYCTPHUS
npe3 2020 roauHa (10 ABPKABH)

Hszmounux: Anantupana ot aBTopa mo International Federation of robotics, World
Robotics Report 2020, https://ifr.org/ifr-press-releases/news/record-2.7-million-robots-
work-in-factories-around-the-globe.

AKIICHT € TTOCTaBeH BbPXY X0TeJ Henn-na, koiTo € mMbPBUAT XO0TeJ B CBeTa,
yOpaBJISBaH M3LUAJI0 OT PoOOTH. TeXHOIOTHMHTE B MACTOTO 3a HacTaHsIBaHE ca —
KEHCKU aHApoua M 300MopdeH poOOT-AMHO3aBbD Ha pelenIus, CTalMOHapHa
poboTu3upaHa pbka 3a MpeHacsHE Ha Oarak, 1 aBTOMAaTH 3a MpojaxoOa Ha pPa3IudHU
koHcymatuBH. OcBeH Tax, Henn-na pasnonara ¢ mouncrBaiy podoTu, podoT-mopTHep,
CHCTEMa 32 JIMIEBO Pa3II03HABAHE M TJIACOB ACUCTEHT?,

MMoanmaparpad 1.2. ,AHaIM3 U OLIEHKA HA HOBUTE TEXHOJOTHHU B 1eCTUHAIIHS
KuTaii“ n3ciaensa HOBUTE TEXHOJIOTUHU B necTuHanusg Kurai. BHUMaHHETO € HacO4YeHOo
KbM MpoQuia Ha KUTAUCKUTE TYPUCTU. AHATM3UPAHO € BIUSHUETO Ha TEXHOJIOTHYHHUTE
HOBOBBBEJICHUS BBPXY pPAOOTHUS MPOILEC. Ycnexvm Ha mexHolo2UuHUme Xomeiu 8
Kumaii e cévp3zan c HAaUMHA HA )KUBOT HA HACEJICHUETO.

Kuraiikure TypucTH DBTYBaT MNPEIUMHO C yYel ONOJI30MEOpsA8aHe Ha
c60000HOMO 6peme. HOBUAT BUJ TBTyBAIld CE€ Hapuya: CBOOOJHHTE HE3aBHCUMHU
nbTHUIM (FIT). Te3u Typuctu ca mmamu u nodpe obpaszoBanu. Mmar ¢unaHcoBa

CTaOMIHOCT M HU3II0J3BAT BCHYKH BHUJIOBC CJICKTPOHHHU YCTPOfICTBa 3a Cb31aBaHC Ha

! Reis, J., Melao, N., Salvadorinho, J., Soares, B., Rosete, A., Service robots in the hospitality industry: The case
of Henn-na hotel, Japan, Technology in Society, Ne 63, 2020, p. 3.
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koMpopTHO mbhTyBaHe. Te ca cpeo YeCTO CpeHlaHUuTe TOCTH BbBB BUCOKO
TEXHOJIOTHYHKTE X0Ten B Kuraii. Te3u Typuctu ThpcaT KoMpopT U yao6cTBo .

HeornaBHa, mnpaBuUTENCTBOTO Ha XaHIkKOYy, BBBEAE Yyciayra 3a Obp3a
perucrpauusi — ,9ekupane B xores 3a 30 cekynau*. M3BbpuiBa ce upes ,, KUOCK
cucmema. I'0CTHT CKaHUPA CBOSITA JIMUHA KapTa, clie] KOETO Ype3 JIMLIEBO pa303HABAHE
NOTBbpKAaBa BEPHOCTTA Ha JaHHUTE, KOUTO € CKaHMpal U Hakpas u3z0upa
XapaKTEpUCTUKUTE Ha CTaATa, KOATO Keyae. B MoMeHTa ,,uekupaHe B xoren 3a 30
CeKyH/IU“ € CBBp3aHo ¢ 246 xoTena B Kutaii, 06cysxpamu noseue ot 284 000 Typuctu?,

AKIIeHT e mocTaBeH BBpXy Xotea Flyzoo, koiito ¢ mbpBHAT poGoTH3MpaH
xortes B Kuraii. TexHonorunre, ¢ KOUTO TOW pa3mnoliara ca CBbp3aHU ChC CPEICTBA 3a
JUIEBO pa3lo3HaBaHe, TiacoB acucteHT — Tmall Genie, pobOoT-koHCHEpXK U
poboTtu3upaHa pbka. OCHOBHATa WeJ HAa TO3M BUCOKOTEXHOJIOTMUEH XOTENl € Ja
JNEMOHCTPUPA, Y€ U3KYCMGEHUSIM UHMEeNeKm MpPaHcOopmMupa u3ysio Kumaickama
xomenuepcka unoycmpus.,

Hoanaparpa¢ 1.3. ,,AHAIH3 ¥ OLIECHKA HA HOBUTE TEXHOJIOTHH B IeCTHHAIUA
IOxkna Kopes“ pasriexnaa HoBuTe TexHoiormu B aectuHamus FOxxna Kopes.
BHuMaHueTO € HACOUEHO KbM TEXHOJIOTMYHOTO pa3BUTHE Ha cTpaHara. CTpaHara e
MEXIY IbPKABUTE C 00Ope pazeumu mexHoa02UU 8 N0geueno Cekmopu, Ho BCe OlIe €
C MPOrpecMBHO YCHBBHPIIEHCTBAHE B XOTEJICKUTE TEXHOJOTHYHHU TOJIOOpEHHUS.
Crnopen MexnayHnaponnata deaepamusi o poOOTHKA, THEC, Ta3W CTpaHa MOXKE Ja ce
noxBayu ¢ 631 poboma na 10 000 cryscumenu, KOETO € OCEM MBTH HAJ CPETHOTO 3a
ceera’.

CreuvanHo BHHMMaHHE € OOBPHATO HAa TbPCEHETO M IMpeAJaraHeTo Ha
TYpUCTHYeCKO U XOTejicko oOcay:xBaHe B FO:xna Kopes. Ilpe3 2018 roauna B

CTpaHaTa ce BbBEXKa HOB XUOPHUJICH TEPMUH — Henokvmuama ycayea (Untact service).

! Daxue Consulting Research, Al in hospitality in China: Are robots taking over the hotel industry?, 2019,
https://daxueconsulting.com/ai-hospitality-china/, nocternen Ha 11.01.2022.

2Tuo, Y., Ning, L., Zhu, A., How Atrtificial Intelligence Will Change the Future of Tourism Industry: The Practice
in China, In: Worndl, W., Koo, C., Stienmetz, L. (eds.), Information and Communication Technologies in Tourism,
Springer, 2021, p. 89.

3 Saiidi, U., Facial recognition is coming to hotels. I stayed at Alibaba’s hotel of the future, 2019,
https://www.cnbc.com/2019/10/04/alibaba-china-flyzoo-hotel-uses-facial-recognition-tech-and-robots.html,
nmocthiieH Ha 13.01.2022.

4 Mordor Intelligence Report, South Korea automation and industrial control market — growth, trends, Covid-19
impact, and forecasts (2022-2027), 2021, https://www.mordorintelligence.com/industry-reports/south-korea-
automation-and-industrial-control-market, nocrbren Ha 11.02.2022.
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[IpumepuTe 3a TakoBa MOTpeOJeHHE OOXBallaT OOCIYyXBaHE 0e3 cpewu MedHcoy
Caysicumenu u KiueHmu, CaMo upe3 uUsnon3eanemo na yugpoeu mexwonouu’.

AKIICHT € TIOCTaBeH Ha MPOTHO3MTE 32 BJIMSHHETO HA TEXHOJOTHHUTE BbPXY
uxkoHomukata Ha FO:xna Kopesi. Criopen uscinenaneTro Ha kommnanus AlphaBeta,
TEXHOJOTHUTE MOTAT Ja Ch3/1a]1aT TOJIUIIIHA NKOHOMUYECKA CTOMHOCT OT 281 mpunuona

- 2
roocHokopeticku 6ona (236 munuapaa gonapa) B ciaeapammute 8 — 10 roguHu® (BK.

I'paduka Ne 2).

VYemyrn | 0.0
®nHaHCOB ceKTop | 11.3

TpaHCIIOPTHII YCIYTH 13.4

Cencxocronadckn cektop | 16.2

18.3

ITadpactpyrrypa

34.5 | Obpazopanme
1 00ydeHIIe

39.7 281.5
3npaBeona3BaHe ToBa
42.9 TIpeacTaBIIABA
’ IIponsBoacTBO 13% ot BBII
Ha IOxHa
Kopes npez
491 IIpaBHTEICTBO 2020r.

IToTpeburencki cexTop
Trproeuns Ha apeduHO
XoTennepcTBo

N v 3 LL =
$ M W i M8 6 B O om

I'padpuxa Ne 2. [ToreHumaHAa roAUIIHA HKOHOMHMYECKA CTOHMHOCT OT HU(POBUTE

56.1

TEXHOJIOTUM 1o cekTopu a0 2030 r.
Hszmounux: Anantupana ot aBropa o AlphaBeta Research, Unlocking South Korea’s
digital potential: the economic opportunities of digital transformation

and Google’s contribution, 2021, p. 18.

! Tai, Y., Wang, C., Luo, C., Technology — or human-related service innovation? Enhancing customer satisfaction,
delight, and loyalty in the hospitality industry, Service Business, 15, 2021, p. 668.

2 AlphaBeta Research, Unlocking South Korea’s digital potential: the economic opportunities of digital
transformation and Google’s contribution, 2021, p. 17, https://alphabeta.com/wp-
content/uploads/2021/08/unlocking-south-koreas-digital-potential_english.pdf, nocrbnen na 11.02.2022.
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Pasrnexxname nwpeus xomen ¢ Hamuyue Ha pobomu u U3KYCMEEH UHMENEKM 8
FOoicna Kopes. Tpes 2018 ronuna B Novotel Ambassador Seoul Dongdaemun Hotels
& Residences, Ceyn, 3amouBa aa padotu aurutaaaust momoirHuk N bot. Herosure
@yHxyuu ca cebp3anu ¢ 3D kaptorpadupaHe Ha XOTelna; aBTOHOMHO NPHUIBUKBAHE;
U3MBJIHIBAHE HA TOPBUYKH HA TOCTUTE U pPyMChpBHUC. POOOTHT € CBBp3aH upes
cunenuanacH nanen, Hapuuad GIGA Genie. Toil mpencTaBisiBa MHO2OMYHKYUOHAIHA
UHMOPMAYUOHHO-PA3ELEKAMENHA CUCEMA C 2TACOB0 PA3NO3HABAHE™.

BropusaTr mnaparpad aHamu3upa M OIEHSABA HOBUTE TEXHOJIOTMU B
xorenuepctBoTo B bearapus. Iloamaparpa¢g 2.1. ,,AHaJu3 Ha CbCTOSAHHETO HA
HOBHMTE TeXHOJIO0TruM B bbiarapus® usciensa HOBUTE TEXHOJIOTHH B XOTEIUEPCTBOTO
B nectuHauus bwarapus. M3noxeHnero HacouBa BHUMaHUETO KbM TSIXHOTO ChbCTOSIHHE
B IMOCJEAHUTE TOJAUHU M TMPOMEHHUTE, KOUTO CJIEABAT Pa3BUTHETO MM. bbiIrapckoro
XOTEJIMEPCTBO BCE OLIE HE € JOCTUTHAJO0 HHUBA HA TEXHOJIOTMYHO PAa3NpOCTpPaHEHUE,
KaKBHTO ce 3a0emsi3BaT B cTpaHuTe oT Asus. [IpoyuBane ot 2010 2c0o0ura moka3Ba HIKOU

OT mexHolocudHume peuteHusl, KOUTO U3I0J3BaAT XOTCIIUTC IIPE3 TO3U HepI/IOII2:

o @DOTOKJIETKA 32 aBTOMATUYHO OTBAPSIHE U 3aTBAPSHE HAa BXOJAHUTE BPaTH.

o EnexTpoHHM 3aKIF0YBAIIM YCTPOMCTBA HA XOTEJICKUATE CTaH.

o Cucremu 3a IpeKbCBaHE Ha TOKA B IOMEIIEHUETO, KOIaToO FOCTHT U3JIE3€
OT HETO.

o ConapHu maHenu.

TexHnonornunute (PakTOpu OKa3BaT TOJSMO BBH3JICUCTBHUE BBPXY ThPCEHETO U
NnpeliIaraHeTo B XOTEJHEPCTBOTO. /[uHamuxama Ha nazapa W KOHKYPEeHYUusma
M3HUCKBAT ChOOpa3siBaHE C CBOJIOIMSTA HA EIEKTPOHHO OPHEHTUPAHOTO oO0IIecTBO. B
boearapusi HHBOTO HA IUTUTAJM3AIUA B XOTEJUTE CE PA3IPOCTUPA JI0 UMOI3BAHETO
HA naam@opmu 3a pezepsayuu, NPUCLCMEUE 8 COYUATHUME MpedcUu N CboupaHe Ha

OaHHU 3a NOCMOSAHHU KJlueHmuS.

! South Korean Telecommunications Company to Open Al Hotels in SE Asia, 2018,
https://hospitalitytech.com/south-korean-telecommunications-company-open-ai-hotels-se-asia,  mocTenen  Ha
12.02.2022.

2 Lukanova, G., Evaluation of hotel service performance process in Bulgaria, UTMS Journal of Economics, Vol.
1, No 1, 2010, pp. 19-28.

3 Velikova, E., Innovation and digitalization in tourism — restriction or development for business in Bulgaria,
Trakia Journal of Sciences, Vol. 17, 2019, pp 252-258.
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B pHemHo BpeMe, Hal-4eCTO B XOTEIUTE C€ NpUIararT MH(OPMAIHOHHO-
koMyHukannoHuurte texHosoruu (UKT). To3um Opanmr e Haii-goOpe pa3BUT B
benrapus. Coyuannume meouu u mpeoswcu ca cpell Hail-4ecTo HM3MOJI3BAHUTE Ipe3
cB060HOTO BpeMel. MHOTo 4eCcTo TypUCTHTE ThPCAT MHMOPMALKS 32 JAJEHO MACTO
IBPBO B caiitoBete kaTo Booking.com u TripAdvisor. Tam npyru moTpeOuTen ocTaBsT
CBOUTE OM3UBU U JTUYHU Npedtcusasanus ¢ xomeaume. ToBa BaXXU U 32 COLMAIHUTE
mpexu Facebook, Instagram u Twitter.

CnenBailku CBETOBHHUTE TEHIECHLMH, OBJIrapCKUTE XOTENW 3arlo4yHaxa Ja
BBBEXKAT BCE MIO-YECTO ABTOMATH3ANMATA. B HIKOM XOTEIM, BMECTO OOMKHOBEHUTE
KJIIOY-KapTH, Be4e C€ M3MO0JI3BA OE3KOHMAaKMmMHO OmKIoueane, 4pe3 cMapTdoHa Ha
rocta. B mocnenno Bpeme ce 3abeinsi3Ba U U3IMOJI3BAHETO HA 21dCO8U ACUCHEHMU KATO
Alexa B xoTenckure crau?. J[pyra BakHa TEHIEHIMS B Pa3BUTHETO HA TEXHOJIOTUHTE €
BHEJIPSIBAHETO HA M3KYCTBEH MHTeJeKT. [Ipe3 2018 roanna, kommanus Umni craptupa
yambomoge, IpeITHa3HAYECHU 3a OBJITapCKOTO XOTEIHEPCTBO.

Wntepec mnpencraBinsBarT podoTHTe B paboTHUTE ImpouecH. [lvpsuam
pobomusupan nomowHux ¢ WHTErpupan B xoten Best Western Premier Sofia Airport
npe3 2019 roguna. Po6otsT ,,ROOMY* Ma GyHKIIMK 32 TOCTaBKA Ha PyMCBHPBHUC U
eckopT Ha roctute’, [ILPBUAT AMTHTAIEH XOTEJCKH PEleNHOHUCT € TEXHOJIOTHS,
KOSITO MOKa3Ba HampeabKa, KOMTO bbarapus e mocTurHajia 3a MocieIHUTE HAKOIKO
roguHd. KomOuHamusaTa OT YOBEHIKM KamuTajl M €JEKTPOHEH MOMOIIHHMK ITOCTHra
yYBEIMYaBaHE Ha YJOBJIETBOPEHOCTTa Ha KiaueHtute. HoBoBbBeneHnwmero ,,EBa“ e

‘

UHTETPUPAHO B ,,Axea xomen“ B byprac, xoren ,, byoanewa“ B Codus, , Xoauoeii

napx “ B 3naTHU IACHUM B xomer ,, Odeon “ B Ilnosaus®,

! Bulgaria - Information and Communications Technologies, Sofia, 2021,
https://www.privacyshield.gov/article?id=Bulgaria-Information-and-Communications-Technologies, mocrbiex
Ha 25.01.2022.

2 Texnonoruu u pobotusanus B xoren B Codus, 2021,
https://oliveshotel.com/%D1%82%D0%B5%D1%85%D0%BD%D0%BE%D0%BB%D0%BE%D0%B3%D0%
B8%D0%B8-%D0%B8-
%D1%80%D0%BE%D0%B1%D0%BE%D1%82%D0%B8%D0%B7%D0%B0%D1%86%D0%B8%D1%8F-
%D0%B2-%D1%85%D0%BE%D1%82%D0%B5%D0%BB-%D0%B2-%D1%81%D0%BE%D1%84/,
nmocthiieH Ha 25.01.2022.

3 IInpeusaT pobot B Bhirapus, o0ciykBall XoTelcku roctu e Bede ¢pakr, 2019, http://horeweek.com/parviyat-
robot-v-balgariya-obsluzhvasht-hotelski-gosti-e-veche-fakt/, nocrbnen na 25.01.2022.

4 TIbpBMAT JWTWTAIEH  XOTEJICKM  PEUENIMOHUCT  obciyxku mepeute cu 300  rtoctm, 2019,
https://bgtourism.bg/210624019-digital-recepcionist-eva/, noctrren Ha 25.01.2022.
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Mommaparpag 2.2. ,,OneHka Ha pa3BUTHETO HA HOBHMTE TEXHOJIOTHM B
OBJrapcKOTO XOTeJHepPCTBO“ JHCKYTHpa PpPa3BUTHUETO HA HOBUTE TEXHOJIOTMH B
xorenuepctBoTo B bbiarapus. IlpeactaBen e SWOT ananmu3, cucreMaTH3HpPaH OT

aBTopa (Bx. Purypa Ne 6).

f Cuinu cTpanm: \ / Cnabu crpanu:

1) Cxopoct Ha 0OciTyKBaHe. 1) Bucoku nbpBOHaYaIHU MHBECTULIUU.
2) HenpexbcHar paboTeH npouec. 2) N3BppuiBaHe caMO Ha CTPYKTYpHpPaHU
3) U3nbiiHeHHE HA TTO-TOJISIM OpOi PyTHHHH Y IPOrpaMHUpPaHU 3a4a4H.

3aIa4H. 3) Jlumica Ha TMYEH MOAXO0J KbM TOCTHUTE.
4) I'bBKaBOCT ¥ NPOXTYKTUBHOCT. 4) Bb3MOKHHM CHCTEMHH TTOBPEJIH.

@ [TonoOpsiBaHE KaueCcTBOTO HA 06CJ‘IY)KB3HC/ @ [TpoGnemMu cbc CUTYPHOCTTA.

\

Bn3moxkHOCTH: \
/ 3amnaxu: \

1) HapacTBane Ha TEXHOJIOTUYHO
OPUEHTUPAHUTE KINEHTH.

2) Hyxxna ot paboTHa pbKa

B XOTEJIUEPCTBOTO.

3) KomOuHMpaHe Ha pa3IMyHU yCTPOHCTBA

3a ONTUMH3UPaAHE Ha paOOTHHUS MPOIIEC. 4) HenpecranHo oGHOBsIBaHe
4) HapacTBai ma3ap 3a TeXHONOTHH. Ha TEXHOJIOTUUTE B PA3BUTUTE CTPAHU.

5) YBenuuaBaHe HyK1ara OT HAMAJICH 5) 3acuieH cTpax OT 3aryba Ha pabora

1) OTHOLIEHNE HA TYPUCTUTE
KbM TE€XHOJOTHYHUTE MOT00pEHHSI.

2) 3acTapsiBalllo HaceJeHue.
3) YBenuyagaiia ce O€IHOCT.

MCHHJXKMBHT.

(1)1/131/ILIGCKI/I KOHTAKT, 3apaayd IMaHACMUATa J (I‘CTpaHa Ha I€pCOHaJIa 1 XOTCJIICKUA /

ot Covid-19.

@urypa Ne 6. SWOT ananu3 Ha NpUJI0’KeHHETO HA HOBUTE TEXHOJIOTUM B
X0TeJuepcTBOTO B bhirapus
Hsmounuk: CucremaTusanys Ha aBTopa

CujHNTEe CTPAHM HA TEXHOJIOTUUTE B OBJITAPCKUTE XOTENN ONPENEsIT TEXHUTE
noJsi3u. ToBa ca Te3u eJIeMEeHTH, OPaau KOUTO XOTEJICKUTE MEHUDKbPU U30Upar Ja '
UHTETpUpaT B paboTHUTE mporecu. PasrnexgaHu ca ciaeHUTe NpPEeAUMCTBA —
ckopocmma Ha 00ChyJHceane, HeNpeKbCHAMOCMma HA pabomHus npoyec U
USNBAHEHUEMO HA NO-20JAM Opol pymuHHU 3a0ayu. AKIIEHT € TIOCTaBeH ChIIO0 BbPXY
eveKasocmma U NPOOYKMuGHocmma, U noooOpasanemo Ha KAuecmeomo Ha
obcnyoiceate.

Cnabute cTpaHM ca Te3d, KOUTO TpsibBa Ja Obaar OanaHcupaHu U
eJIMMUHUpaHU. bbirapckute XoTenu UMaT MOTEHIIMANA 1a MUHUMHU3UPAT HEraTUBUTE

Ha TEXHOJIOTMUTE, Ype3 NPABWIHO yIpaBiaeHue. TyK ce BKIIOYBAT CIECIHUTE €IIEMEHTH
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— BUCOKUME NbPEOHAUANIHU UHBECMUYUU, U3BLPUIBAHEMO CAMO HA CIMPYKMYPUPAHU U
NPOCPaAMUpany 3a0a4u, U Iuncama Ha auden nooxoo kvm 2ocmume. OCBEH TOBA, ca
NpPEJICTAaBeHNU CIIA0UTE CTPAaHU, CBBP3AHU C 6Bb3MONCHUME CUCMEMHU NO8peou U
npobremume cbC CU2ypHOCmma.

Bb3M0KHOCTHTE, KOUTO CHITBTCTBAT TEXHOJOTHYHUTE MPOMEHH Ca KITFOUOBH 32
Pa3BUTHETO Ha OBJTapCcKOTO XOTEIUEPCTBO. Y CHBBPIICHCTBAHETO Ha HOBUTE
TEXHOJIOTUH IIe CIIOMOTHE 3a Ch3JaBaHE Ha IMO-KAYECTBEH TYPUCTHUYECKH TMPOAYKT B
bearapusi. PecnexkTuBHO C TOBa, IIe ce MMOAOOpPH KAKTO TBHPCEHETO, Taka U
npeaIaraHeTo. Bb3MOXKHOCTUTE ca CIEAHUTE — HAPACMBAHEmO HA MEXHON0SUYHO
OpueHmupanume KiueHmu, Hyxcoama om pabomua pvKa 8 XOMeiuepcmeomo u
KOMOUHUPAHEeMO HA pA3IUYHU YCMPOUCMEa 3a ONMUMU3Upane Ha pabommuus npoyec.
Pasrnenanu ca cwpuio Hapacmeawusm nasap 3a MexHoI02UU U YEeIUYdaeaHemo Hda
HyJicOama om HamaieH uzuyecku Koumaxkm, sapaou nandemusma om Covid-19.

3anjiaxuTe, KOUTO CJIEBAT WHTETPUPAHETO HAa HOBOBBLBEICHUS, Ca IOBpaTHA
TOYKAa B XOTEIMEPCTBOTO. AKO MEHHUKBbPUTE HE YyCIeAT Ja OallaHcupaT PUCKOBETE,
MOJKE€ CEpPHO3HO Ja HaBpeIsAT BBPXy OmszHeca. Te OWBAT — omuowenuemo Ha
mypucmume KoM MeXHOJI02uume, 3acmapsasauomo Hacelenue u yeeiuuasauama ce
beonocm. 3acerHaTH ca OIIE HenpeCMAaHHOmMO O0OHOBA8AHE HA MeXHoo2uume 8
passumume cmpauu U 3acuiieHuss cmpax om 3azyba Ha paboma om cmpaHa Ha
NepCOHANA U XOMENCKUS MEHUONCMBH.

Hoxmaparpa¢ 2.3. ,,Ilorenunasn Ha bbiarapusi B npujiokeHueTo Ha HOBUTE
TEXHOJIOTHM B XOTEeJHEPCTBOTO* aHaNIM3upa Kamanurera Ha beiarapus B
NPWIOKCHUETO HAa HOBUTE TEXHOJOTHU B XOTCIHUEPCTBOTO. WM3CiiemoBaTeIICKUAT
MHTEPEC € HACOUEH KbM THUIOBETE OBITAPCKU TYPUCTH U TEXHUTE MHTEPECH CIOPE]
HUBOTO UM Ha MPUEMCTBEHOCT KbM TEXHOJIOTHUTE.

Cnopen mpoyuBane ot 2019 r., ncuxonoeuueckume acnexmu, 00yCIaBSIIH
BpPB3KaTa MEXKIy XOpaTa U TEXHOJIOTHYHUTE TTOIOOPEHUS CE OCHOBABAT HA KIUEHMCKUS
onum. C Ipyru TyMH, B3aUMOJICHCTBUETO MEXKTy HOBOBBBEICHUATA M TIOTPCOUTEITUTE
MOXKE Ja UMa noJlodcumener, ompuyamenen uiu Heympanen xapakmep. Ha ta3u 0a3a,

B MTHPAHOTO U3CNIEBAHE CE ONPENEIAT YeTHPH IPYNH ObJArapCcKu rocTu?,

! Kazandzhieva, V., Lukanova, G., Santana, H., Bulgarian customers' attitude towards technological innovations
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IIbpBata rpyma ce Hapuua ,TexHopoou“. Te npuemam wnecamusHo
TEXHOJIOTUUTE U CE CMpaxyeam om mexHONOSUYHUS npozpec U HeroBaTa Obp3vHaA Ha
passutue. Ilpomugonocmasam ce Ha 8CAKO HOBOBbBEOEHUEe U UMAT NACUBHA POs NPU
83aumooelicmeue C NaJTeHoO yCcTpoiicTBo. Bropara rpyma ce Hapuua ,,TeXHOPpHIU”.
Te3n xopa oOuUEHSABAT U TNpUEMAT HO3UMUEHO HOBUmMe mexHono2uu. YyBcTBaT ce
KOM@OopmHo, YOOOHO U CNOKOUHO TIPU BHEAPSBAHETO HA HOBOBBBEICHUS B XOTEIICKOTO
oOcnyxBaHe. TexHOQUINTE pearupaT noI0HCUMENTHO KbM NbIHAMA pobomusayus u
aemomamusayusi. Te UMaT akmuena pois B Tpolieca Ha B3aUMOJCHCTBHUE C Pa3InYHU
MHTEJIUTCHTHU MAIIMHU 110 BPEME Ha IIPECTOS B XOTEN .

Tperara rpyna ObJrapcku KIMEHTHU ce Hapuya ,,0J1M3KU TexHopuan”. Te numar
NON0JCUMENIHO OMHOueHUe U nogedeHue KbM TexHonoruute. [IpueMar u moaabpxat
TAXHOTO 4YACMUYHO 6HedpseéaHe B XOTEICKOTO OOCIyBaHE, HO Ca HACUBHU.
OpueHTanuATa Ha TE3U MOTPEOUTENH € KbM KOMOUHUPAHU CMUNLO08e HA 00CIYHC8aAHe —
BOJIEIIa YaCT HMAT CIYKHUTEIUTE, a TEXHOJOTHYHUTE CPEACTBA U3IIBIHSABAT
BTOpOcTenieHHU  (yHKimu. YerBbpraTa Trpyma ¢ ,0u3kd TexHodgoou”.
XapakTepusupar ce C He2amueHOmo cu OMHOUEHUE KbM MeXHOI02UYHUNe HO8OCMU B
XOTeNHepcTBOTO. Te ca ckionnu 0a eu npuemam, KOTaTo € He0OX0IMMO, TTOPAIN HIKOU
0e3yClOBHU TMpPEIUMCTBA. BBIpeKkH TOBa, TE3W KIMEHTU Ca HANBIHO NPOMUB
pobomuszayuama u asmomamu3ayusima B XOTeIMepCTBOTO?,

AKIEHT € TMOCTaBeH BbpXYy OapuepuTe 3a BHeAPSBAHE HA TEXHOJOIMYHHU

noao0penus. Te moraT ga ObJaT CUCTEMATU3UPAHU TIO CJICTHUS HAYMHS:

o Jlommo o6¢myxBaHe Ha HUCKOOFODKETHHU KIIUEHTH.

o HamansBane Ha MOTHUBaNMsITa HA TIEPCOHAIA.

o Jlunca Ha TUHAMUKA U UHTEPAKTUBHOCT.

o OTtiyckaHe Ha OCKBIHU CPEJICTBA 32 MHBECTHUIINS.

o Hannuue Ha TpaaWIIMOHAIH3BM.

o B ronsiMa cTeneH nurca Ha KpEaTUBHOCT U UHAMBUIYATHOCT.

in hotel service, 6th SWS International Scientific Conference on Social Sciences ISCSS 2019, Vol. 6, 2019, p. 46.
! Tax Tam, p. 47.

2 Tlax TaMm, p. 46.

3 Kazandzhieva, V., Lukanova, G., Santana, H. (b), Challenges for technological innovations implementation in
the Bulgarian hotels, VI Conference: “Information Society and Sustainable Development”- ISSD 2019, Gorj
County, Romania, 2019, p.3.
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o Crpax oT 3ary0a Ha JIMYE€H KOHTAKT MEXJy CYOCKTUTE W JIMIIABaHE OT
pabOTHHU TO3UIUHU HA ITEPCOHAIA.

Tperu mnaparpad chcpenoTouaBa BHHUMAHUETO BBPXY METOJAUKATA U
HHCTpYMEHTapHyMa 3a IpoBexkaaHe Ha mpoyuBaHeTo. [logmaparpad 3.1. ,,MeToanka
3a MPOBEkK/JAaHe HA AHKETHO MPOY4YBaHe M AHJOOYMHHU MHTEPBIOTA® pasriiek/a
METOJIMTE HAa AaHKETHOTO IPOydYBaHE W JBJIOOYMHHUTE HHTepBIoTa. [IpeacraBeH e
MPOIECHT HA EMITUPUIHOTO U3CIIC/IBAHE.

OcHoBHAaTA 1eJI € Ja Ce UdeHmupuyupam o4aKeaHusma, nPeonoYUmarHuIma u
OMHOUEHUETNO HA 20CMUMEe KbM NPUTIONCEHUEMO HA HOBU MEXHOI02UlU 8 XOmeaume 8

Bbfzzapu;z. ABTOp"bT Ha TUCEPTALNOHHUA TPYA CH IMOCTABA U Cl'[elII/I(l)I/l‘{Hl/l HeJm Ha

MPOYYBAHETO:
o OrueHsiBaHE Ha Pa3BUTHETO HA XOTEJICKUTE TEXHOJIOTUHU B bbiarapus.
o Wnentuduimpane Ha BIUSHUETO, KOETO OKa3BaT BPXY T'OCTHUTE.
o Orenka Ha CTeMeHTa Ha MPUEMCTBEHOCT OT CTpaHa Ha TYPUCTHUTE KbM

TEXHOJOTUYHUTE MOJAOOPEHUS B XOTEIUTE.

o N3cnenBane Ha MHGOPMHUPAHOCTTA HA MOCETUTENINUTE MO OTHOIICHHE Ha
MPUIOKEHUETO HA TEXHOJIOTMH B XOTEJICKUTE YCIyTH.

o AHanu3upaHe Ha MOTeHIMalla Ha XoTenuTe B bbarapus 3a npuiarane Ha
NIOBEYE TEXHOJIOTMYHU HOBOBBBECHUS.

AHKeTHaTa KapTa cpabpka 24 BbHpoca. l3non3BaHu ca 3aTBOpPeH THII
BBIIPOCH, Thii KATO BPEMETO 3a OTTOBOP HA PECIIOH/IEHTUTE, € CPAaBHUTEIHO I0-MaJKo.
AHKeTara € npeBeJ/icHa U Ha aHIVIMICKM e3MK, [10paJid MHOI000pa3HeTo OT pa3InuyHu
HAI[MOHAJIHOCTH, MPAKTUKYBAIllM Typu3bM B bbarapus. IlepuoabT Ha Npoy4YBaHeTo €
1 anmpun 2022 r. — 31 ronu 2022 1. J[b1O0YMHHUTE WHTEPBIOTA BKIIOYBAT 6 BHIPOCA,
CHUCTEMATU3UPaHU OT aBTOPA.

Hoanaparpad 3.2. ,,Iloka3zaTesn, KpUTEPHH U OTPAHUYCHUS 32 IPOBEKIAHE
HAa M3CJeBAHETO* HACOUYBA BHUMAHMETO KbM OCHOBHUTE MOKAa3aTelIH, KPUTEPUHU U
OrpaHUYEHHUs 3a MPOBEXKAAHE HAa EMIIMPUYHOTO H3ciie[BaHe. Te cbh3maBaT pamka 3a
IIpoy4yBaHeTO. biarogapenue Ha TsX, c€ Cbh3aBaT METOAM 3a YIpPABICHUE. 3a yeaume
Ha oucepmayuorHHus mpyo, aBTOPHT U3I0JI3BA CIETHUTE KPUTEPUU:

L4 praBHeHI/Ie Ha XOTEJICKUTE O0EKTH C HAJIMYME HA TEXHOJIOTUH.
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o B3anmMopeiicTBre MeX 1y TEXHOJIOTMUTE U XOpaTa.
o M KOHOMHMYECKHU aCIEKTH.

. Ponst Ha nepxkaBara.

o EdexkTuBHOCT HAa HOBUTE TEXHOJOTUU B XOTEIIUTE.

OmnpeneneHu ca OrpaHUYEHUsITa HA TIPOYUBAHETO. 3a yeaume Ha U3C1e08aHemo,
NOCTaBsIME OrpaHMYeHHe B reorpadgckm acmekT. Taka Iie OpOyduM M OLEHUM
NPUTLONCEHUEMO HA HOBUME MEXHOI02UU 8 XOmelunme  Cmpanama, Kakmo u Haznacume
u npeocmasume Ha Xxopama 3a mMmoea. 3a MOCTUTaHE Ha MAKCUMAaJIHO TOYHH PE3yJITaTh
€ Ba)XHO H3CIEABAHETO Ja OOXBaHE TOJsIM OpOil pEecrOHIEHTH W Ja UMa CTPUKTHU
BpPEMEBU TPaHUIM 3a IieJIieHacoueHo u3cienBane. llopaau Ta3u nmpuyuHa, ce Hajlara
MpUJIaraHeTo Ha OrpaHuYeHue BbB BpeMeBH aCIeKT.

Honnaparpag 3.3. ,,Texnosoruss 3a mnpoBexAaHe HA KOMILIEKCHOTO
eMIIMPUYHO M3CJIeIBAHEe  METOH 32 AaHAJIN3 U OLIeHKA HA MOJIy4YeHUuTe pe3yaraTu
HACOYBAa BHMMAHHETO KbM E€TalUTEe Ha MPOBEXKIaHE Ha M3CJICABAHETO M aHalIM3a Ha
pe3ynratuTe. AKLUEHT € MOCTaBeH BBbPXY IMOJXO0Jla NpPH H3BBPILBAHE HA aHKETA.
AHKeTHaTa KapTa € pa3npoCTpaHeHAa OHJIAHH 4Ype3 coyuannume meouu U Mpedxicu,
yebcatimogeme Ha HSIKOJIKO XOTeNa WU 4Ype3 oupekmuu umeunu. Ts € cbCTaBeHa B
nporpamara Microsoft Forms. 3a ananu3a Ha JaHHUTE, aBTOPHT H3MOJI3BA
nporpamuus npoaykt SPSS (Statistical Package for the Social Sciences).

[IpencraBeHa € mocC/IeI0BATEJHOCTTA OT [AeHCTBUS NPH AbJIOOYHMHHHTE
uHTepBIOTA. Te ca npoBeneHu npe3 Maii — 1Jau 2022 r. ¢ ppKosoocmeama Ha HAKOJIKO
Xomena, MEHUONCLPU HA OMOETU 818 BUCOKOMEXHOLOSUYHU XOMELCKU KOMNAHUU, KAKTO
U 00UmopcKuy upmu, cneyualuzupai 6 npogepkume Ha xomeau. B ycroBusara Ha
nangemusita or Covid-19, HIKOM OT HMHTEpBIOTaTa ca MPOBEACHU Ype3 OHJIAWH
miaTgopmu.

Pasrnenann ca crpnkuTe 3a 00pa0oTka HAa [JaHHM OT NPOBEACHOTO
KOMILJIEKCHO NPOYy4YBaHe, KOUTO aBTOPBT clieqBa. [lvpsusm eman e 00001MaBaHe HA
pe3yJiTaTuTe, MOJy4eHH 4Ype3 aHKeTaTta. Te ca WHTEPNPETUPAHH, aHATU3UPAHU U
OIICHEHHW, BBH3 OCHOBa Ha HWH(OpManusTa, MOJydeHa OT o0mo 347 aHKeTHPAHH
TYPUCTH. 3aeHO ¢ OO0OOIIEHHMETO Ha pe3ylNTaTHTEe OT AHKETHOTO MpOyYBaHE, ca

CHUCTEMAaTH3UpaHu U 00pabOTEHU U TE3U OT IbJAOOYMHHUTE HHTEPBIOTA.
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I'naBa Tpera
BBHb3MOXHOCTU 3A ITPUJIOKEHUE HA HOBUTE TEXHOJIOTUH
B XOTEJUMEPCTBOTO B IECTUHALUSA BbJII'APUSA

B Tpera rnaBa ca pa3skpuTH BB3MOKHOCTUTE 3a MPHIOKEHHE U Pa3BUTHE Ha
HOBUTE TEXHOJOTUM B JecTHHaus bbarapus. BHuMaHMeTo € HAcOYE€HO KbM
MOJIyYEHUTE PE3yJATaTH OT AHKETHOTO NPOyYBaHE W [IbJIOOYMHHHUTE HWHTEPBIOTA.
CrierinaaHO MACTO € OTAEJIEHO Ha pa3padoTeHus MO 3a MPUJIOKEHUE U pa3BUTHE HA
HOBHUTE TEXHOJIOTMM B XOTenuepcTBoTo B bbiarapua. dopmynupanu ca HacCOKU U
MPETNOPHKHU 32 YCIEIHOTO WHTErpUpaHe Ha XOTEJICKUTE TEXHOJOTHUU B CTpaHarTa, Bb3
OCHOBA Ha IIPOBEJIEHOTO U3CIEABAHE B IUCEPTAITUOHHHUS TPYI.

II'spBn maparpad ananu3upa pe3yaTaTUTE OT AHKETHOTO MpPOYyYBaHE U
HMHTEpBIOTaTa ¢ ekcrneprute. B moamaparpa¢g 1.1. ,,IIpodua Ha pecnioHaeHTHTE B
AHKETHOTO TNPOY4YBaHe“ € TMpeACTaBeH H3rpaJeHus TpoPui Ha yYaCTHHUIIUTE B
aHKETHOTO MpoyYBaHe. BHHMMaHHWETO € HACOYEHO KBbM aHajIu3 Ha JeMorpadCKuTe
XapaKTepUCTUKH Ha pecnoHaeHTuTe. Cb3lageHo € pasnpeaesieHue Mo MNpU3HAK
8b3pacm, noi u 0opazoearue.

B ankernoto mpoyuBane B3exa ydactue 347 ywacthuum. Ot Tax 193 ca
Obarapu, a 154 ca uyxzaeHuu. ChOTHOIIEHHETO MEXKIY JBETE I'PYyHH € ChOTBETHO
44,38% uyxxneHiu u 55,61% Obarapu. ABTOPbT KOHCTATHPA, Y€ BOCHHUTE JACHCTBUS
B YkpaitHa u mangemusta or Covid-19 ce oTpassBar OTpPHUIATEIHO BBHPXY Oposi Ha
AHKETHUPAHUTE TYpPUCTH. AHAIU3bT HA PECIIOHJCHTUTE MO MPU3HAKA IOJI [10Ka3Ba, 4e
[0 BpeMe Ha MPOBEXJaHE HAa NPOYYBAHETO, MO-AKTUBHU Ca pecnoHOeHmume Om
arcercku non — 70%, B cpaBHeHue ¢ mbxkere — 30%.

PaznpenenenneTo Ha aHKETUPAHUTE MO MPU3HAKA Bb3PACT Pa3KpUBa, U€ C Hali-
20AM Ol 83e]U yuacmue 8 3anumearemo ca xopama mexcoy 25 — 34 coounu. B
OTHOCHUTEIIHA CTOMHOCT Te TpencTaBisBar 35%, KOeTo B aOCOMIOTHA CTOWHOCT € 122
yoBeka. /{udepeHnupanero Ha peclioHIETUTE MO MPU3HAKA 00pa30BaHue MT0Ka3Ba, ye
Hail-MHOroOpoliHa € Tpynara Ha aHKeTHpPaHWTE C BHUCIIE U TmonyBucme. Te

npeacTaBisaBat 82% B OTHOCUTEIHA CTOMHOCT Win 285 aymiu B aOCOTIOTHA CTOWHOCT.
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[TpoyuBaHeTO MpOABIKABA C pa3NpeIeICHUETO Ha PECTIOHICHTHTE M0 MPU3HAK
HETeH cpeJdeH J0X0J Ha JoMakuHCTBOTO. Ha durypa Ne 7 ce Buxnaa, dye rpymara c
Hali-rosisiM Opoii yuactHunu nonydasa mexay 1001 — 2000 nB. (32% wnm o6mo 108
TyIIN), cleABaHa oT Te3u ¢ npuxoau Mexay 3001 — 4000 nB. Toa Boau 10 U3BO/A, Ue

B IPOYYBAHCTO Ca B3CJIM YHIACTUC cpedHocmamucmuquKu mypucmu.

[126] Lo 2 1196

1%

ITox 710 nB.
710 1B. - 1000 1B.

1001 118. - 2000 715,

2001 maB. - 3000 uB.

3001 ns. - 4000 xB.
\ 4001 nB. - 5000 8.
Hazx 5001 8.

®urypa Ne 7. Paznpejeenne Ha peCIOHAEHTUTE MO MPU3HAK HETEH CPeleH
A0X0/] HA JOMAKHHCTBOTO
H3moynuk: CucreMaTu3allys Ha aBTopa 1o JaHHU OT aHKETHOTO MPOYyYBaHE
JudepeHnmpaneTo Ha aHKETUPAHUTE MO MPU3HAKA COIMAJIEH CTATYyC IMOKa3Ba,
4ye B aHKETHOTO MPOYYyBaHE HAMA YUYCHUIIU, KAKTO U MEHCHOHEpU. XOopara B aKTHBHA
pabotHa BB3pacT (paboTHHIIM) ca Hali-mHOTO. Te nmpeactaBnsBat 69% B OTHOCHUTETHA

croitHOCT (BX. ['paduka Ne 3).

Bespaboten [ ' 4%
Vuenuk E 0%
CryneHt/JlOKTOpaHT [ ' 8%
PaboTHuk [ 69%
CamoO0CHTypSsIBAILIO CE JIULIE E 119%

Ilencuonep E 0%

0% 10% 20% 30% 40% 50% 60% 70%

I'padpuxa Ne 3. Pasnpesnesienne Ha pecliOH/ICHTHTE 110 MPU3HAK COLMAJIEH CTATyC

H3mounuxk: CI/ICTeMaTI/I3aLII/I$I Ha aBTOpa MO IaHHU OT aHKCTHOTO IMPOYYIBAHC
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B nmoamaparpa¢ 1.2. ,HamepeHusi u HArjiacu Ha TYPUCTHUTE 32 U3MOJI3BaHe
HA HOBHTE TEXHOJIOTHH* C€ aHAIM3UPAT MHEHHUATA Ha TYPUCTUTE 3a U3IMOI3BAHETO HA
HOBHUTE TEXHOJIOTUH. Pa3rienan e oOmusT TypucTUYECKU PO Ha PECIIOHICHTHUTE.
JIuckyTHpaH € ONUThT HAa AHKETUPAHUTE M TEXHUTE MPEANOUYMUTAHHUSA, CBBP3aHU C
XOTEJICKUTE TeXHoyoruu. Maentudunnpana e creneHTa Ha IPUEeMCTBEHOCT OT CTpaHa
HA TOCTUTE KbM TEXHOJIOTUYHUTE HOBOBHBEICHUSI.

[Ipoyuenu ca HarjacuTe Ha TYPHCTHTE MO OTHOILIEHHE HA BbH3MOKHOCTTA
TeXHOJIOTHHUTE 2 3aMeCTAT M3ISAJI0 YOBELIKUTe cay:kuTeau. Haii-roasm mpoueHt
OT PECTIOHAEHTUTE CMSATAT, Y€ TEXHOJIOTUUTE Mo2am 0a 650am 6 NoMow, Ha NepcoHand,
HO He u oa 20 usmecmam — 62% wmm 215 nymm. 15% ot xopara TBBPAAT, ye
TEXHOJIOTUUTE HE Ca JIOCTAaThUHO PA3BUTH, 3a Ja paboTAT Oe3 YoBelIKa Hameca, HO
3HAYMUTEIIHO IIe 1 HamausT. [IpencraBeHu ca pe3yaTaTuTe OT IPOYyYBAHETO BHB BPb3Ka
C OILICHKAaTa Ha PECHOHACHTUTE 332 NPHJI0KMMOCTTA HA HOBHTE TEXHOJIOTHMH B

XO0TeJIMEePCTBOTO CIIPSIMO TToAOpaHu OT aBTopa kputepu (Bxk. ['paduka Ne 4).

KauectBo Ha npeIaraHuTe yCeiyru
B XOTCJIUTE C TCXHOJIOTHHU

Wudopmupanoct

OTHoOIIICHUE Ha NnepcoHajaa
KBM XOTCJICKHUTC TEXHOJIOTHMHU

CurypHocT 1 6e30nacHOCT
TIPH M3MI0JI3BAHETO Ha TEXHOJIOTHH

Pexsiama Ha XoTenuTe, KbICTO UMa POOOTH,
aBTOMATHU3AIMS WITH U3KYCTBEH HHTEIEKT

H3rnon3Bane Ha HOBUTE TEXHOJOTHH
3a XOopa B HepaBHOCTOﬁHO IOJIOKCHUEC

YrpaBrnenue Ha HOBUTE TEXHOJIOTHU
KaTO CPEICTBO 3a ONa3BaHE HA OKOJHATa cpena

VYrorpeba Ha XOTEICKUTE TEXHOJIOTUH KaTO CPEACTBO
3a HeyTpalu3UupaHe Ha IpoOIeMH OT Pa3IuuHO
€CTeCTBO (HampuMep, MaHAEMUsITa OT KOPOHABUPYC)

0,0% 10,0 20,0 30,0 40,0% 50,0% 60,0%

MHOTO 100pO nobpo  McpenHo jomio M F3KITIOYUTENTHO JIOIIO

I'paduxa Ne 4. Kpurepum 3a NpujIo;KUMOCTTA HA TEXHOJIOTHUTE B XOTEJINTE

H3mounux: CI/ICTeMaTI/I3aLII/I$I Ha aBTOpa MO AaHHU OT aHKCTHOTO ITPOYYBAHC
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AHanu3upaHa € OlleHKATAa HAa PeCNOHIeHTUTe OTHOCHO CTeNeHTa Ha MacoBa
NMPWIOKUMOCT 32 HSIKOJIKO M30pOCHH OT aBTOpa HOBU TEXHOJOTUM B XOTEJIUTE B
bearapus. IloBeweto xopata ca oTOensi3BaIU ,,CPEAHO TPUIOKUMHU TIPU BCSAKA

TexHoJIorus (BXK. Tpaduka Ne 5).

PoGoTi3upanu phlie 3a TPAHCIIOPT [Tl
Ha baraka JI0 CTanTe

Po6oT- xoHCHEpHK

Pobotu Ha peuenuus

[Mouncramu podotu

Kwuock cucremu (cucremu
3a CAMOCTOSITEJIHA PETUCTPALYS)

TexHomorHs 3a JIMIIEBO pasnojI3BaHe

I'nacoB acucTeHT

Bupyanna peannoct

YarboroBe

m

0,00% 10,00% 20,00% 30,00% 40,00% 50,00%
MHOT0 100pe MPHUI0KHUMHE ' 100pe MPUI0KUMH B cpeIHO MPUIIOKUMHU
HAMAT MOTEHIHAT M 113001110 HEPHIIOKUMHU

I'paduxa Ne 5. IIpui1o:KuMOCT HAa TEXHOJIOTHUUTE B OBJITAPCKUTE XOTEIH
H3mounux: CuctemMaru3amnus Ha aBTOpa MO JaHHHU OT aHKETHOTO MPOYYBAHE
Hoamaparpad 1.3. ,,MHeHHUsI U OLIEHKH HA eKCIEPTH 32 MPUJIOKEHUETO HA
HOBHUTE TEXHOJIOTHH B X0TeJHepcTBOTO B bbharapus“ o6o6maBa craHoBUIaTa Ha
MHTEPBIOUPAHUTE €KCIEPTH 3a MPUIOKEHHETO HAa TEXHOJOTMUTE B XOTEJIHUEPCTBOTO.
JIMCKYTHpaHH Ca TEXHUTE BB3MIICHUTE MO Tasu mnpoOieMaruka. JbIOOYMHHUTE
MHTEPBIOTA OTKPOSABAT HIKOJIKO M3BOAA!
e HoBuTe TEXHOJOTHH Ca KAH0408 (haKkmop 3a NPUSIUYAHEMO HA MYPUCTIU.
e TexHonoruure He Morar ja ObAaT MIPUYMHA 32 PA3BUTHE HA HOB 8UO MYPUSHM.
e brirapust uma nomenyuan na 0blie Ha MEXTYHAPOIHUS TTa3ap KaTo CTpaHa C
XOTEJN C TEXHOJIOTHH, HO Ca HYXKHH TOJICMH UHBECHMUYUU.
o TexHOMOTUHUTE HAMA 0A U3MECMAM YO08eUKUS PaKmop.
Bropu naparpad npencrass Mozen 3a MPUIOKEHUETO HA HOBUTE TEXHOJIOTUN

B xotenuepctBoto B bearapusa. Ilogmaparpadg 2.1. ,,/JloOpm mnpakTukm 3a
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NPHJI0KeHNEe HA HOBUTE TEXHOJOIMH B XOTEJIHEPCTBOTO® IHUCKYyTHpa IPUMEPUTE B
CBTOBEH Mamad B wu3cienBaHara oOnact. OTKPOEHHM ca KIIIOYOBH CTPATETUU IPHU
BHE/IPSIBAHETO HAa HOBU TEXHOJIOTUU B XOTEIUTE. 3a yeaume HA U3CI€08aAHEMO, Ca
pasriefaHy IyOJMKaIMM, CBBP3aHH ChC CTPATErHM 3a NMPHJIOKEHHMETO HAa HOBHU
TEXHOJOIMH B XOTEIMEPCTBOTO . OCBEH T€3U M3TOYHUIIM, € B3ETO M0/1 BHUMAHHUE ChIIO
PvK0600cmeomo 3a enedpasane Ha xomeacku mexnono2uu Ha oecmunayus Cuneanyp®.
O060011eHN ca cIeAHUTE Ba’KHHU CTHIIKUA IIPHU TAXHOTO MHTEIPUPAHE — GHUMAHUE KbM
xXopama, onpeodensne HA KIIOYOBUME 36€HA, UHMepUupaHe HA MEXHOI02UYHUmME
cucmemu u cv30a6amne Ha cMabdUuIHa YeHo8a NOTUMUKA.

[locraBeH € akIEHT BbPXY MOJeJa HA TEXHOJOTMYHA MNPHEMCTBEHOCT
(Technology Acceptance Model — TAM). HoBoBbBeieHHsITa MOTaT Jia He ObAAT 100pe
OpPUETH OT KIMEHTUTE M TOBa Jla JIOBEIE /10 ChCTOsiHME Ha 3aryou. Ilopaau Ttasu

NPUYMHA, B)KHA CTHIIKA € HETOBOTO M3ydyaBaHe (BK. durypa Ne 8).

Bw3npuemana
/ HOJIE3HOCT \\Q
Brammmm OTHo1ICHNE IloBeneH4YeCKH Peamno
-
IIPOMEHJIUBH KBM HaMepeHUus M3II0JI3BaHE
H3II0JI3BAHETO 3a M3II0JI3BaHE Ha CHCTEMaTa
\ Bo3npuemana /
JIEKOTa

Ha M3I10JI3BAHC

®urypa Ne 8. MojeJ1 32 TEXHOJIOTMYHA MPUEMCTBEHOCT
Hszmounux: Anantupano no Davis, D., Perceived usefulness, perceived ease of use,
and user acceptance of information technology, MIS Quarterly, 13(3), 1989, p. 328.
Hoanaparpa¢g 2.2. ,,PazpaGorBaHe Ha MojAe/ 32 NPWJIOKEHHe HA HOBHUTE
TEXHOJIOTHUM B XOTEJHEPCTBOTO* ce (oKycHpa BBPXY KOHIEMIUITA 32 aBTOPOBHUS

mojen. CTBIKUTE 3a HETOBOTO pa3paboTBaHe ca uimtocTpupanu Ha Gurypa Ne 9:

! Facing the future: Tech-led Post-Pandemic  Growth  Strategies for  Hotels, 2021,
https://www.instituteofhospitality.org/wp-content/uploads/2021/04/Zonal-WP-Tech-led-Post-Pandemic-Growth-
Strategies-for-Hotels.pdf, noctenen na 28.04.2022.

2 Singapore Hotel Association, Smart Hotel Technology
file:///C:/Users/vnand/Desktop/Smart%20Hotel%20Technology%20Guide%202019.pdf,
28.04.2022.

Guide, 2019,
JOCTBHIICH Ha
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TexHosmornun

XoTeJICKOo
o0cirykBaHe

YuyacTHHIH

Jectunanust

@urypa Ne 9. B3aumoBpb3Kka MeK1y e1eMeHTUTE HA TEXHOJOTHYHOTO
XOTeJICKO HACTAHSIBAHE
H3moynux: CucremaTr3anus Ha aBTopa

ABTOpPBT HA IMCEPTANMOHHUS TPY/ NPEICTABS Upe3 epaduuHa 6u3yaiu3ayus
paspabomenusi om HAc MOOel 34 NPULONCEHUe HA HOB8UMEe MEeXHON02UU 6
xomenuepcmeomo (6ac. @ucypa Ne 10). OcHoBa 3a HErOBOTO H3rpa)KJaHE ca
pe3yaTaTuTe, MOJYYEeHU MpU HAMPABEHUTE AHKETHO NPOyYBAaHE M IBJIOOYMHHO
UHTEpBIO. B KOMOMHaIusi ¢ TOBa, MOJ BHUMAaHHUE CE€ B3eMaT JOOpPUTE MPAKTUKUA U
ChBETUTE Ha C€KCHepTH TNpH BBBEXKJAHE Ha TEXHOJOTHUYHHU TMOJOOpEHHS.
CrneuupuyHuTe LEJIH HA IPEIT0KEHUS MOJEI Ca:

o Jla ce OTroBOpM Ha CHBPEMEHHHUTE TEHJCHIIMU KbM JIUTUTAIU3ALIMS,
aBTOMaTH3aIs U POOOTU3AIIUS B XOTEIICKHUS CEKTOP.

o Jla 3amo3Hae xopaTa ¢ HOJI3UTE OT UHTETPUPAHETO HA TEXHOJIOTUH.

o Jla ce ocurypu (QuHaHCOBa MOAKpeNna OT CTpaHa Ha JbpkKaBaTa 3a

HOZ[O6p$IBaHG Ha MECTaTa 3a HaCTaHABaHC C TCXHOJIOT'HUH.

o Jla ce onTuMHU3Upa IPOLECHT Ha paboTa B XOTEJHTE.
o Jla ce ctuMynupa KpeaTUBHOCTTA B XOTEJICKUS OpaHILI.
o Jla ce n3mos3BaT XOTEJICKUTE TEXHOJIOTMHU KAaTO CPEACTBO 33 MPUBJIMYAHE

Ha MMOBCYC YYXKJICCTPAHHU TYpHUCTH.

o Jla ce no0aBST TYpPUCTHMYECKH NPEKUBSIBAHUS B MOPT(OIMOTO Ha

XOTCJICKUTEC YCIIYTI'U.

39



przoofceHue HA HosUmMeE nexnojlocuu 6 xomeauepcmeomao

 XOTET |

[enHocTr npenu

IMPHUIIOKCHUC HAa HOBUTC

JlelicTBus 110 Bpeme
Ha [PUII0KEHUETO

Crparernuecku MepKu
clle/l IPUIIOKEHHE
Ha HOBUTE TEXHOJIOTUU

TEXHOJIOI'nn
L Ha HOBUTEC TEXHOJIOI'NN
I i I ’_|
AHanms Onenka IMoaroroska - ~
y— Ha Bb3MOXXHOCTHUTE e « TInan
Ha NeCTUHALUATA 3a HHTETPUPAHE.
* MapkeTuHr
U peKJiaMa.
* [Tonynspusupane.
* bananc Mexuy
C Tupcerie ) (. [IpoyusaHe ) (+ Onenka ) XOpa 1 TEXHOJIOTUH.
. CLEH are HA MECTOMOI0KEHHETO. Ha CBCTOAHHCTO * TTonutrka
Ha HH@% Marus * Cpbupane H?/IXOTeHa' U IIPaBUTEJICTBEHO
. OHCHK&II) ' Ha HH(popMmarus STOTBAHC OTHOLLICHHE.
OTHOCHO Ha Ipe1BapHTCITHH + dunaHCHpaHe
Ha HarJIacuTe (1)I/IHaHCOBI/I
TYPUCTUYECKUTE U y4acTHe
Ha TYpUCTHUTC. o IOKJIaaH.
« 1136 JICHHOCTH, B IIPOCKTH.
300p Ha neseBa TDAKTHKYBAHH * 300p Ha 3BeHA e
ay IUTOpHSL. parpiys B XOTena HLYPHOCT
)\ B AecthHaumATa. ) : 1 3aIUTa.
KOUTO UMarT Hy»KJa o VlHBeCTILII
OT ONTHMU3AIIHSI. COTHITAM,
« Tlpomsina N [TapTHBOpCTBA. )
B IIEHOBATa
MOJIUTHKA.
* [ToaroroBka
1 o0ydeHue

\_Ha CITY)KUTEIUTE.

J

]

CHCTOSTHHE.
* BrirouBane Ha xoTena
B TYPUCTHYECKH TTAKETH.
* UsrpaxxaaHe Ha OiaronpusiTHa
cpela 3a HHBECTHUITHIH.
* M3non3BaHe Ha TEXHOJIOTUUTE
3a Obp3a M Ka4eCTBEHA yCIIyTa.
» Cp3/1aBaHEe HA TEXHOJIOTHYEH
MMUJDK Ha IECTHHANINATA Ha
MECTHO U MEKIYHapOAHO HHUBO.
* [IpomoTHUpaHe Ha XOTea Npes
YyX/AE€CTPaHHU TYPHUCTH.
* MapKkeTHHT U peKyiama.
* M3roTBsiHe Ha MPOMOLIMOHATTHU
MaKeTH 32 MECTHU TYPHUCTH.
» KoMOuHMpaHe Ha TEXHOJIOTUYHUS
XOTeJN ¢ OOEKTUTE U aTPAKIIUUTE,
QaMI/IpaHm C€ B JJ€CTHHALIMATA.

®urypa Ne 10. ABTOpOB Mo/eJ 32 NPUJI0KEHHE HA HOBHTE TEXHOJIOTHHU

B XOTEeJIHEPCTBOTO

H3mounuk: CucremMarnsanus Ha aBTopa

K ITomoOpsiBaHe HA XOTEICKOTO \
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HMoamaparpagd 2.3. ,IlpujiokeHrne Ha aBTOPOBHS MOAeJ B XO0TeJ
HNurepkontunenrtan, Copus, brarapua“ nsciensa Bb3MOKHOCTUTE 32 PUIIOKEHUE
Ha npeacTaBeHus Moaen B xoren MHrepkonTHHEHTaNl. [locnenoBarenHo ca moco4eHu
CTBIIKMTE 3a MHTErpUpaHe Ha MoOjejla Ha NpakTuka. Pasrienanu ca HeoOXOAUMMTE
JEMHOCTH TpEeIu U MO BpPEME Ha NPWIOKEHUE HA HOBUTE TEXHOJOTHH B XOTENA U
CTpaTEeru4ecKuTe MEpKHU ciiel ToBa. IIpencraBeH € npuMepeH IJIaH 3a MHTerpupaHe
HA TEXHOJIOTMYHH cpeacTBa B XoTes 1 UHTepkoHTHTEHTAN. [loKa3aHaTa Ha (urypa Ne
11 cxema, ce 6a3upa Ha W3BEIEHUTE PE3yJTaTH OT AHKETHOTO NpoyuBaHe. T4 ciensa

JIOTHYCCKarTa nmocjacaoBaTCIHOCT Ha MOTCHIUAIHO MPUITOKCHUEC HAa TCXHOJIOTUUTC.

4 N\ 7

» Knock cucremu e 'macoBu aCUCTECHTH
3a CaMOpErucTpanua e e Cucrema
U HACTaHsBaHE /,,/. NN 3a aBTOMAaTHYHO
* TexHonorus o ™ peryanpase
3a JINLIEBO y. " Ha OCBETIIEHUETO,
pasro3HaBaHe 1. ®pont e \  My3HKara
v . Cran
oduc/Doaiie, U TeMIiepaTypara
e Penenus/ e B CTaATa
TN
4. Cextop 3. Otnen
»XpaHa 1 ,» XOTEJICKO
HAIIUTKHU" JTOMaKHHCTBO

* [TouncrBamu
* Jlurutanau kopu poGoTH

3a CMCT

e Cucremu
e Cucremu 3a JUTHTAITHA
3a MHBEHTapHU3alus _ { WHBEHTapU3aIUs

\

®urypa Ne 11. [1ian 3a UHTEerpupaHe HA TEXHOJIOTHHU 110 ABTOPOBHUS MOJIeJl
B XoTes1 UHTepKOHTHHEHTAJ
Hsmounuk: CucremaTuzanys Ha aBTopa
Tpern naparpa¢ npenara HaCOKM U NPENOPHKHU 32 MPUIOKEHUETO HA HOBUTE
TexHosioruu B xorenure B boirapus. [lognaparpad 3.1. ,,Hacoku 3a npuiioxenue Ha
HOBHMTE TEXHOJIOTHM B XOTeJMepcTBOTO B bhirapusi upe3 HacbpyaBaHe Ha
NMPOEKTHU MHUIUATHBU* CTPYKTYPHpA UJIEH 3a MOJ00PSIBAHETO HA XOTEJICKHUSI OU3HEC
Ype3 TEXHOJOTMYHU HOBOBBBE/ICHUS. BHUMaHUETO € HACOYEHO KbM BB3MOKHOCTHUTE,
kouto EC mpegocTtaBst Ha bbearapus 1o OTHOIIEHHE MPUIIOAKEHUETO Ha TEXHOJIOTUU B

XOTCIUTC.
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ABTOpPBT HacO4YBa BHUMAHMETO BbPXY MHHMLIHMATHBHMTE, KOUTO EBpomnenckust
cpto3 (EC) mpeampuema 1o OTHOIIEHHE MPWIOKEHHUETO W Pa3BUTUETO Ha HOBH
texHosornu. HeornaBua, EBpomnelickata kxomucusa mnpue nporpamara ,Ilugposa
EBpona* (Digital Europe). Ts e mocBeTeHa HA pa3uupsa8anemo u y8eiudasanemo 00
MAaKcuMyM Ha noasume om yugposeama mpancpopmayus’.

KbM MoMeHTa, B bbarapus nma usrpajaeH npoekT Ha Hamumonanna mporpama
LludpoBa bbarapus 2025“. C Hes ce UenM MOOJepHU3UpPAHE U NOBCEMECHHO
8bBENHCOAHEe HA UHMENUSEHMHU peuleHUsl 8b8 GCUYUKU cgepu HA UKOHOMUKAma u
coyuannusa oicueom. TO3W TPOEKT € KIIOUYOB 32 CEKTOpa Ha HACTaHSBAHETO.
XOTenMePCTBOTO € HEM3MEHHA YacT OT TypHU3Ma, a TOM OT CBOSI CTPaHa € Hal-TOJIEMUST
KaTaJIn3aTOp HAa HMKOHOMUYECKM IIOTOLIM M C€ OCHOBaBa Ha YOBELIKHUTE
B3aUMOOTHOIIEHHS?,

[Ipe3 mocienHuTe TOAUHU, TEMATa 3a YCMOUYUE MYpuU3bM 3aeMa LEHTPATHO
MSICTO B MOTPEOUTEIICKUTE MPEANOYUTaHUS. XOTEIUEPCTBOTO MO CBOSATA CHIIHOCT €
KOHCYMATOpP M BpelIHMTesl Ha okojaHara cpega’. Cropen noknan Ha CeeToBHaTa
opranm3anus o typusbM kbM OOH ot 2018 roguna, xotenute ca oTroBopHU 3a 1%
om 2nobannume emucuu Ha napHuKosu 2azoee’. 3a yenume na usciedsamemo, ca
pasriienann EBpomneiickara 3ejqeHa caejaka, MexaHusMbT 3a Bb3CTAHOBSIBaHE M
ycroiitunBocT U nporpamata InvestEU. Cnopen aBropa Ha qucepTauMOHHUA TPYI,
XOTEJINEPCTBOTO MMa Bb3MOKHOCT J1a C€ BB3I10JI3Ba OT (PMHAHCHPAHE I10 TE€3U MPOCKTH,
C LIeJl HAMAJIIBaHE HA BPEHOTO BIMSHUE HA XOTEJICKUTE YCIYTH BBPXY OKOJIHATA CPENA.

EBponeiickusatr couuajed ¢oHA € CbhIIO TOJKOBA BaxeH (PUHAHCOB
MHCTpyMeHT. Tol ce rpwxu 3a mojarnomMaraHe Ha paOOTHUTE MecTa U YMEHHSTA.

OOpbiaiiky BHUIMaHUE Ha TpaBaTa Ha XopaTra, c€ Ch3JaBa COIMAIHO MPUOOIIABAIIO0

L https://www.mtc.government.bg/bg/category/273/programa-cifrova-evropa-2021-2027,  fnocTelieH  Ha
10.06.2022.

2 MuUHMCTEPCTBO Ha TPaHCNOPTa, MHPOPMAIMOHHHUTE TEXHOJOTMH M ChoOLIEHUsTa Ha PemyOnuka Buirapus,

Hanuonanna porpama »Lnpposa Bboarapus 2025%, Codus, 2019, c.8
https://www.mtc.government.bg/sites/default/files/uploads/it/cifrova_bulgariya_2025.pdf, JOCTBIIEH Ha
10.06.2022.

3 Parusheva, T., Gotseva, K., Application of New Technologies for Create Sustainable Hotel Accommodation,
Yearbook of Varna university of management, 18th International Scientific Conference on the topic of “The
information technologies in the education, business and tourism”, July 11 — 12th, Publisher: Varna University of
Management, Dobrich, Volume XV, 2022, p. 128-135.

4 UNWTO, UN Works with Global Hotel Industry to Reduce Emissions, https://unfccc.int/news/un-works-with-
global-hotel-industry-to-reduce-emissions, nocrbnen xa 10.06.2022.
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o0mectBol. YcraHoBeHH ca JBa KIIOYOBH MOMEHTA, TACHO CBBP3aHU ChC COLMAIHHS
acrmeKkT BbB Bpb3KaTa C XOTEJCKUTE TexHojoruu. OT elHa cTpaHa, XopaTa WU3MHUTBAT
cmpax om HO8o8vbeeoenusma. OT apyra CTpaHa, XOTEIMEPCTBOTO C€ H3MPaBs MPe.
NPEIM3BUKATEICTBOTO Ja HAMEPU K8AIUDUUUPAH U MEXHOI0UYHO, U KOMHIOMBPHO
2pamomen nepcoHall.

AKIIEHT € MOCTaBEH BbpPXYy KOHKYpca ,,Hayka ¢ Obgeme 2%. Toii e yacT ot
nporpama ,,Ciaeapamure 10 — B mogkpena Ha 3HAYMMH HJeH Mpe3 cjaeIBalIUTe
aeceT roaiuHu B bbarapusa”. @okychT € B 00J1acTTa Ha pobomuzupanume cucmemu,
U3KYCmeeHUus uHmenekm u Hogume mexHonrocuu. DOHIANUATA THPCH TNPOESKTHU
MPEJIOKEHNS Ha W3CJIENOBATENM, YUYCHH U HH)XXCHEPH, KOUTO Ja HMMAT peajieH U
u3MepuM edekT 3a OusHeca. JloOpe e, Te Ja pemaBar ChIIECTBYBAIU MPOOJIEMHU OT
OOILECTBEH UHTEPEC, KAKTO U 1a UMAT BHCOK MOTEHIIMAN 3 BHEJPABAHE B IIPAKTUKATAZ,

Hoanaparpa¢ 3.2. ,,Ilpenopbku 32 NPUI0KEHHNETO HA HOBUTE TEXHOJIOTHH
B XOTEJIHEPCTBOTO* OTKPOSIBA MPENOPHKUTE 32 MPUIIOKEHUETO Ha HOBUTE TEXHOJIOTUH
B XorenuepcTtBoTo. OO0bpHATO € CHEelUaJHO BHUMaHue Ha Llugposus nian 3a
xomenuepckama uHoycmpus 6 oOecmunayus Cuwneanyp. Toill € HONBIHEH OT
Pvrosodcmeomo 3a xomencku mexuonozuu na Cuneanypckama Xomencka acoyuayus’.
N3Benenu ca kirouosu npenopvku, CIOpel pas3riiekIaHUTe U3TOUHUIIH.

ABTOPBT HAa /JAUCEPTAIMOHHMS TPyA CMsITa, Y€ 3a Ja Ce BbBeaaT
TEXHOJIOTUYHUTE TOJOOpEHUsT YCIemHO B  OBIATapcKOTO  XOTEIHUEPCTBO, €
MPENOPBbUUTETHO J1a C€ CBh3JANe NIAH 3a pa3sumue Ha XOMeICKUme MmexHOA02UU 6
bwneapusa. CucremMatu3supany ca aBTOPOBH NMPeNOPBKHU 32 MPUIOKEHUETO HA HOBUTE
TEXHOJIOTUHU B XOTEIMEPCTBOTO B bbarapus, OCHOBaHM Ha MPEICTABEHUTE IPUMEPH 3a
Cunranyp. Te ca HACOUEHHM KbM JIBE TPYIH — Xomenume U ObPHCAGHOMO YNpasieHue.
IIpenopvrkume xvm nvpeama epyna ca:

e CruMynupaHe Ha CbTPYAHUYECTBO B CEKTOPA.

e [IpuBiMyaHe Ha UHBECTUTOPU OT MEKIYHAPOIHHU M1a3ap.

! Tlenuena, A., TIpeanpueMadecTBo B TypucTUdecKus 6usHec, Asanrapa Ipuma, Codus, 2014, c. 148.

2 https://sm.government.bg/page/118-aktualni-otvoreni-proceduri-po-op-i-drugi-iztochnici,  goctemen  Ha
10.06.2022.

3 Singapore Hotel Association, https://www.scribd.com/document/481952539/Smart-Hotel-Technology-Guide-
2019, noctrnen Ha 10.06.2022.
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e (Cp3naBaHe Ha MH()OPMAIIMOHHU KaMIIaHHUH.

e [IpoBexxnane Ha OOyUYEHUSI U CEMUHAPHU.

Ilpenopvkume Kvm 0vbporcagHoOmo ynpasieHue ca:

e OcwurypsiBaHe Ha MOJIKpena OT BJIACTTa.

e (Cpb3raBaHe HAa paMKa, MO KOSATO XOTEJIHMTE J1a C€ CTapasT Ja MOCTUTHAT
CBBBPIICHCTBO.

e [lomoOpsaBane Ha nocThIIA 10 HH(MOPMAIIHS HA XOTEIUTE.

e CrumynupaHe Ha UHBECTUIIMUTE B TEXHOJIOTHH HA YaCTHUS OU3HEC.

e IsrpaxaaHe Ha CBTPYJHUYECTBO C HAYYHO-M3CIEAOBATEIICKA NHCTUTYLIMU
(opranu3upane Ha KOH(EPEHIINU, CHMITO3UYMH, CPEIITH U JUCKYCHH).

Hoanaparpa¢ 3.3. ,,IlepcnekTuBy npea TeXHOJOTHYHOTO XOTEJIHEPCTBO B
boarapusi B ycjJoOBHATa HAa HeENpPeABUACHU CUTyallud (maHAeMusi, BoOiiHa)“
pasriaexaa MNEepCleKTUBUTE Nped TEXHOJIOTUYHOTO XOTEJIMEPCTBO B YCIOBUS Ha
HENpeIBUJIEHN CUTYyalluM, KaTro NaHjaeMmus, BoiWHa u OenctBus. [locouenu ca
MpEAN3BUKATENICTBATA MPEJ TYPUCTUUYECKATA MHIYCTPUS Mpe3 MOCICAHUTE TOAUHHU.
JIuckyTHpaHu ca Bb3MOKHOCTUTE, KOUTO TEXHOJIOTUUATE Pa3KpUBAT 34 XOTEIIUEPCTBOTO
B bbiirapus no Bpeme Ha Kpusa.

XOTEINepCTBOTO € CUNHO YA36UM OusHec, KOUTO ce HyXKJae OT IOCTOSHHH
IIPOMEHU, KOUTO Ja ro noaabpxar. HoBure TexHOIOrMM ca MOAXOAAIIO CPEACTBO 3a
IIOCPEILIAHE HA MHOKECTBO NPEAU3BUKATEIICTBA B CEKTOpa. Te comarar 3a cbh3/aBaHe
Ha ycmotiuuea mapkemunzoea cmpamezusi. ChIIO Taka ce MPEeBPbIIAT B cpedcmeo 3a
cmabunuzupane u mpancgopmupare Ha peyamamume OT IpoodiieMa.

[IpencraBenu ca AeCTBUA 32 MPEOA0JIsIBaHEe HA eeKTUTE OT MAHAEMHUATA U
BOMHATA BbPXY XOTEJHEPCTBOTO. Te€ ca KakTo CleaBa:

J WuBecTrpane B HMHTErpupaHd IUIaTGOPMHU 3a OHJIANH pe3epBaluu U
LIEHTPAJIU3UPAHN CUCTEMH 32 KOMYHHUKAIUS.

. [IpomMsHa B mporpamure 3a JIOSTHOCT.

. OcurypsiBaHe Ha COKOWHa (hpu3nuecka cpefia 1 KHOepCUrypHoCT.

TeXHONOTrMYHUAT KalaluTeT, KOWTO TOCKOPO Ce € CYUTAI 3a I00aBeHa CTOMHOCT
KbM YyCiyrara, cera € €JHO OT HW3MCKBAaHMATa Ha rocrure. Te3m XoTenu, KOUTO

TpaHCcPOpMUPAT CBOUTE MPOLECH, CA YCMOUYUBU HA NA3Apa N UMAT 000pu NO3UYULU.
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3akiloueHune

MHoro iecTUHAIMU U OTJICITHU XOTENIM OCh3HAXa CHJIATa HA HOBUTE XOTEJCKHU
TeXHOJIOTUM. Te JOMPUHACHT 3a cb30a8ane Ha UOEHMUYHOC T HOO0OPA8AM UMUONCA
KaKTO Ha MECTaTa 3a HaCTaHsBaHE, Taka U Ha MECTOMOJI0KEHNUETO, KbJIETO CE HAMUPAT.
HoBOTO TeXHOIOTMYHO XOTEJICKO HACTAHSBAHE BCE OIE € B €Tal Ha pa3BuTHE. 10 € B
KOHTPACT C pa3dHpaHeTo, Ye Ha-BaXKHOTO B XOTEIUEPCTBOTO € Bph3KaTa MEXIY TOCT
Y JOMakKWH. Bbrpeku de ToBa TBBpICHUE € BaJTUIHO, TO OMBa U3MECTEHO OT CTpEMEKA
KbM 0bp30, KayecmeeHo N 0Oe3KOHmaxkmHo oocayiceane. CbBPEMEHHUTE XOTEICKHU
MOCETUTEIH Cca YacT OT MOOMIHOTO MOKOJIEHUE, KOETO M3I0JI3BA MOYTH HEMPECTaHHO
TEXHOJIOTHH.

HoBoBbBeneHHsITA TPUAOOMBAT HOB CMHCHI B CEKTOpa Ha oOciyxBaHeTo. Te
MIPUTEKABAT MHOXKECTBO TOJIOKUTEITHA B OTpHUIaTeIHN YepTu. [Ipenu3BukarencTpara,
KOUTO CTOSAT TMpEea XOTEJICKUS Ou3Hec, Morar JIieCHO Ja OBJaT MpeoJI0JIeHH,
OnarojjapeHre Ha NMPOEKTHTEe 3a TEeXHOJOTrHYHa omTuMmm3amus. Yact ot mobpute
CTpaHH Ha BBBEKIAHETO HAa TEXHOJOTHU B XOTEIUEPCTBOTO Ca NOBULUUABAHEMO HA
YCMOUYU80CMma, NPUSIULAHEMO HA nogeye NapuiHu cpeocmed, ONMUMUUPAHemo Ha
pabomuus npoyec U N000OPABAHE HA KAYeCMBOMO HA 0OCIYHCEAHE.

JlucepTalluOHHUAT TPy aHATU3Upa U CUHTE3UPa TEOPEeTHYHH MOCTAHOBKH U
eMIUPUYHU JAHHM OTHOCHO TIPWIOKCHHETO Ha HOBHUTE TCXHOJIOTHMH B
XOTEJIMEePCTBOTO. 3a IeJINTE HAa HAYYHOTO M3CIIe/IBaHE, BHUMAHUETO € HACOYCHO BHPXY
MIPOBEJICHO MPOYYBaHe CPel PECTOHAEHTH M eKCIePTH B 00/1aCTTa HA XOTEJICKHUS
ousHec. IlocoueHn ca MeroaWKaTa M HWHCTPYMEHTAPUYMBT HA EMIIUPUIHOTO
u3cneaBane. OTKPOCHH ca MOTHMBUTE 3a M300pa Ha JBaTa METO/a 3a MPOBEXKIaHEe Ha
MPOyYBaHETO. ABTOPBHT HA JUCEPTANMOHHUS TPy MPOyYBa HArjacUTe, MHCHUATA U
MOBEJACHUETO HA TMOTPEOMTENIUTe Ha XOTEJICKH YCIYrH TO0 OTHOIIEHHWE Ha
TEXHOJOTUYHHUTE TPAHCPOPMAITUU B XOTEIIHTE.

CucremaTuzanusTa Ha pe3yJITaTUTE OT M3CIICBAHETO, HU JlaBa OCHOBaHUE Ja
TBBHPJIUM, Y€ OCHOBHATA 11€J1 HA THCEPTAIMOHHMS TPy e mocTurHara. [loctaBeHure
KOHKPETHHU M3CJICIOBATEIICKH 33J1a4M ca M3MbJHeHH. OCHOBHATA Te3a W U3 IUTHATUTE
3 pa0boTHM XUIIOTe3M ca A0Ka3aHU. Pa3paboTeH € aBTOPOB MOJEI 3a MPHIOKEHUETO

Ha HOBHUTEC TCEXHOJIOTHH B 6’I)J'Il"apCKOT0 XOTCIUCPCTBO. CHGHI/IaHHO BHUMAaHHE €
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OTIeNIeHO Ha (OPMYIHPAHETO HA JEHCTBUSA M CTPATETHH 32 YCIEIIHOTO MHTETPUpPaHE
Ha HOBOBBBeAeHMATA. C 1€ Ch3JaBaHEe Ha I10-5CHA KOHLENIUA 3a M3II0I3BAaHETO Ha
MOJZIEJIa, aBTOPBT H3CIECABA BB3MOXXHOCTUTE 3a HErOBOTO NPWIOKEHUE B XOTEN
Nurtepkontunentan, Codust, barapus.

3a yCHemHOTO MHTErpUpaHe Ha MOJENA, Ca OTKPOCHM KOHKPETHH HACOKU U
IPENOPBKU 32 NPHJIOKEHHME HA HOBHUTE TEXHOJOTHM B XOTEJIHEPCTBOTO B
nectuHanusa bbarapus. B cuctematusupan Bua Te€ Morar ga ObaaT oOOOIIEHH IO
CJIETHUS HAUMH:

e CruMynupaHe Ha H3IBJIHEHUETO HA INPOCKTHH HWHUIMATHBH, KOWUTO [a
MOJIKPETIAT MPUJIOKEHUETO Ha TEXHOJIOTUHU B OBIATapCKUTE XOTENN Ype3 U3TpakIaHe Ha
TEXHOJIOTUYHA CTAOMITHOCT B CEKTOpa U MOTHBHUPAaHE KbM PEATHU3UPAHETO HA UJIEH.

e [loompsiBaHe Ha CBHTPYJHUYECTBO M MAPTHBOPCTBA; NPUBIMYAHE Ha
MHBECTUTOPHU Ha MEKyHAPOJHHMS Ma3ap; Ch31aBaHETO Ha MH(OPMALIMOHHN KaMITaHUH,
o0yuyeHHsI U1 CEMUHApH, KAKTO U OCUTYPSIBAHETO Ha MOJAKpEIa oT JbpKaBHATa BIacT ca
caMo 4acT OT IPENOPHKUTE 3a YCIEUIHO MPHIIOKEHHE Ha TEXHOJIOTUUTE.

e VYckopsBaHE Ha IIpoLeca IO BHEAPABAaHE HAa TEXHOJOTMYEH ULIUT B
olepanuuTe, KOUTO ca Hail-uecTo u3noi3BaHu. Llenra e ocurypsiBane Ha CIIOKOMCTBHE
Ha TOCTHTE B YCJIOBHsI HA HEMPEIBHICHHU CUTyalMu Kato nmanaemusra ot Covid-19 u
BOWHATa B YKpaiiHa.

B 3akirodenne mMoxkeM Ja 0000IMM, Y€ ACHHOCTUTE 32 MPUIIOKEHUETO Ha
HOBHTE TEXHOJIOTUHU B OBJITapCKUTE XOTENU ca MHOKeCTBO. Cbh3/1aBaHETO Ha NMPABUIIHU
CTpaTeruuecky MEpKH € OCHOBa 3a ycrex. [lo3HaBaHeTO Ha MOTPEOHOCTUTE, HArJacuTe
Y MHEHMSTA Ha TYPUCTUTE OTHOCHO TEXHOJOTMYHOTO XOTEJCKO HACTAHSABAHE € BaXKHO
3a MeHuKbpUTe. Taka ce u3rpaxjaa KOHKYPEHTOCHOCOOEH MHPOJYKT ¢ aoOaBeHa
cToitHOoCT. [[ITaBHOTO BBbBEXKJaHE HA MPOMEHUTE rapaHTUpa CIIOKOMHOTO UM ITPUEMAHE
KAaKTO OT FOCTHUTE, TaKa U OT CIyKUTelIuTe B xorenute. CleaBaHETO HAa CBETOBHUTE
TEHJCHIIMM W THhPCEHETO HAa HOBM HAUYMHU 3a OTTOBOpP Ha IMpeAM3BUKATENICTBAaTa B
Ou3Heca, ca KIIIOYOBH 3a JOCTUTaHE HAa HOBM HHBA Ha reyanda, yJOBIETBOPEHOCT U
KadyecTBO. bl KaTO XOTEIUEPCTBOTO € €IMH OT OCHOBOIIOJIATAIUTE CEKTOpU B
TypHU3Ma, ONITUMU3UPAHETO Ha 00CTYKBAHETO BOJH JI0 MOA0OPEHUE B MKOHOMHUYECKOTO

CBbCTOAHUEC HA JCCTHUHAIIUATA.
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IV. CITIPABKA 3A ITIPUHOCHUTE B IUCEPTALIMOHHUA TPY ]

Kato pe3ynrtaT oT U3BBpIIEHATa MPOYYBATETHA, U3CIEIOBATEIICKA U EMITUPUIHA
paboTa 1o IUcepTallMOHHUS TPY/I, OTKPOSBAME CIICTHUTE HAYYHU U HAYYHO-NPUTONCHU
NPUHOCU

e Bwb3 ocHOBa Ha MOAPOOEH ITUTEPATypeH 0030p, ca ONpeAesieH! ChIIHOCTTA U
cnenuduKkara Ha XOTEJIMEPCTBOTO WM HOBUTE TEXHOJOTWMHU. M3BeneHu ca aBTOPOBH
neUHUIIMN 3a XOTENUepcTBOTO (erasa 1, napacpagp 1) W 3a TEXHOJIOTUUHUTE
Tpanchopmanuu (ernasa 1, napaepag 2). llpencraBena e aBTopoBa KiacuduUKaIus Ha
HOBUTE TEXHOJIOTUH (enasa 1, napazpagh 2).

e [lpoyueHa u wu3scienBaHa € Bpb3KATa MEXIy HOBUTE TEXHOJOTHH U
XoreauepctBoTo (ernasa 1, napaepagh 3).

e Ha (a3a Ha W3BBPIICHU aHATU3 U OIIEHKA, € MIPEICTABEHO MPUIIOKEHUETO Ha
HOBUTE TEXHOJOTUU B XoTenuepcTBoTo B Anonus, Kurtait u FOxna Kopes. OTkpoen e
MOTEHIIMAIBT Ha bBArapus KaTo AECTUHAIMS C TEXHOJIOTWMYHH TpaHCPOpMAIHH B
XOTEIMEePCTBOTO (2nasa 2, napaecpagu 1 u 2).

e Pa3paGoreH e aBTOpPOB Mojied 3a MPWIOKEHUE HA HOBUTE TEXHOJIOTHH B
XOTEIHEPCTBOTO (enasa 3, napacpag 2).

e @dopMynHpaHU ca HACOKH U MPETMOPHKH, U Ca OYEpPTAaHU MEPCIEKTHBHU 3a
MPUIIOKEHUETO Ha HOBUTE TEXHOJOTMH B XOTEIHMEPCTBOTO B JeCTHHAIUs bhirapus

(enasa 3, napaepagh 3).
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VI. IEKJIAPAIIUA

Jlexnmapupam, 4Ye JOUCEPTALUOHHUAT TPYL ,lIpuioskeHue Ha HOBHTE
TEXHOJIOTHM B XOTEJHMEPCTBOTO” € M3LsUI0 aBTOPCKU MNpoAyKT. Ilpm Herosoto
pa3paboTBaHe HE ca IMOJ3BAHU YYXAU MyONIHKaluu U pa3pabOTKH B HapyIICHUE HA

ABTOPCKHUTC UM IIpaBa.
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I. GENERAL CHARACTERISTIC OF THE DISSERTATION WORK

In today’s globalized world, transformations in tourist attitudes are palpable. In
the years during the Covid-19 pandemic, there has been a trend towards secluded, secure
and safe accommodation has taken hold. In an uncertain and challenging environment,
the hospitality industry faces very strong competition in terms of prices and services.
The goal of hotels is to attract every potential guest. The observed trends in recent years
are related to the accelerated application of technological improvements in
accommodation. This helps to keep the workflow running smoothly as well as ensure
high customer satisfaction.

1. Relevance and significance of the researched topic

The relevance and significance of the chosen topic are explained by the fact that
accommodation is one of the main services in tourism. Hospitality combines the
satisfaction of three of the basic physiological needs of a person — food, sleep, and
drinks. When it comes to the modern form of hotel accommodation, the emphasis is on
the experience. Good, fast, and quality service are the main points that motivate tourists
to visit a place. In recent years, there has been a trend toward the use of more and more
technology. The aim is to improve the supply process so that the needs of consumers are
fully met.

In their daily life, every person uses a smartphone or a computer. People are used
to the convenience that electronic assistants offer. For this reason, there is an increased
demand for any type of digitization. In addition, the fear of the Covid-19 pandemic has
contributed to the need for physically distanced accommodation, which has been
achieved through various technologies. Sustainability is also a topic that takes center
stage in the hospitality industry. Innovations are accepted as a means of building an
environmental policy.

The present study examines several questions about the specifics of the
application of new technologies in hospitality. It found that hotels are looking for ways
to digitize key units. The goal is to optimize the workflow and increase visitor
satisfaction. One of the main aspects of the introduction of technology is the

preservation of the identity of hospitality. Given the fact that it is mainly based on the
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relationship between guest and host, the integration of innovations follows the interest
of three groups — managers, employees, and customers.

The dissertation offers an up-to-date view of the emerging trend of
individualization and digitization of hotel service. The research interest is aimed at
revealing the dependence that is emerging between new technologies and hospitality.
The modern tourist is highly mobile and with extensive technological experience. It is
also environmentally responsible and seeks solitude. The younger generation of
travellers prefers to have choices and use electronic aids during their stay. Therefore, it
IS necessary to create an individual approach for each visitor.

By better understanding guests’ technology needs and attitudes, hotels can gain
many loyal customers. It is important to pay attention to technological continuity, both
on the part of tourists and staff. In this regard, the importance of the more in-depth study
of the possibilities of applying new technologies in hotels is emphasized. It is necessary
to point out that the literature on this topic is insufficient. Therefore, it is good that the
research interest is aimed at enriching the information regarding the studied problem.

The choice of the specific topic is dictated by the experience of the researcher
in hospitality and high-tech hotel accommodation companies. The rationale is also based
on the growing importance of technological transformations in creating competitive
advantage, business recovery, and local economies.

Individual motives are related to the opportunities for the timely identification
of essential elements and key stages in the application of new technologies in hospitality.
An important part is the achievement of scientific and scientific-applied results that will
serve to deepen the knowledge of the researcher and for career growth.

2. Object and subject of the research

The object of research in the dissertation is new technologies as part of the hotel
business. The subject of research is the application of new technologies in the hotel
industry (see Figure Ne 1).

3. Main objective and research tasks

The main objective of the dissertation is to investigate the possibilities that new
technologies offer to hospitality and, on this basis, to develop a model for their

application in the hotel business in destination Bulgaria.
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The achievement of the main goal is achieved by solving the following specific
research tasks:

e examination of the theoretical foundations and definition of the essence and
specificity of hospitality, and new technologies;

e research on the relationship between new technologies and hospitality;

o analysis and assessment of the application of new technologies in hospitality
in leading world destinations and Bulgaria;

o development of an author’s model for the application of new technologies in
hospitality;

e formulating guidelines and recommendations and outlining the prospects for

the application of new technologies in hospitality in Bulgaria.

4

» New technologies as part of the hotel business.

Object

* The application of new technologies in the hospitality industry.

X

Subject

* To investigate the possibilities that new technologies offer to hospitality
N\ and, on this basis, to develop a model for their application in the hotel
Objective| business in destination Bulgaria.

<

<

Figure Ne 1. Object, subject, and purpose of the dissertation
Source: Author’s systematization

4. Research thesis and working hypotheses

A fundamental thesis on which the research is based states: new technologies in
the hospitality industry are a key factor for the success of the sector in the 21 century.
The creation of strategic actions and measures for the application of innovations
depends on the speed of people’s adaptation to them.

For this purpose, the following working hypotheses are formulated, the proof or

rejection of which will serve as the basis for developing an author’s model, guidelines,
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and recommendations for hotels:

Hypothesis 1 — New technologies are a tool for the development of hospitality
and increasing the quality of services.

Hypothesis 2 — New technologies have a positive impact on hotel services in
every destination in the world.

Hypothesis 3 — The application of new technologies stimulates the development
of hospitality in destination Bulgaria.

5. Research methodology

To achieve the purpose and the tasks defined in the dissertation is used to a set of
research methods and approaches. They are induction and deduction, analysis and
synthesis, historical method, comparative analysis, statistical and descriptive methods,
observation method, questionnaire survey, and in-depth interview method.

The developed survey with closed questions was distributed among potential
tourists with the help of hotel websites and social networks in the Bulgarian and English
languages. Participants in the survey are Bulgarian and foreign tourists.

In-depth interviews were conducted with the managers of several
accommodation facilities, department managers in high-tech hotel companies as well
as companies specializing in hotel audits. The results are based on an analysis of their
opinions and opinions regarding the application of new technologies in hotels.

The complex empirical research was carried out in the period from April 1, 2022,
to July 31, 2022. In-depth interviews were conducted in the same period. The main
motive for choosing the indicated time is to cover the spring-summer season as a key
moment for tourist trips in Bulgaria and the dissolution of the restrictive measures
related to the COVID-19 pandemic.

The results of the complex study are summarized and analyzed. In presenting the
findings from the survey and in-depth interviews, the author depicts the data using
qualitative indicators and quantitative expression of information. It is presented in
tables, figures, and graphs to facilitate their analysis and visualization.

6. Main limitations and problems

In order to achieve targeted and well-grounded results for the dissertation work,

the following restrictions are set:
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e Due to the insufficient number of in-depth scientific studies in the Bulgarian
language on the issues of the application of new technologies in the hotel industry, the
research is mainly based on the achievements of foreign authors.

e Due to the desire to derive correctly argued goals and tasks, the time factor
also appears to be a limitation in front of the object of scientific research. Timeframes
are also indicated that cover the period from 2018 to 2022 for the collected statistics and
that from 2023 to 2050 for the proposed guidelines and recommendations.

e Empirical research is subject to limitations reflecting the individual plan of the
doctoral student. The running period is April 1 - July 31, 2022.

7. Sources of information provision

The sources of secondary information include a large number of specialized
scientific developments and works. Recently published articles in the Journal of
Tourism and Hospitality, Tourism Management, International Journal of Engineering
and Technology, and Current Issues in Tourism were studied. The literary sources used
by the author during the period of conducting the scientific research can be systematized
into the following groups:

» monographs and scientific works by Bulgarian and foreign authors, examining
the problems of hospitality and the application of new technologies;

» specialized publications of tourist organizations and research agencies;

» statistical publications;

« dissertations, journal articles, and scientific reports from regional, national, and
international conferences;

* information from the Internet;

« the author’s research regarding the issue under consideration.

To collect the primary information for the purposes of the development, a
survey was conducted among 347 respondents, as well as formal conversations with
representatives of the hotel business during the in-depth interviews.

8. Scientific novelty and usefulness

The dissertation work is characterized by a scientific and scientific-applied
character. The analyzed issue of the application of new technologies in the hotel

industry is poorly represented in the Bulgarian literature. The processing of the available
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information helps to present it in an accessible form. The developed author's definitions
for hospitality and technological transformations, and the author’s classification for new
technologies, contribute to the enrichment of theoretical knowledge.

The analysis of destination Bulgaria allows for highlighting the strengths and
weaknesses of the hotel sector and technologies. This, in turn, serves as a basis for
developing an author’s model for the application of new technologies in Bulgarian
hotels. Actions and strategic measures that can be used by many accommodations are
systematized. Guidelines and recommendations have been made and perspectives for
the application of new technologies in the hospitality industry in destination Bulgaria

have been outlined.

Il. STRUCTURE AND CONTENT OF THE DISSERTATION

1. Structure of the dissertation

The dissertation work ,,Application of new technologies in hospitality* is 209
pages. The main text illustrates 4 tables, 16 figures, and 5 graphs.

It consists of an introduction (7 pages), an exposition in three chapters (162
pages), and a conclusion (5 pages). The references (11 pages) and 3 appendices (17
pages) are included.

The bibliographic list includes 190 titles. Of these, 21 — are in Cyrillic, 106 are
in English, 2 are in Spanish, and 61 are Internet sources.

2. Content of the dissertation

Introduction
Chapter One
THEORETICAL FOUNDATIONS OF HOSPITALITY
AND NEW TECHNOLOGIES
1. The essence of hospitality
2. The essence of new technologies

3. Relationship between new technologies and hospitality
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Chapter two
ANALYSIS AND EVALUATION OF THE APPLICATION OF NEW
TECHNOLOGIES IN HOSPITALITY

1. Analysis and evaluation of new technologies in the leading destinations in the
world

2. Analysis and evaluation of new technologies in hospitality in Bulgaria

3. Methodology and tools for conducting the research

Chapter three
OPPORTUNITIES FOR THE APPLICATION OF NEW TECHNOLOGIES
IN HOSPITALITY IN DESTINATION BULGARIA
1. Results of the survey and interviews with experts
2. Model for application of new technologies in hospitality in Bulgaria
3. Guidelines and recommendations for the application of new technologies in hotels
in Bulgaria

Conclusion
References

Applications

I11. SYNTHESIZED EXPOSURE OF THE DISSERTATION WORK

Chapter One
THEORETICAL FOUNDATIONS OF HOSPITALITY
AND NEW TECHNOLOGIES

In the first chapter of the dissertation, the research interest is focused on the
theoretical foundations of hospitality and new technologies. The author focuses
attention on the essence of hospitality. A special place is given to new technologies as a
means of developing this business. Emphasis is placed on the relationship between the

two concepts.
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The first paragraph explores the essence of hospitality. Subparagraph 1.1.
“Defining the concept of hospitality” highlights the established global formulations
for hospitality. The exhibition covers its historical development. The Sumerians were
found to be the first to record hospitality-like elements around 4500 BC!. From then
until today, this industry has undergone many changes. It is important for the
development of tourism, “due to the fact that it serves the needs of the market of people
away from home™2,

Formulations of globally recognized names in this scientific field are presented.
Ewout Cassee offers a relatively comprehensive definition, saying that hospitality is: a
“harmonious mixture of tangible and intangible components: food, beverages, beds,
atmosphere, environment, and staff behavior ”. He claims that it is “a concept containing
much more than the classic ideas of preparing a good meal and providing
accommodation”.

As a result of the exploratory and research work carried out in the field and for
the purpose of the study, we derive an author’s definition for the concept of
hospitality, which reads:

“Hospitality is a process of providing, in good faith, shelter, and food to travel
to improve their mutual welfare. It builds an emotional connection with guests by
offering services that partially or fully satisfy their needs. During communication, a
cultural exchange is created between people from different parts of the same country or
different countries, which contributes to a better understanding of the destination”.

Subparagraph 1.2. “Characteristics of the Hospitality” explores the
distinctive features of hospitality. It is a set of activities that aim to offer services to
satisfy consumer needs and is an important part of tourism. It can be considered in two
aspects. On the one hand, it is associated with emotions and is done on a personal basis.

On the other hand, in order to exist, it needs certain means® In general, its

1 Walker, J., Walker, J., Introduction to Hospitality Management, Publishing House: ,,Pearson”, Edinburgh, 2014,
p. 4.

2 [Mapymesa, T., To6GanHu IPOMEHH B XOTEIMEPCKATa HHAYCTpHs, IKOHOMHYECKH anTepHaTuBH, 6poii 3, 2010,
c. 56.

3 Cassee, H., Introduction, In Cassee, H., Reuland, R. (eds.), The Management of Hospitality, Pergamon, Oxford,
1983, pp. xiii-xxii.

4 Hopnanos, U., XoTenuepcTBoTO — BOZielaTa cChBpeMeHHa GpopMa 3a TypUCTHUECKO HACTaHsABaHe, JlecTHHAIIN
Bbwarapus, 2021, https://destinationbulgaria.bg/index.php/2019/12/28/yordanov/, noctenen Ha 10.10. 2021.
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characteristics are seven — intangibility, inseparability, heterogeneity, perishability,
fixed delivery, high operating costs, and seasonality.

The five main dimensions of hospitality are examined. According to
Brotherton and Wood, the concept of hotel service involves identifying where, why,
and when it takes place and what it contains. Therefore, its dimensions are as follows?:

o Spatial dimension — defines the places where all forms of hospitality meet.

e Time dimension — focuses on the frequency of practicing hotel
accommodation.

¢ Physical dimension — identifies the type of physical characteristics associated
with given types of hospitality morphologies.

e Behavioural dimension — focuses attention on the motivations underlying the
provision of hospitality and the communication processes occurring during the exchange
between guests and hosts.

e Transactional dimension — shows that hospitality is characterized by
temporary access.

Subparagraph 1.3. “Hospitality scope” looks at the classification of hotel
accommodation and the size of hospitality. It can be considered as a set of elements
providing a complete product (service). Attention is directed to the essential elements
of the hospitality concept. The inclusion and purposeful arrangement of product
parameters serves to distinguish hotel accommodation from the usual friendly welcome
of guests. The product component is an integral basis of the hospitality concept (see
Figure Ne 2)2,

At the heart of the scope of hospitality is the idea of human exchange. In order
for it to take place, it is necessary to have a place where it can be carried out. For this
reason, the focus is on the classification of accommodations. In their entirety, they can
be defined as “any premises that provide a base for tourists or people who are

temporarily away from their usual residence or work™3,

! Brotherton, B., Conceptualising, defining and theorising hospitality, Tourism Today, No 18, 2019, p. 33.

2 Brotherton, B., Towards a Definitive View of the Nature of Hospitality and Hospitality Management,
International Journal of Contemporary Hospitality Management, 11, No 4, 1999, p. 167.

3 Mensah, 1., Mensah, R., Management of tourism and hospitality services (2nd ed.), Edsam Press Ltd, 2013, pp.
93-95.
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u Hospl)itality ]
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u It is characterized as: ] “ Based on: J
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“ Contemporaneous J “ \oluntary J H MutuaIIyJ u Products/ServicesJ

beneficial

Figure Ne 2. Hospitality concept
Source: Adapted by the author from Brotherton, B., Towards a Definitive View
of the Nature of Hospitality and Hospitality Management, International Journal of
Contemporary Hospitality Management, 1999, pp. 165-73

Globally, there is no general rule for classifying accommodations. Researchers
Dr Benny Chan and Murray McKenzie present an initial method by dividing them into
two main groups — non-commercial and commercial properties. Figure 3 shows the
structure of shelter provision according to this model.

Accommodation

Non-commercial Commer_cial
properties properties
Private homes — Hotels
Non-profit
enterprises Apartments

Institutional
enterprises

Figure Ne 3. Accommodation structure in hospitality
Source: Adapted by the author from Mackenzie, M. and Chan, B., Manual on
Module II: Introduction to Hospitality, Hong Kong, Education Bureau, 2009, p. 246.
Non-commercial accommodations are those that shelter people gratuitously

(without paying) for the services provided. They often have a motive other than profit.
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Commercially oriented places are those that offer services for a feel. In Bulgaria, types
of accommaodation facilities are divided into classes according to Art. 123, para. 1 of the
Law on Tourism,

The second paragraph discusses the nature of the new technologies.
Subparagraph 2.1. “Characteristics of New Technologies in Hospitality” examines
the specific characteristics that new technologies possess. The exposition presents some
definitions of technologies that exist in the literature.

A key characteristic of technologies is that their product is based on information.
According to Kumar, Kumar, and Persaud, there are two main components that make up
this concept:

e physical, which consists of elements such as products, tools, equipment,
drawings, machinery, and processes;

e informational, which consists of know-how in management, marketing,
production, quality control, reliability, skilled labour, and functional areas?.

One of the first attempts to integrate electronic means aimed at improving service
was made in hospitality. The main qualities determining the nature of technologies for
the hotel business are:

e Cost reduction in the marketing department.

o Workflow optimization.

e Creating a large pool of loyal customers.

e Connection in a large network of worldwide information systems.

e Improving service to tourists.

¢ Helping to better know the needs of the users, saving the complete information
about them in a voluminous database®.

Subparagraph 2.2. “Types of new technologies in the hospitality industry”

presents the classification of innovations in the hotel business. As a result of the

! Mackenzie, M., Chan, B., Manual on Module Il: Introduction to Hospitality, Education Bureau, Hong Kong,
2009, p. 87.

2 Kumar, V., Kumar, U., Persaud, A., Building Technological Capability through Importing Technology: The Case
of Indonesian Manufacturing Industry, Journal of Technology Transfer, 24, 1999, p. 88.

3 Kearney, A., Harrington, D., Foley, J., Lynch, P., The management of technological innovation in the hotel
industry: a critical literature review, 9th Annual Tourism and Hospitality Research in Ireland (THRIC), 2013, p.
14.
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exploratory and research work carried out in the field and for the purposes of the

research, we derive an author’s classification of new technologies (see Figure Ne 4).

Artificial

Falyts Intelligence

\ T 4

Information and
communication
/ technologies

Automation .
S

New hotel
technologies

Figure Ne 4. Types of hotel technologies
Source: Author’s classification

The types of technology are discussed separately with their definitions and
characteristics. Examples are given to emphasize their essence. The term “automation”
means “the use of machines or devices to perform a predetermined task, or a sequence
of such tasks, during the provision of services”. Examples are the electronic “Kiosk”
check-in, as well as the voice assistants “Alexa” and “Siri” ..

Robots are defined as “intelligent physical devices” that perform intended tasks
with a certain degree of independence and movement?. “Connie”, the robot concierge
owned by Hilton, and “Dash”, the robotic valet at Crowne Plaza hotels, are examples
of successfully operating smart physical devices®.

Artificial intelligence (Al) represents a good example of the advancement of
hotel technology. Systems of this type have two main characteristics — their ability to
sense the environment and learn from certain actions in order to achieve maximum

success at work?*. Chatbots are the first representatives of artificial intelligence.

! Saravanakumar, S., Narayanan, M., The service automation and robotics in hospitality industry: a study on
business implications, International Journal of Mechanical and Production Engineering Research and
Development (IIMPERD), Vol. 8, Issue 6, 2018, pp. 91-93.

2 Chen, Y., Hu, H., Internet of intelligent things and robot as a service, Simulation Modelling Practice and Theory,
34,2013, p. 161.

% llieva, G., Lukanova, G., Robots, Atrtificial Intelligence and Service Automation, In Ivanov, S., Webster, C.
(eds.), Robots, Artificial Intelligence, and Service Automation in Travel, Tourism and Hospitality, Emerald
Publishing Limited, 2019, p. 173.

4 Popesku, J., Zlatanov, S., Current Applications of Artificial Intelligence in Tourism and Hospitality, Sinteza 2019
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Information and communication technologies (ICT) can be defined as the
latest developments and mechanisms used to collect, process, analyze, store, retrieve
and disseminate information®. Drew and Foster see them as a group of technologies that
embody the interrelationship between electronics, computing, and communication?.

Subparagraph 2.3. “Transformations in the use of new technologies in the
hospitality industry” discusses the changes in hotel technology. For the purposes of
the study, an author’s definition of the concept of technological transformations was
derived, which states:

“Technological transformations in the hospitality industry represent the
introduction of technology into hotel units over certain periods of time, with the aim of
creating a change in the way the business operates. Application of newly created
technological improvements is usually aimed at. Following global trends provides a
better competitive position in the market”.

The exhibition examines the changes that occur during the development of
innovations. One of the first reports of electronic assistants dates back to 1908 when
telephones and built-in radios became popular and were introduced in most hotels. The
beginning of the automation of hotel services was set about 40 years ago®. At a later
stage, studies focused on the application of robotic systems in the hospitality industry.
In this context, robots are one of the most transformative technological innovations to
date?.

The “smart hotels” have been reviewed. These hotels have technologically
changed their work processes and rely less on human employees to provide an
exceptional customer experience. They appear as a consequence of the many

transformations in innovations. These accommodations are focused on a balance

— International Scientific Conference on Information Technology and Data Related Research, 2019, p. 85.

! Poon, A., Tourism, technology, and competitive strategies, Tourism Management, CAB International,
Wallingford, 15 (4), 1994, p. 307.

2 Drew, P., Foster, G., Information technology in selected countries: reports from Ireland, Ethiopia, Nigeria, and
Tanzania, United Nations University, 1994, p. 65.

% I'ouesa, K., TIporHo3u 3a pasBUTHE HA TEXHOJNOTHHTE B XOTenuepcTBoto, Hayuna xoudepenums ,, Typusbm,
obpazoBanue, ousHec, Konex no typussm — byprac, 24 — 25 cenremBpu, byprac, 2020, c. 153.

4 Tuomi, A., Tussyadiah, I., Stienmetz, J., Applications and Implications of Service Robots in Hospitality, Cornell
Hospitality Quarterly Vol. 62, No 2, 2021, p. 240.
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between technology and staff. “Smart hotels” have high productivity®. Their goal is to
maintain the tourist-staff-technology connection.

In the hotel sector, two types of technological means are known according to
the stage of their application. Innovations that are integrated for the first time are called
“radical”. This initial technology then began to evolve over time. It acquires new forms
and improves its efficiency?. Emphasis is placed on the transformations that follow the
application of new technologies in hotels.

e Providing protection.

e Increase profits.

o Creating competitive advantage.

e Replacement of expensive human labour.

¢ Facilitate booking, accommodation, and communication.

e Providing faster and better service.

The third paragraph analyzes the relationship between new technologies and
hospitality. Subparagraph 3.1. “Effects of the use of technology in hospitality”
systematizes the effects of the use of technology in the hospitality industry. The main
emphasis is placed on the positive and negative consequences of their integration.

The positive effects of the use of new technologies are mainly found in the
optimization of the work process, as well as the increase in the quality of service. An
essential result of the use of improvements is the provision of efficiency and
sustainability®. Mobile devices have helped boost word-of-mouth advertising®. A major
negative effect of robots, automation or artificial intelligence is that personal contact
with the customer is lost®. This effect has a dual nature because, in crisis situations like

the Covid-19 pandemic, the use of technology turns it into a positive one.

! Kim, J., Montes, A., Han, H., The Role of Expected Benefits towards Smart Hotels in Shaping Customer
Behavior: Comparison by Age and Gender, Sustainability, Vol. 13, No 4, 2021, pp. 1-15.

2 Arevalo, L., Arias, K., Coy, L., Impacto de la tecnologia en el sector hotelero en Bogota frente a la demanda
internacional, Universidad Cooperativa de Colombia, Bogota, 2019, p. 15.

3 lvanov, S., Ultimate transformation: How will automation technologies disrupt the travel, tourism and hospitality
industries?, Zeitschrift fiir Tourismuswissenschaft, 11(1), 2019, p. 29.

4 Johnson, K., Advantages and Disadvantages of Technology in Tourism Industry, USA, 2020, p. 3

® lvanov, S., Webster, C., Designing robot-friendly hospitality facilities, Proceedings of the Scientific Conference
,» Tourism. Innovations. Strategies*, Bourgas, Bulgaria, 2017, p. 78.
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Technological threats affecting the sector are explored. On the one hand, staff
is losing their jobs. With the need for constant maintenance, technology reduces many
of the costs of insurance and salaries®. On the other hand, cybercrime is on the rise,
putting visitors and businesses at risk.

Subparagraph 3.2. “Impact of new technologies on service quality in
hospitality” examines the impact of new technologies on service quality in hospitality.
The exhibition examines their impact on how guests perceive what is on offer.

Burgess argues that hotel relationships are based on the social bond between
guest and host. It is characterized by the friendly, welcoming, and warm behaviour of
the hotel staff toward the customers?. Emphasis is placed on information and
communication technologies (ICT). They play an important role in the pre-and post-
visit phases of the tourist. There are various main points of interaction between the hotel
and the guest — information, inquiries, booking, and service during and after the stay.

Visitors’ satisfaction is directly related to quality. It represents the evaluation of
post-purchase services based on the expectations that the customer has before3.
Hoteliers often use technology as a value-added amenity to help differentiate and build
guest loyalty.

A diagram of the impact of technology on services, before and after their
integration, is presented. Figure Ne 5 demonstrates how robots, automation, and
artificial intelligence are defining changing perceptions of quality.

The models for researching the quality of services — Gronroos model and
SERVQUAL — were examined. The first considers the result (technical quality) and the
process (functional quality). The second defines it based on five dimensions. They are
as follows: materiality, reliability, responsiveness, confidence, and empathy. Both

models emphasize the interaction between “hosts” and “guests”*.

! Frey, B., Oshorne, A., The future of employment: how susceptible are jobs to computerisation?, Technological
Forecasting and Social Change, Vol. 114, 2017, p. 270.

2 Burgess, J., Perspectives on Gift Exchange and Hospitable Behavior, International Journal of Hospitality
Management, 1(1), 1982, p. 54.

3 Naumov, N., The Impact of Robots, Artificial Intelligence, and Service Automation on Service Quality and
Service Experience in Hospitality, In Ivanov, S., Webster, C. (eds.), Robots, Artificial Intelligence, and Service
Automation in Travel, Tourism and Hospitality, Emerald Publishing Limited, 2019, p. 129.

4 ITak TaMm, p. 127.
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Service Quality
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Figure Ne 5. Impact of robots, automation, and artificial intelligence on the
quality of services in the hospitality industry
Source: Adapted by the author from Naumov, N., The Impact of Robots, Artificial
Intelligence, and Service Automation on Service Quality and Service Experience in
Hospitality, Emerald Publishing Limited, 2019, p. 127
Subparagraph 3.3. “Role of new technologies in hospitality” draws attention
to the fundamental role that new technologies have in hospitality. The exhibition
examines the reasons why new technologies are of great importance to hotels. The
digitalization that people know in the present is a good way to overcome many
challenges in the future?.
The role of individual technologies that have changed the hotel industry is
examined. First are information and communication technologies (ICT). They are
important for hoteliers because they are a factor in increasing online bookings. These

technologies have a positive role in improving two-level communication. The first is

! Mapymena, T., YcToifuMBo pa3BuTHE HAa KyJITypHHS TYpH3bM B JMIUTalHA cpena, MexIyHapoJHa HaydHa
koH(pepeHws ,, [ypu3sMbT U MHOBAIMUTE, IOCBETEHA HA 55 TOAWHM OT Ch3/laBaHeTo Ha Kojex mo TypusbpM —
Bapna, 14-15 centemBpu 2018, M3aarenctBo ,,Hayka m nkoHomuka”, MkoHOMHYeCKH yHUBEpcHTET — BapHa,
2018, c. 178.
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between guest and host and the second is between staff members. Information and
communication technologies greatly advance data analysis®.

Emphasis is placed on the role of robotics, automation, and artificial
intelligence. They are the latest form of technological advancement and are seen as
integral components within the “experiential nature” of hospitality?. These
technologies provide unique and new experiences. Also, lead to improved service and
reduced transaction time3. Thanks to them, the economic efficiency of the business
increases in the long term. They allow trained staff to focus on providing a more
personalized experience for guests*. Another important role of robots, automation, and

artificial intelligence is dealing with work seasonality and increasing labour capacity®.

Chapter two
ANALYSIS AND EVALUATION OF THE APPLICATION
OF NEW TECHNOLOGIES IN HOSPITALITY

In the second chapter, an analysis and assessment of the development of new
technologies in the hotel industry is made. The focus is on hotel technologies in leading
technologically developed countries around the world. On their basis, emphasis is placed
on the potential for the improvement of hotels in Bulgaria. The methodology and tools
of the study are presented.

The first paragraph analyzes and evaluates the new technologies in leading
destinations in the world — Japan, China, and South Korea. Studies of these destinations
contribute to the enrichment of knowledge about the successful integration of

technologies to improve hotel services. Subparagraph 1.1. “Analysis and evaluation

! Bhatnagar, R., The Importance and Use of Technology in today’s Hospitality Industry, Hotelogix, 2011,
https://www.hotelogix.com/blog/2011/09/08/role-of-technology-and-internet-in-present-day-hotel-industry/,
noctbred Ha 13.10.2021.

2 Naumov, N., The Impact of Robots, Artificial Intelligence, and Service Automation on Service Quality and
Service Experience in Hospitality, In Ivanov, S., Webster, C. (eds.), Robots, Artificial Intelligence, and Service
Automation in Travel, Tourism and Hospitality, Emerald Publishing Limited, 2019, p. 129.

% Fusté-Forné, F., Jamal, T., Co-Creating New Directions for Service Robots in Hospitality and Tourism, Tourism
and Hospitality, Vol. 2, No 1, 2021, p. 56.

4 lvanov, S., Webster, C., Berezina, K., Adoption of robots and service automation by tourism and hospitality
companies, Revista Turismo & Desenvolvimento, 2017, pp. 1501-1514.

® Fusté-Forné, F., Jamal, T., Co-Creating New Directions for Service Robots in Hospitality and Tourism, Tourism
and Hospitality, VVol. 2, No 1, 2021, p. 54.
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of new technologies in destination Japan” examine new technologies in Japan. The
focus is on the technology sector in the country.

Much of the modern technology used in the daily lives of people around the world
was created in Japan. Therefore, it is considered a progressive country in this regard.
Japan’s technology sector mainly focuses on robotics. According to the Nomura
Research Institute, this type of innovation in Japan will see fast growth, and by 2035
half of all jobs may be filled by robots?.

The Land of the Rising Sun ranks third in the world in terms of the integration
of robots in the manufacturing industry for 2020. In the same year, 390 robots per 10,000
employees were integrated in Japan (see Chart Ne 1). Today, Japanese manufacturers
supply 45% of the global robot supply. For example, in 2018, the Japanese company
Softbank Robotics developed the first concierge robot in Italy, called “Robby Pepper”?2.

Number of robots integrated per 10,000 employees

Chart Ne 1. Number of robots integrated
in the manufacturing industry in 2020 (by country)
Source: Adapted by the author from International Federation of robotics, World
Robotics Report 2020, https://ifr.org/ifr-press-releases/news/record-2.7-million-robots-

work-in-factories-around-the-globe.

! Gonzalez, P., The Al Market in Japan: Spearheading Industry Innovation, 2021, https://tokyoesque.com/ai-
market-in-japan/, nocremen ua 31.12.2021.

2 Kilichan, R., Yilmaz, M., Artificial intelligence and robotic technologies in tourism and hospitality industry,
Erciyes University Journal of Social Sciences Institute, Vol. 1, Issue 50, 2020, p. 363.

73


https://ifr.org/ifr-press-releases/news/record-2.7-million-robots-work-in-factories-around-the-globe
https://ifr.org/ifr-press-releases/news/record-2.7-million-robots-work-in-factories-around-the-globe
https://tokyoesque.com/ai-market-in-japan/
https://tokyoesque.com/ai-market-in-japan/

Application of the new technologies in the hospitality

Emphasis is placed on the Henn-na hotel, which is the world’s first hotel run
entirely by robots. The technologies in the hotel are — a female android and a
zoomorphic dinosaur robot at the reception desk, a stationary robotic arm for carrying
luggage, and vending machines for various consumables. In addition to them, Henn-na
has cleaning robots, a doorman robot, a facial recognition system, and a voice assistant?.

Subparagraph 1.2. “Analysis and evaluation of new technologies in
destination China” explore new technologies in destination China. The focus is on the
profile of Chinese tourists. The impact of technological innovations on the work process
is analyzed. The success of technology hotels in China is related to the lifestyle of the
population.

Chinese tourists mainly travel for the purpose of utilizing their free time. The new
type of traveler is called: Free Independent Travelers (FIT). These tourists are young
and well-educated. They have financial stability and use all kinds of electronic devices
to create a comfortable journey. They are among the frequent guests in China’s high-
tech hotels. These tourists are looking for comfort and convenience?.

Recently, the Hangzhou government introduced a quick check-in service —
“check-in at a hotel in 30 seconds”. It is carried out through a “kiosk” system. The
guest scans his ID card, then through facial recognition confirms the accuracy of the
data he has scanned and finally selects the features of the room he wants. Currently,
"check-in at a hotel in 30 seconds" is connected to 246 hotels in China, serving more
than 284,000 tourists®.

Emphasis is placed on the Flyzoo Hotel, which is China’s first robotic hotel.
Technologies at its disposal include facial recognition, a voice assistant — Tmall Genie,
a robotic concierge, and a robotic arm. The main goal of this high-tech hotel is to
demonstrate that artificial intelligence is completely transforming the Chinese hotel

industry®.

! Reis, J., Melao, N., Salvadorinho, J., Soares, B., Rosete, A., Service robots in the hospitality industry: The case
of Henn-na hotel, Japan, Technology in Society, Ne 63, 2020, p. 3.

2 Daxue Consulting Research, Al in hospitality in China: Are robots taking over the hotel industry?, 2019,
https://daxueconsulting.com/ai-hospitality-china/, nocrsmen na 11.01.2022.

3Tuo, Y., Ning, L., Zhu, A., How Atrtificial Intelligence Will Change the Future of Tourism Industry: The Practice
in China, In: Worndl, W., Koo, C., Stienmetz, L. (eds.), Information and Communication Technologies in Tourism,
Springer, 2021, p. 89.

4 Saiidi, U., Facial recognition is coming to hotels. I stayed at Alibaba’s hotel of the future, 2019,
https://www.cnbc.com/2019/10/04/alibaba-china-flyzoo-hotel-uses-facial-recognition-tech-and-robots.html,
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Subparagraph 1.3. “Analysis and evaluation of new technologies in
destination South Korea” examine new technologies in destination South Korea.
Attention is focused on the technological development of the country. The country is
among the technologically advanced countries in most sectors but is still progressive
in hotel technology improvements. According to the International Federation of
Robotics, today, this country boasts 631 robots per 10,000 employees, which is eight
times the world average®.

Special attention is paid to the demand and supply of tourism and hotel
services in South Korea. In 2018, a new hybrid term was introduced in the country —
untact service. Examples of such consumption include service without actual meet
between employees and customers, only through the use of digital technologies?.

Emphasis is placed on predictions of the impact of technology on South
Korea’s economy. According to research by AlphaBeta, the technology could create an
annual economic value of 281 trillion South Korean won ($236 billion) in the next 8-10
years® (see Chart Ne 2).

We take a look at the first hotel with robots and artificial intelligence in South
Korea. In 2018, the digital assistant N bot started working at Novotel Ambassador
Seoul Dongdaemun Hotels & Residences, Seoul. Its functions are related to 3D
mapping of the hotel; autonomous movement; fulfillment of guest orders and room
service. The robot is connected through a special panel called GiGA Genie. It is a

multifunctional infotainment system with voice recognition®.

nocteiied Ha 13.01.2022.

! Mordor Intelligence Report, South Korea automation and industrial control market — growth, trends, Covid-19
impact, and forecasts (2022-2027), 2021, https://www.mordorintelligence.com/industry-reports/south-korea-
automation-and-industrial-control-market, nocrbmen na 11.02.2022.

2Tai, Y., Wang, C., Luo, C., Technology — or human-related service innovation? Enhancing customer satisfaction,
delight, and loyalty in the hospitality industry, Service Business, 15, 2021, p. 668.

3 AlphaBeta Research, Unlocking South Korea’s digital potential: the economic opportunities of digital
transformation and Google’s contribution, 2021, p. 17, https://alphabeta.com/wp-
content/uploads/2021/08/unlocking-south-koreas-digital-potential _english.pdf, nocrernen na 11.02.2022.

4 South Korean Telecommunications Company to Open Al Hotels in SE Asia, 2018,
https://hospitalitytech.com/south-korean-telecommunications-company-open-ai-hotels-se-asia, ~ mocTeien  Ha
12.02.2022.
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Chart Ne 2. Potential annual economic value from digital

technologies by sector until 2030.

Source: Adapted by the author from AlphaBeta Research, Unlocking South Korea’s
digital potential: the economic opportunities of digital transformation and Google’s
contribution, 2021, p. 18.

The second paragraph analyzes and evaluates new technologies in the hotel
industry in Bulgaria. Subparagraph 2.1. “Analysis of the state of new technologies
in Bulgaria” explores new technologies in the hotel industry in destination Bulgaria.
The exposition draws attention to their condition in recent years and the changes that
follow their development. The Bulgarian hotel industry has not yet reached the levels of
technological distribution that can be seen in Asian countries. A study from 2010 shows
some of the technological solutions used by hotels during this period®:

o Photocell for automatic opening and closing of the entrance doors.

! Lukanova, G., Evaluation of hotel service performance process in Bulgaria, UTMS Journal of Economics, Vol.
1, No 1, 2010, pp. 19-28.
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o Electronic locking devices of hotel rooms.
o Systems for cutting off electricity in the room when the guest leaves it.
o Solar panels.

Technological factors have a major impact on supply and demand in
hospitality. Market dynamics and competition require keeping up with the evolution of
an electronically oriented society. In Bulgaria, the level of digitization in hotels extends
to the use of booking platforms, presence in social networks, and data collection for
regular customers?,

Nowadays, information and communication technologies (ICT) are most
often applied in hotels. This branch is the best developed in Bulgaria. Social media and
networks are among the most frequently used in free time?2. Very often, tourists look for
information about a place first on sites like Booking.com and TripAdvisor. There, other
users leave their reviews and personal experiences in hotels. This also applies to the
social networks Facebook, Instagram, and Twitter.

Following global trends, Bulgarian hotels began to introduce automation more
and more often. In some hotels, instead of ordinary key cards, contactless unlocking is
now used through the guest’s smartphone. Recently, the use of voice assistants such as
Alexa in hotel rooms has also been noticed?®. Another important trend in the development
of technology is the implementation of artificial intelligence. In 2018, the company
Umni launched chatbots designed for the Bulgarian hotel industry.

Robots in work processes are of interest. The first robotic assistant was
integrated into the Best Western Premier Sofia Airport hotel in 2019. The “Roomy”

robot has room service delivery and guest escort functions*. The first digital hotel

! Velikova, E., Innovation and digitalization in tourism — restriction or development for business in Bulgaria,
Trakia Journal of Sciences, Vol. 17, 2019, pp 252-258.

2 Bulgaria - Information and Communications Technologies, Sofia, 2021,
https://www.privacyshield.gov/article?id=Bulgaria-Information-and-Communications-Technologies, noctbnen
Ha 25.01.2022.

3 Texnonoruu u po6orusanus B xoren B Codus, 2021,
https://oliveshotel.com/%D1%82%D0%B5%D1%85%D0%BD%D0%BE%D0%BB%D0%BE%D0%B3%D0%
B8%D0%B8-%D0%B8-
%D1%80%D0%BE%D0%B1%D0%BE%D1%82%D0%B8%D0%B7%D0%B0%D1%86%D0%B8%D1%8F-
%D0%B2-%D1%85%D0%BE%D1%82%D0%B5%D0%BB-%D0%B2-%D1%81%D0%BE%D1%84/,
noctwieH Ha 25.01.2022.

4 TIspeuAT poboT B Bhirapus, o6ciyxkBal XoTelcku roctu € Bede ¢axr, 2019, http://horeweek.com/parviyat-
robot-v-balgariya-obsluzhvasht-hotelski-gosti-e-veche-fakt/, nocrbnen Ha 25.01.2022.
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receptionist is a technology that shows the progress that Bulgaria has made in the last

few years. The combination of human capital and electronic assistant achieves an

increase in customer satisfaction. The "Eva" innovation has been integrated into the

“Aqua Hotel” in Burgas, the “Budapest Hotel” in Sofia, “Holiday Park” in Golden

Sands, and the “Odeon Hotel” in Plovdiv?.

Subparagraph 2.2. “Assessment of the development of new technologies in

the Bulgarian hotel industry” discusses the development of new technologies in the

hotel industry in Bulgaria. A SWOT analysis systematized by the author is presented

(see Figure Ne 6).

/ Strengths: \

1) Speed of service.

2) Continuous workflow.

3) Performing a greater number of routine
tasks.

4) Flexibility and productivity.

Q) Improving the quality of service.

/
/ Possibilities: \

1) Growth of technologically oriented
customers.

2) Need for labour in the hospitality
industry.

3) Combining different devices to optimize
the work process.

4) Growing market for technology.

5) Increasing need for reduced physical

Qntact due to the Covid-19 pandemic. j

f Weaknesses:

1) High initial investment.
2) Execute structured-only and scheduled
tasks.
3) Lack of personal approach to guests.
4) Possible system failures.

@ Security issues.

\

/ Threats:

1) Attitudes of tourists towards

technological improvements.

2) An aging population.

3) Increasing poverty.

4) Continuous renewal of technology

in developed countries.

5) Increased fear of job loss by staff
@d hotel management.

)
N

4

Figure Ne 6. SWOT analysis of the application of new technologies in the hotel

industry in Bulgaria

Source: Systematization of the author

The strengths of technologies in Bulgarian hotels determine their benefits. It is

these elements that make hotel managers choose to integrate them into work processes.

The following advantages are considered — speed of service, continuity of the work

1 H’prI/IHT JUTHUTAJICH XOTCJICKH peUEIIuOHUCT

obcmyxxu  mepBute cu 300 Toctm, 2019,

https://bgtourism.bg/210624019-digital-recepcionist-eva/, nocteren Ha 25.01.2022.
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process, and the performance of a greater number of routine tasks. Emphasis is also
placed on flexibility and productivity and improving the quality of service.

Weaknesses are the ones that need to be balanced and eliminated. Bulgarian
hotels have the potential to minimize the negatives of technology through proper
management. The following items are included here — high initial investments,
performing only structured and programmed tasks, and the lack of a personal approach
to guests. In addition, weaknesses related to possible system failures and security issues
are presented.

The opportunities that accompany technological changes are key to the
development of Bulgarian hospitality. The improvement of new technologies will help
to create a better-quality tourist product in Bulgaria. Accordingly, both demand and
supply will improve. The opportunities are the following — the growth of technologically
oriented customers, the need for labour in the hospitality industry, and the combination
of various devices to optimize the work process. Also discussed are the growing market
for technology and the increasing need for reduced physical contact due to the Covid-
19 pandemic.

The threats that follow the integration of innovations are a turning point in
hospitality. If managers fail to balance the risks, they can seriously damage the business.
They include — tourists’ attitudes toward technology, an aging population, and
increasing poverty. Also affected are the constant renewal of technology in developed
countries and the increased fear of job loss on the part of the staff and hotel
management.

Subparagraph 2.3. “Potential of Bulgaria in the application of new
technologies in the hospitality industry” analyzes the capacity of Bulgaria in the
application of new technologies in the hospitality industry. The research interest is
focused on the types of Bulgarian tourists and their interests according to their level of
continuity with technology.

According to a 2019 study, the psychological aspects driving the relationship
between people and technology improvements are based on the customer experience. In
other words, the interaction between innovations and consumers can be with positive,

negative, or neutral nature. On this basis, the cited study defines four groups of
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Bulgarian guests®.

The first group is called “technophobes”. They negatively accept technology
and are afraid of technological progress and its speed of development. They oppose any
innovation and have a passive role when interacting with a given device. The second
group is called “technophiles”. These people appreciate and positively accept new
technologies. They feel comfortable, convenient, and relaxed when implementing
innovations in hotel service. Technophiles respond positively to full robotization and
automation. They have an active role in the process of interacting with various
intelligent machines during the hotel stay?.

The third group of Bulgarian customers is called “close technophiles”. They
have a positive attitude and behaviour towards technology. They accept and support
their partial implementation in the hotel service, but they are passive. The orientation of
these users is towards combined service styles — employees are the leading part, and
technological means perform secondary functions. The fourth group is “near
technophobes”. They are characterized by their negative attitude towards technological
Innovations in the hospitality industry. They tend to accept them when necessary
because of some unconditional benefits. However, these customers are completely
opposed to robotics and automation in the hospitality industry?.

Emphasis is placed on barriers to implementing technological improvements.

They can be systematized as follows*:

o Poor service to low-budget customers.

o Decrease in staff motivation.

o Lack of dynamics and interactivity.

o Allocation of scarce funds for investment.

o Presence of traditionalism.

o Largely lacking in creativity and individuality.

! Kazandzhieva, V., Lukanova, G., Santana, H., Bulgarian customers' attitude towards technological innovations
in hotel service, 6th SWS International Scientific Conference on Social Sciences ISCSS 2019, Vol. 6, 2019, p. 46.
2 Tak Tam, p. 47.

% Tak Tam, p.46.

4 Kazandzhieva, V., Lukanova, G., Santana, H. (b), Challenges for technological innovations implementation in
the Bulgarian hotels, VI Conference: “Information Society and Sustainable Development”- ISSD 2019, Gorj
County, Romania, 2019, p.3.
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o Fear of loss of personal contact between subjects and deprivation of staff
positions.

The third paragraph focuses attention on the methodology and tools for
conducting the study. Subparagraph 3.1. “Methodology for a survey and in-depth
interviews” examines survey and in-depth interview methods. The process of the
empirical study is presented.

The main goal is to identify the expectations, preferences, and attitudes of guests
toward the application of new technologies in hotels in Bulgaria. The author of the
dissertation also sets specific research goals:

e Assessing the development of hotel technologies in Bulgaria.

¢ Identifying the impact they have on guests.

e Evaluation of the degree of continuity on the part of tourists towards
technological improvements in hotels.

o Study of visitors’ awareness regarding the application of technologies in hotel
services.

e Analyzing the potential of hotels in Bulgaria to implement more technological
innovations.

The survey questionnaire contains 24 questions. Closed-ended questions were
used, as the respondents’ response time was relatively less. The survey was also
translated into English, due to the diversity of different nationalities practicing tourism
in Bulgaria. The research period is April 1, 2022 - July 31, 2022. In-depth interviews
include 6 questions systematized by the author.

Subparagraph 3.2. “Indicators, criteria, and limitations for conducting
research” focuses on the main indicators, criteria, and limitations for conducting
empirical research. They provide a framework for the study. Thanks to them,
management methods are created. For the purposes of the dissertation, the author uses

the following criteria:

Management of hotel facilities with the availability of technologies.

Interaction between technology and people.

Economic aspects.

Role of the state.
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o Effectiveness of new technologies in hotels.

Limitations of the study are identified. For the purposes of the study, we put a
geographical restriction. Thus, we will study and evaluate the application of new
technologies in hotels in the country, as well as people’s attitudes and ideas about it. To
achieve the most accurate results, it is important that the research covers a large number
of respondents and has strict time limits for targeted research. For this reason, it is
necessary to apply a time limit restriction.

Subparagraph 3.3. “Technology for conducting complex empirical research
and methods for analysis and evaluation of the obtained results” directs attention to
the stages of conducting the research and analyzing the results. Emphasis is placed on
the survey approach. The questionnaire was distributed online through social media and
networks, the websites of several hotels, or direct emails. It was created in the Microsoft
Forms program. For the data analysis, the author used the software product SPSS
(Statistical Package for the Social Sciences).

The sequence of actions in in-depth interviews is presented. They were held in
May — July 2022 with the management of several hotels, managers of departments in
high-tech hotel companies, as well as audit firms specializing in hotel inspections. In
the context of the Covid-19 pandemic, some of the interviews are conducted through
online platforms.

The steps for processing data from the conducted complex study, which the
author follows, are discussed. The first stage is a summary of the results obtained
through the survey. They were interpreted, analyzed, and evaluated, based on the
information received from a total of 347 surveyed tourists. Together with the summary

of the results of the survey, those of the in-depth interviews are also systematized.

Chapter Three
OPPORTUNITIES FOR THE APPLICATION OF NEW TECHNOLOGIES IN
HOSPITALITY IN THE DESTINATION BULGARIA

In the third chapter, the possibilities for application and development of new

technologies in destination Bulgaria are revealed. The focus is on the results obtained
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from the survey and in-depth interviews. A special place is dedicated to the developed
model for the application and development of new technologies in the hotel industry in
Bulgaria. Guidelines and recommendations for the successful integration of hotel
technologies in the country, based on the research conducted in the dissertation work
are formulated.

The first paragraph analyzes the results of the survey and the interviews with
the experts. In subparagraph 1.1. “Survey respondents profile” the constructed
profile of the survey participants is presented. Attention is directed to an analysis of the
demographic characteristics of the respondents. A distribution based on age, gender,
and education was created.

There are 347 participants that took part in the survey. Of them, 193 are
Bulgarians and 154 are foreigners. The ratio between the two groups is respectively
44.38% foreigners and 55.61% Bulgarians. The author found that the military actions
in Ukraine and the Covid-19 pandemic have a negative impact on the number of
surveyed tourists. The analysis of respondents by gender shows that during the survey,
female respondents were more active — 70%, compared to men — 30%.

The distribution of the respondents according to age reveals that the largest share
of respondents were people between 25 and 34 years of age. In relative value, they
represent 35%, which in absolute value is 122 people. The differentiation of the
respondents according to education shows that the group of respondents with higher
and semi-higher education is the most numerous. They represent 82% in relative value
or 285 people in absolute value.

The survey continues with the distribution of respondents according to net
average household income. Figure 7 shows that the group with the largest number of
participants receives between BGN 1,001 — 2,000 (32% or a total of 108 people),
followed by those with incomes between BGN 3,001 — 4,000. This leads to the
conclusion that in the survey on average tourists took part.

Differentiation of respondents according to social status shows that there are no
students or pensioners in the survey. People of active working age (workers) are the

most. They represent 69% in relative value (see Chart Ne 3).
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Figure Ne 7. Distribution of respondents by net average household income

Source: Author’s systematization of survey data
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Chart Ne 3. Distribution of respondents by social status
Source: Author’s systematization of survey data
In subparagraph 1.2. “Tourists’ intentions and attitudes to use new
technologies” are analyzed tourists’ opinions on the use of new technologies. The
general tourist profile of the respondents was examined. The experiences of the
respondents and their preferences related to hotel technology are discussed. The degree
of continuity on the part of guests towards technological innovations has been identified.
The attitudes of tourists regarding the possibility of technology completely
replacing human employees were studied. The largest percentage of respondents
believe that technology can help staff, but not replace them — 62% or 215 people. 15%
of people say that technology is not advanced enough to work without human

intervention, but will significantly reduce it. The results of the survey that are connected
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with the respondents’ assessment of the applicability of new technologies in the hotel

industry against criteria selected by the author are presented (see Chart Ne 4).

Quality of services offered
in hotels with technology

Awareness/Information

Staff attitude towards hotel technology

Security and safety in the use of technology

Advertising of hotels with robots,
automatization, or artificial intelligence

Use of new technologies for disadvantaged people

Management of new technologies
as a means of environmental protection

Use of hotel technology as a means
of neutralizing problems of a different
nature (for example: the coronavirus pandemic)

0,0% 10,0%» 20,0%» 30,0% 40,0%» 50,0% 60,0%

very good good maverage bad mextremely bad

Chart Ne 4. Criteria for the applicability of technologies in hotels
Source: Author’s systematization of survey data
The evaluation of the respondents regarding the degree of mass applicability
for several new technologies listed by the author in the hotels in Bulgaria was analyzed.

Most people scored “moderately applicable” for each technology (see Chart Ne 5).
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they have no potential m not applicable at all

Chart Ne 5. Applicability of technologies in Bulgarian hotels
Source: Author’s systematization of survey data

Subparagraph 1.3. “Opinions and evaluations of experts on the application
of new technologies in the hospitality industry in Bulgaria” summarizes the opinions
of the interviewed experts on the application of technologies in the hospitality industry.
Their views on this issue are discussed. The in-depth interviews highlight several
findings:

¢ New technologies are a key factor in attracting tourists.

e Technologies cannot be the reason for the development of a new type of
tourism.

e Bulgaria has the potential to be on the international market as a country with
hotels with technology, but large investments are needed.

e Technology will not replace the human factor.

The second paragraph presents a model for the application of new technologies

in the hotel industry in Bulgaria. Subparagraph 2.1. “Good practices for the
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application of new technologies in the hospitality industry” discusses examples on a
global scale in the researched area. Key strategies for implementing new technologies
in hotels are highlighted.

For the purposes of the research, publications related to strategies for the
application of new technologies in hospitality were examined!. In addition to these
sources, the Singapore Destination Hotel Technology Implementation Guide was also
considered?. The following important steps in their integration are summarized —
attention to people, determination of key units, integration of technological systems, and
creation of a stable pricing policy.

Emphasis is placed on the Technology Acceptance Model (TAM). Innovations
may not be well received by customers and this could lead to a loss situation. For this

reason, an important step is its study (see Figure Ne 8).

Perceived
/ usefulness \
External thavioral
. F Actual use
variables Attitude to use : .
> 'n:f)nlj'szns ®| of the system

\ Perceived ease
of use

Figure Ne 8. Technology Acceptance Model

Source: Adapted from Davis, D., Perceived usefulness, perceived ease of use, and user
acceptance of information technology, MIS Quarterly, 13(3), 1989, p. 328.
Subparagraph 2.2. “Development of a model for the application of new

technologies in hospitality” is focused on the concept of the author’s model. The steps

for its development are illustrated in Figure Ne 9:

! Facing the future: Tech-led Post-Pandemic  Growth  Strategies for  Hotels, 2021,
https://www.instituteofhospitality.org/wp-content/uploads/2021/04/Zonal-WP-Tech-led-Post-Pandemic-Growth-
Strategies-for-Hotels.pdf, nocrsnen na 28.04.2022.

2 Singapore Hotel Association, Smart Hotel Technology Guide, 2019,
file:///C:/Users/vnand/Desktop/Smart%20Hotel%20Technology%20Guide%202019.pdf, JOCTBIIEH Ha
28.04.2022.
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Technologies

Hotel service

Participants

Destination

Figure Ne 9. The interrelationship between the elements
of the technological hotel accommodation
Source: Author’s systematization

The author of the dissertation presents through a graphic visualization the model
developed by us for the application of new technologies in hospitality (see Figure No
10). The basis for its construction is the results obtained during the questionnaire survey
and in-depth interview. In combination with this, good practices and expert advice are
taken into account when introducing technological improvements. The specific
objectives of the proposed model are:

e To respond to the modern trends towards digitization, automation, and
robotization in the hotel sector.

e To introduce people to the benefits of technology integration.

¢ Provide financial support from the state to improve hotels with technology.

e To optimize the work process in the hotels.

e To stimulate creativity in the hotel industry.

e To use hotel technology as a means of attracting more foreign tourists.

e To add tourism experiences to the portfolio of hotel services.
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Figure Ne 10. Author's model for the application
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Source: Author's systematization
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Subparagraph 2.3. “Application of the author’s model at the
Intercontinental Hotel, Sofia, Bulgaria” explores the possibilities of applying the
presented model at the Intercontinental Hotel. The steps for integrating the model into
practice are sequentially outlined. The necessary activities before and during the
application of the new technologies in the hotel and the strategic measures afterward are
examined. An exemplary plan for the integration of technological means in the
Intercontinental Hotel is presented. The scheme shown in Figure Ne 11 is based on the
results of the survey. It follows the logical sequence of the potential application of the

technologies.

7 S 7 4
| « Kiosk systems ' * Voice assistants
for self-check-in — « System for
and accommodation /. — aaltomatic
« Facial recognition adjustment
technology . N of lighting, music
1. Front A and room
Office/Lobby, Zfo%lrﬁ: t temperature
~ Reception/ ___
TN
4. Food 3. Hotel
and Beverage housekeeping
Sector department 4
//
o . » Cleaning robots
« Digital dustbins - Digital inventory
* Inventory systems . systems

Figure Ne 11. Technology integration plan according to the author’s model
at the Intercontinental Hotel
Source: Systematization of the author
The third paragraph offers guidelines and recommendations for the application
of new technologies in hotels in Bulgaria. Subparagraph 3.1. “Guidelines for the
application of new technologies in hospitality in Bulgaria by promoting project
initiatives” structures ideas for the improvement of the hotel business through
technological innovations. The attention is focused on the opportunities that the EU

provides to Bulgaria regarding the application of technologies in hotels.

90



Application of the new technologies in the hospitality

The author draws attention to the initiatives that the European Union (EU)
undertakes regarding the application and development of new technologies. Recently,
the European Commission adopted the “Digital Europe” program. It is dedicated to
expanding and maximizing the benefits of digital transformation?.

At the moment, in Bulgaria, there is a project of the National Program “Digital
Bulgaria 2025”. It aims at modernization and the widespread introduction of intelligent
solutions in all spheres of the economy and social life. This project is key to the
hospitality sector. Hospitality is an invariable part of tourism, which in turn is the biggest
catalyst of economic flows and is based on human relationships?.

In recent years, the topic of sustainable tourism has taken a central place in
consumer preferences. The hotel industry, by its very nature, is a consumer and a
polluter of the environment®. According to a 2018 World Tourism Organization report
to the United Nations, hotels are responsible for 1% of global greenhouse gas
emissions®. For the purposes of the study, the European Green Deal, the Recovery and
Resilience Mechanism, and the InvestEU program are considered. According to the
author of the Ph.D. thesis, the hotel industry has the opportunity to benefit from
financing under these projects, in order to reduce the harmful impact of hotel services
on the environment.

The European Social Fund is an equally important financial instrument. It cares
about supporting jobs and skills. Paying attention to people’s rights creates a socially
inclusive society®. Two key points closely related to the social aspect in the relationship

with hotel technology have been identified. On the one hand, people are afraid of

L https://www.mtc.government.bg/bg/category/273/programa-cifrova-evropa-2021-2027,  nocTbleH  Ha
10.06.2022.

2 MUHHCTEPCTBO Ha TPAHCIIOPTa, MHPOPMAIMOHHHUTE TEXHOJIOTMM M ChoOmIeHnsTa Ha Permy6nuka Buirapus,

Hanuonanna porpama »Lnpposa Bboarapus 2025%, Codus, 2019, c.8
https://www.mtc.government.bg/sites/default/files/uploads/it/cifrova_bulgariya_2025.pdf, JOCTBIIEH Ha
10.06.2022.

3 Parusheva, T., Gotseva, K., Application of New Technologies for Create Sustainable Hotel Accommodation,
Yearbook of Varna university of management, 18th International Scientific Conference on the topic of “The
information technologies in the education, business and tourism”, July 11 — 12th, Publisher: Varna University of
Management, Dobrich, Volume XV, 2022, p. 128-135.

4 UNWTO, UN Works with Global Hotel Industry to Reduce Emissions, https://unfccc.int/news/un-works-with-
global-hotel-industry-to-reduce-emissions, mocrsmen ua 10.06.2022.

® TlenueBa, A., [IpeanpuemMadecTBo B TypucTHueckus ousHec, Apanrapy [puma, Codust, 2014, c. 148.
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innovations. On the other hand, the hospitality industry faces the challenge of finding
qualified and technologically and computer literate staff.

Emphasis is placed on the “Science with a Future 2” competition. It is part of
the “Next 10 - in support of significant ideas in the next ten years in Bulgaria”
program. The focus is on robotic systems, artificial intelligence, and new technologies.
The Foundation is looking for project proposals from researchers, scientists, and
engineers that have a real and measurable effect for the business. It is good if they solve
existing problems of public interest, as well as have a high potential for implementation
in practice?.

Subparagraph 3.2. “Recommendations for the application of new
technologies in hospitality” highlights the recommendations for the application of new
technologies in the hospitality industry. Special attention is paid to the Digital Plan for
the hospitality industry in destination Singapore. It is supplemented by the Singapore
Hotel Association’s Hotel Technology Guide?. Key recommendations are outlined,
according to the sources reviewed.

The author of the dissertation believes that in order to introduce technological
improvements successfully in the Bulgarian hotel industry, it is advisable to create a
plan for the development of hotel technologies in Bulgaria. The author’s
recommendations for the application of new technologies in the hotel industry in
Bulgaria are systematized, based on the presented examples of Singapore. They are
aimed at two groups — the hotels and the state administration. The recommendations for
the first group are:

Stimulation of cooperation in the sector.

Attracting investors from the international market.

Creation of information campaigns.

Conducting training and seminars.
The recommendations to the state government are:

e Ensuring support from the authorities.

L https://sm.government.bg/page/118-aktualni-otvoreni-proceduri-po-op-i-drugi-iztochnici, — mocrenen  Ha
10.06.2022.

2 Singapore Hotel Association, https://www.scribd.com/document/481952539/Smart-Hotel-Technology-Guide-
2019, noctrnen Ha 10.06.2022.
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Creating a framework for hotels to strive for excellence.

Improving access to hotel information.

Stimulation of investments in technologies of private business.

Building cooperation with research institutions (organization of conferences,
symposia, meetings, and discussions).

Subparagraph 3.3. “Prospects for the technological hotel industry in
Bulgaria in the conditions of unforeseen situations (pandemic, war)”. examines the
prospects for technological hospitality in conditions of unforeseen situations, such as
pandemics, wars, and disasters. Challenges in front of the tourism industry in recent
years are indicated. The opportunities that technologies reveal to the hospitality in
Bulgaria during a crisis are discussed.

Hospitality is a highly vulnerable business that needs constant changes to sustain
it. New technologies are a suitable means of meeting many challenges in the sector.
They help create a sustainable marketing strategy. They also become a means of
stabilizing and transforming the results of the problem.

Actions to overcome the effects of the pandemic and war on the hospitality
industry are presented. They are as follows:

e Investing in integrated online booking platforms and centralized
communication systems.

e Change in loyalty programs.

e Ensuring a secure physical environment and cyber security.

Technological capacity, which until recently was considered an added value to
the service, is now one of the requirements of the guests. Those hotels that transform
their processes are sustainable in the market and have good positions.

Conclusion

Many destinations and individual hotels have realized the power of new hotel
technologies. They contribute to creating an identity and enhancing the image of both
the accommodations and the location where they are located. The new technological
hotel accommodation is still in the development stage. It contrasts with the
understanding that the most important thing in hospitality is the relationship between

guest and host. While this statement is valid, it is being superseded by the pursuit of fast,
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quality, and contactless service. Today’s hotel guests are part of the mobile generation
that uses technology almost constantly.

Innovation takes on a new meaning in the service sector. They have many
positive and negative traits. The challenges facing the hotel business can be easily
overcome thanks to technological optimization projects. Some of the positive aspects
of introducing technology in the hospitality industry are increasing sustainability,
attracting more cash, optimizing the work process, and improving the quality of service.

The dissertation analyzes and synthesizes theoretical statements and empirical
data regarding the application of new technologies in the hospitality industry. For the
purposes of scientific research, attention is focused on a survey conducted among
respondents and experts in the field of the hotel business. The methodology and tools
of the empirical research are indicated. The reasons for choosing the two methods for
conducting the study are highlighted. The author of the dissertation examines the
attitudes, opinions, and behaviour of hotel service users regarding technological
transformations in hotels.

The systematization of the research results gives us reason to claim that the main
goal of the dissertation work has been achieved. The specific research tasks set have
been fulfilled. The main thesis and the raised 3 working hypotheses have been proven.
An author’s model has been developed for the application of new technologies in the
Bulgarian hotel industry. Special attention is paid to the formulation of actions and
strategies for the successful integration of innovations. To create a clearer concept for
using the model, the author explores the possibilities for its application in the
Intercontinental Hotel, Sofia, Bulgaria.

For the successful integration of the model, specific guidelines and
recommendations have been highlighted for the application of new technologies in
hospitality in destination Bulgaria. In a systematized form, they can be summarized
as follows:

¢ Stimulating the implementation of project initiatives to support the application
of technologies in Bulgarian hotels by building technological stability in the sector and
motivating the implementation of ideas.

e Encouraging cooperation and partnerships; attracting investors to the
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international market; the creation of information campaigns, trainings and seminars, as
well as the provision of support from the state authority are only part of the
recommendations for the successful application of technologies.

e Speeding up the process of implementing a technological shield in the
operations that are most often used. The aim is to provide guests with peace of mind in
the face of unforeseen situations such as the Covid-19 pandemic and the war in Ukraine.

In conclusion, we can summarize that there are many activities for the
application of new technologies in Bulgarian hotels. Creating the right strategic
measures is the foundation for success. Knowing the needs, attitudes, and opinions of
tourists regarding technological hotel accommodation is important for managers. This
Is how a competitive product with added value is built. The smooth introduction of
changes ensures their calm acceptance by both guests and hotel employees. Following
global trends and looking for new ways to respond to business challenges are key to
reaching new levels of profit, satisfaction, and quality. Since the hospitality industry is
one of the foundational sectors in tourism, the optimization of service leads to an

Improvement in the economic status of the destination.
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REPORT ON THE CONTRIBUTIONS TO THE DISSERTATION WORK

As a result of the exploratory, research and empirical work carried out on the
dissertation work, we highlight the following scientific and scientific-applied
contributions:

e Based on a detailed literature review, the essence and specificity of hospitality
and new technologies are defined. Author definitions for hospitality (chapter 1,
paragraph 1) and technological transformations (chapter 1, paragraph 2) are derived.
An author’s classification of new technologies is presented (chapter 1, paragraph 2).

e The relationship between new technologies and hospitality is studied (chapter
1, paragraph 3).

e Based on the analysis and evaluation, the application of new technologies in
the hospitality industry in Japan, China and South Korea is presented. The potential of
Bulgaria as a destination with technological transformations in hospitality is highlighted
(chapter 2, paragraphs 1 and 2).

e An author’s model for the application of new technologies in the hospitality
industry has been developed (chapter 3, paragraph 2).

e Guidelines and recommendations are formulated, and perspectives are
outlined for the application of new technologies in the hospitality industry in destination

Bulgaria (chapter 3, paragraph 3).
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