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INTRODUCTION IN AREA OF RESEARCH

First of all we would like to mention that in carrying-out this paper we are confident that it will
effectively contribute to improving the area of research selected both conceptually and
empirically, to enreaching the scientific fund, respectively that regards the service management
and to increasing economic efficiency in tourism units in general and in hotels in particular by

improving service management.

The policy developed by any tourism unit that regards service quality management, service
strategy, human resources management and information technology assumes employment of
various means and energies in the tourist sector, because direct contact with customers,
intangibility of services and improvement of tourist services, are major elements. Therefore, we
think that selection of the research topic is justified in this regard at least. Thus, we would like to
present the motivation of research, that is turned to the following directions:

e Development of the tourism sector nowadays, the foreign income being forecast to
US$1030 billion in the year 2011 by the WTO (World Tourism Organization);

e socio-economic implications generated by the tourism sector, directed towards: increase
of economic growth level (foreign trade with services, receipts etc.), educational progress
(historic, geographic, artistic, scientific) and cultural diversification (civilization,
communication etc.);

- development potential of the tourism sector, within which the hotel sector is a very

important component, whose value is acknowledged in the specialty literature (O'



Fallon&Rutherfort, 2011; Walton, 2009; Vallen&Vallen, 2012; Neacsu et al., 2011;
Fleseriu, 2011; Alon et al., 2012);

- buoyancy of the hotel sector is driven by the interconditioning relation with environment

through the products and services it supplies;

e competitive environment wherein the hotels operate, focused on the customer

satisfaction, that assumes strong interactions between hotel management and customer;

Related to the current stage of knowledge in the area of research, we would like to mention

that though the service sector has become a basic element in modern economy (Lee et al., 1996;

Oldenboom&Abratt, 2000), as there are many studies focused on the analysis of activity

concerning service providers (Jones, 1995; Brentani&Cooper, 1992; Stevens&Dimitriadis,

2005), the empirical research related to service management is low (Tajeddini, 2010).

Under the circumstances, we would like to mention that foreign research in the area focused on a

certain segment that regards service management, thus:

diversification of hotel services. Even from the beginning of the ‘80s, the diversification
strategy was considered by researchers (Hofer&Schendel, 1978; Porter, 1987) as a
governing factor in the business area of a firm, contributing to the development of
performance indicators. Liaison between diversification and performance was analysed to
a great extent by the strategic management researchers, however, theoretical arguments
and empirical results remain unclear with all improvements provided to this area
(Park&Jang, 2012). As regards the hotel sector, at present there are a few studies that
regard service diversification (Lee&Jang, 2007, Tang&Jang, 2010, Park&Jang, 2012),
the results outlining a non-linear relation between diversification and performance
(Park&Jang, 2012);

importance of customer orientation in hotels. Taking into account the fierce competition
existing in the hotel sector, managers should pay a significant attention to customer
orientation in order to get the required economic efficiency. In this regard, the previous
research focused on the front-office personnel (Bowen&Schneider, 1985; Di Mascio,
2010, Ariffin&Maghzi, 2012; Guchait et al., 2012), that has a major influence over

formation, control and modelling of customers’ expectations (Tajeddini, 2010).Thus,



dimension to which the personnel in hotels is focused on customer is considered a key
factor for achieving economic success (Henning-Thurau, 2004);

strategic prospect. One of the approaches related to the entire strategy of a firm is
provided by Murphy&Murphy (2004), as representing a reflection of all competitive
methods within which the management invested in, and every competitive method should
be considered by the firm as an extremely important dimension to create added value

within the overall strategy.

The main trends that govern the strategic orientation of hotels and contribute to the
improvement of the service management are: outsourcing, branding, design, cooperation
and innovation. Within a research carried-out over a number of 125 hotels (Petzer et al.,
2008) a significant association places itself on record between perception of managers in
relation to strategy and hotel size, meaning that managerial importance in relation to
strategy increases with the hotel size at the same time. It has been also noticed that there
is a significant connection — medium intensity — between the importance provided by
hotels to manage its capability to supply products and services, as a response to the
customers’ requirements and ownership. Thus, for the independent hotels this issue is
very important, while for hotels integrated within a hotel group is not so important

(Petzer et al., 2008:19; Claver et al., 2006).

Another study carried-out in Spain over a 50-hotel sample (Espino-Rodriguez&Padron-
Robaina, 2005), has revealed that application of the outsourcing strategy is carried-out for
these activities that are not efficient or not generate value, in fact these that do not
represent the source of getting a competitive advantage. At the same time, within the
study, strong relations have been established between the adopted strategy and
performance, and similar results have been achieved by other researchers, too:
Dickson&Ginter, 1987; Avci et al., 2011; Petzer et al., 2008.

Quality management. In the hotel sector, starting with 1980, there were concerns for
quality of services and products supplied to customers (Johns, 1995) thanks to the impact
they can have on the activity performance. Therefore, it has been noticed that quality

management can impact the performance indicators in two ways (Garvin, 1984; Rust et



al., 1995; Reed et al., 1996): through an internal impact (efficiency improvement, cost
cutting etc.) and an external impact (maximization of market share, increase the number
of customers, achieving customer satisfaction, image improvement etc.) (Claver et al.,
2006:351). Similar analytical results (Claver et al., 2006; Claver-Cortés et al., 2008; Tari
et al., 2010; Wang et al., 2012) have highlighted that hotels implement the quality
management systems as they are considered a way to:

o Improve service quality,

o Train employees,

o Develop a quality culture,

o Get the required economic efficiency (internal impact),

o Create a good image (external impact).
Consequently, the supply of high quality services fosters the rise of economic efficiency,
increases the customer satisfaction in relation to the services provided by hotels and
results in lack of inaccuracies.
Human resources practices. In 1993, Schneider and Bowen sustained the idea that
within service providers, human resources practices may represent the essential element
in achieving the competitive advantage. Therefore, the role of human resources practices
in achieving customer satisfaction is acknowledged within quantitative research (research
carried-out in 42 hotels in Taiwan) (Tsaur&Lin, 2004), and improvement of service
quality should be focused on personnel selection, training and paymet of incentive
bonuses (Lovelock, 1985; Schlesinger&Hiskett, 1991; Schneider et al., 1985,1995);
Information technology. Importance of information technology implementation in hotels
is overwhelming as a result of its advantages: getting loyal customers (through
implementation of a Customer Relationship Management application), improvement of
profitability and improvement of service supply.
In this regard, studies have sustained the applicability of information technology in hotels
in order to achieve the competitive performance (Abu Kasim & Badriyah Minai, 2009;
Wu&Lu, 2012). Moreover, at present, discussions about "proactive adoption of the new
technologies" are under way (Dwyer &Edwards, 2009:329). Acceptation of this opinion
is provided by the fact that strategies used by hotel managers should be much more

proactive in their attempt to create new products, new technologies, new opportunities



and new prospects. Therefore, in the future, hotels should be proactive in creating
knowledge, in developing tourist products and in exchanging knowledge together with a
better knowledge about information computer systems. This approach sustains the
management theory (Dwyer&Edwards, 2009:330) that states that knowledge
management should be increasingly integrated and settled in an organization in order to
foresee the change and to develop new products and services (Buhalis, 2003). We think
that this approach contributes to addition of value to the hotel product and service and

implicitly to achieving and maintaining the competitive advantage.

DEFINITION OF OBJECTIVES AND IMPORTANCE OF AREA OF RESEARCH

The credible significance given by researchers to tourism in general and to tourism unit in

particular in the modern time, both nationally and internationally, in conjunction with statistical

data supplied by foreign organizations in the field reveal the importance of the research topic

both macroeconomically and microeconomically. Therefore, the strength of environment

wherein tourism units operate — and implicitly hotels — complies with a strong axe concerning:

Policy developed through the service diversification process,
Step to customer orientation,

Concerns regarding total quality,

Development of strategic management,

Introduction of new information technologies, and

How human resources management is implemented.

In this regard, empirical studies are very few nationally, and target certain segments of service

management in hotels, respectively those studies carried-out by: Radu et al., (2009), State &

Istudor (2009), Bordean (2010), Bordean et al., (2011), providing the opportunity to pencil the

scientific frame in relation to the approached topic. Under the circumstances, we want to

describe the novelty degree of the paper, that consists of the following elements:

- The pattern suggested by the author that focuses on improvement of service management

in hotels;

- How the research methodology is applied in this area;



o Some similar analytical results together with completely different results compared to the
foreign ones in relation to the approached topic;

- Carrying-out a research aimed to the hotel sector in Mures county.

This paper deals with an extremely actual topic in the hotel sector, causing theoretical and
practical implications by means of clarifying some topics that have driven a series of debates
about this topic and by providing to the decision makers in the field, a frame that results in the

increase of economic efficiency and implicitly, the growth of competitiveness.

According to the importance of the research topic, we mention that the main objective of the
scientific step comprises identification of elements that contribute to improvement of service
management in hotels and of dimension wherein managerial practice is focused on these
elements, in order to reach a high economic efficiency. To this effect, we want to determine the
existence of some relations and associations between customer orientation and economic results,
managerial practices and activity efficiency, but to measure the dimension of service
diversification, in order to determine the improvement level of service management in hotels and
to put forward proposals in this regard. This goal will be achieved through an exhaustive
quantitative exploratory research, carried-out up to managerial level on hotels in Murescounty.
The secondary objectives come from the main objective of research and are bounded up to
theoretical and applicative level. Theoretically, we notice the following objectives:

e Clarification of some modern concepts and approaches that aim to the tourism sector;

- Analysis of tourism nationally and internationally as basic area of economic and social

activities;

- Systematic clarification of importance concerning tourism unit within modern economy;

- Clarification of concepts concerning service management in tourism units;

- Identification of models that focus on improvement of service management in hotels;

- Identification of some indicators that focus on analysis of economic efficiency in hotels;
Up to applicative level, objectives are the following:

- Identification of some relations between customer orientation and results in order to

improve service management in hotels;



e explanation of some relations between customer orientation and classification category of

hotels;

9

identification of dimensions concerning service diversification in hotels;

9

determination of how hotels are grouped through factors specific to service
diversification;

- analysis of some relations between managerial perception in relation to strategy, quality
management, information technology and economic efficiency indicators in order to
improve the service management;

- identification of some similarities between the results of this research and the results of
foreign research in the field.

In order to shape a frame suitable to the scientific step and achieving objectives aimed within

research, we think it is important to perform a systematic presentation of this paper:



Chapter 1. INTRODUCTION IN AREA OF RESEARCH

Importance, motivation and obiectives of research , novelty elements ,
current stage of knowledge in the area of research

Chapter 2. TOURISM — BASIC FIELD OF ECONOMIC AND SOCIAL ACTIVITIES

"

Tourism characterization as economic-social activity, current approaches concerning tourism, role
of tourist product, analysis of economic and social implications of tourism

A 4

Chapter 3. ORGANIZATION AND OPERATION OF TOURIM UNITS WITHIN ECONOMY

Tourism units: definition, development , classification: definition of importance and development of
hotels internationally and nationally

Chapter 4. NOTIONS AND CONCEPTS REGARDING SERVICE MANAGEMENT IN TOURISM
UNITS

“

Definition and characterization of services , presentation of strategy content in services, orientation s
that regard quality management and human resources practices

Chapter 5. IMPROVEMENT OF SERVICE MANAGEMENT IN HOTELS

}‘

Presentation of modern approaches related to improvement of service management, presentation of
some economic indicators that regard analysis of services in hotels

Chapter 6. EMPIRICAL RESEARCH THAT REGARDS IMPROVEMENT OF SERVICE
MANAGEMENT IN HOTELS

}‘

Description of research methodology, hypothesis definition , result presentation and data interpretation

Chapter 7. FINAL CONCLUSIONS AND PERSONAL CONTRIBUTIONS

}‘

Personal contributions in area of research , highlight of limitations, presentation of study implications
and research prospects

Figure no. 1. Structure of doctoral dissertation



RESEARCH METHODOLOGY AS REGARDS IMPROVEMENT OF SERVICE
MANAGEMENT

According to the linear model of scientific research, the first step is represented by establishment

of objectives and definition of research assumptions.

Within this research, research assumptions are correlated and stated starting from the research
objectives, in order to test every hypothesis, a wide range of statistical methods is used — both
statistical data analysis methods, and hypothesis testing methods (table no. 1). The option for
diversity of statistical methods is sustained by their complementary usage, the final aim being
getting some as detailed as possible and full interpretations, following the example of research in
the studied international reference, included in the main flow of publications. The chart of the

research model is shown in the following figure:

*Person parametric — *Bivaried square hi test,
correlations Bt *PCA,
*Kendall and +Cluster analysis

Spearmann non-
parametric correlations

Customer Service
orientation | | diversification

Management improvement

Manageria&:j Economic N

practices efficiency

*Binomial test
*Square hi test,
correlations

*PCA,
*Bivaried square hi test

*Cluster analysis
*Pearson correlations ‘/L
J

Figure no. 2. Chart of proposed research model

*Pearson parametric




Table no. 1. Research objectives and assumptions

OBJECTIVES HYPOTHESES RELATED TO EACH Applied research
OBJECTIVE method
O;: Analysis of hotel sector in Weighted

Mures county using
descriptive statistics

arithmetic average;
absolute and

accumulated
frequencies
O, : Analysis of correlation H;: Customer orientation is correlated Pearson
between customer orientation | directly proportional with classification parametric
in line with classification category of a hotel correlations
category and in line with Kendall and
results, that contributes to Spearmann non-
improvement of service parametric
management in hotels correlations
H,: Dimension of customer orientation of Pearson parametric
hotels is at least medium correlated with correlations

dimension of economico-financial indicators

Os: Analysis and grouping of
services that contribute to
diversification of hotel activity
as support of improving
service management

Hj;: There are no statistically signficant

Bivaried square hi

differencies as regards dimension of test
diversification concerning hotel services

according to classification category of

hotels.

Hy: There is a limited set of factors specific Principal

to diversification through the management
decisions in hotels

component analysis

Hs: More than 50% of hotels included in the
study are dedicated to business tourism

Cluster analysis

Og4: Analysis of correlations
and associations that regard
service strategy in line with
the hotel dimension and results
in order to determine the
extent of improving service
management

Hyg: Dimension of hotels is not associated
with managers’ perception towards strategy
in improving service mangement

Bivaried square hi
test

H;: Dimension of hotels is correlated with
managers’ perception towards strategy in
improvement of service management

Pearson parametric
correlations

Hg: Dimension of economico-finnacial
indicators of hotels is not associated with
managers’ perception towards improvement
of service management

Bivaried square hi
test

Hy: Dimension of economico-financial
indicators of hotels is correlated with
managers’ perception towards strategy in
improvement of service management

Pearson parametric
corelations

Os: Analysis of correlations
between quality management
in line with human resources
practices and in line with

Hjy: Quality management in hotels is
positively correlated with economico-
financial indicators in improvement of
service management

Pearson parametric
correlations




results that determine
improvement of service
management in hotels.

H,;: Human resources practices are
positively correlated with quality
management in improving service
management

Pearson parametric
correlations

Og: Analysis of correlations
and associations of factors that
define information technology
in hotels, according to
classification category,
dimension and results, in order
to entail the improvement level
of service management.

H,,: Implementation of information
technology in hotels is positively correlated
with economico-financial indicators in
improving service management

Pearson parametric
correlations

H;;: There are no significant differencies as
regards implementation of information
technology as an aid of improving service
management according to classification
category of hotels

Bivaried square hi
test

H,,: There are no significant differencies as

Bivaried square hi

regards implementation of information test
technology as an aid of improving service
management according to hotel dimension

O7: Typological analysis of H;s: There is a limited number of factors that Principal

hotels according to
implementation of
information technology in
order to entail the
improvement level of service
management.

define usage of information technology in
hotels

component analysis

Hs: A small number of hotels will group in
line with the software used by hotels.

Cluster analysis

Og: Analysis of importance
concerning implementation of
information technology that
entails improvement of service
management in hotels.

H;;: At least 50% of surveyed hotels have
revealed as being important or very
important to implement information
technology in order to improve service
management

Binomial test

The general population consists of 42 hotels of all classification categories located in Mures
county. The surveyed population consists of general population, motivation being that the
general population is small-sized. Therefore, this study has been carried-out through the
exhaustive research, data being taken over from the report entitled "List of tourist reception
structures with classified accommodation functions" shown by the Ministry of Regional
Development and Tourism. A significant stage of research taken into consideration was the
pretesting of questionnarie, that took place in August 2012, whereupon a management
representative for every classification category of the hotels located in Targu-Mures, and as a

result, time alloted to fill the questionnarie in was verified and some variables were modified.



As regards our research, the gathering method is the inquiry through the total observance

(exhaustive), and the tool used is the questionnarie. The elements studied within the

questionnarie are the following:

aspects that relate to a series of identification data of respondent and the hotel that is
represented (classification category, position held, hotel dimension, experience of
service, ground for tourists’ travel and influence of seasonal character);

dimensions (variables) in relation to which hotels comprised in the study are surveyed, in
order to entail the improvement level of management. Variables regard the following
segments: customer orientation (services supplied by the front-office and back-office
personnel), supplied services (accommodation, food, entertaining, additional and
customized services), managerial practices (strategy, quality, employees and information
technology) and economic efficiency. For the first segment — customer orientation — I
have emphasized a series of discrete, spontaneous behaviour that employees show
voluntarily and that can help carry-out a positive evaluation of quality of services
supplied to the customers. For the service segment we have surveyed the diversification
extent of services in the hotels located in Mures county, and for the managerial practices
segment we have studied first of all, the extent to which these practices are correlated and
associated with hotel dimension, classification category, and results, and secondly, we
have studied the relation between these practices;

economico-financial indicators of the hotels comprised in the study through indicators:
occupancy in a hotel, turnover for accommodation services, turnover for food services,

turnover for other services, market share and volume of income and expenditure.



DATA ANALYSIS AND HYPOTHESIS TESTING

All statistical methods used in this research for data analysis and hypothesis testing have been
selected and applied taking into consideration the empirical research internationally in the area of
hotel sector, the main goal being their validation for the Romanian hotel market. Concerning the
analysis of data obtained, we mention that it has been carried—out through the following

software: SPSS 17.0 (Statistical Packages for the Social Sciences) and Microsoft Office Excel.

Data analysis and hypothesis testing have been done in two stages, that comprise:
* results of descriptive analysis of observed data, and
* results of descriptive analysis, hypothesis testing and data interpretation for dimensions
that regard improvement of service management.
As the results of descriptive analysis, hypothesis testing and data interpretation for dimensions
that regard improvement of service management present an overwhelming importance within the

study, we consider it is important to describe them below.

The first element that contributes to improvement of hotel service is represented by customer
orientation. Therefore, the first hypothesis (H;) within our research: Customer orientation is
correlated directly proportional with classification category of the hotel, has been tested through
the calculation of the Pearson correlation coefficient. Results confirm hypothesis, the only
exception being represented by the variable: Personnel provides questionnaries for testing
tourists’ opinion with regard to quality and satisfaction of supplied services. This situation can
be explained in that the testing of tourists’ opinion about satisfaction of supplied services can be
carried-out through other possibilities (for instance, through questionnaries placed in hotel

rooms).

Studies in the area (Tajeddini, 2010) have surveyed the impact of customer orientation on
economic efficiency of hotels activity, through quantitative studies. The results of these studies
have emphasized that hotel managers that regard customer orientation as a priority, succeed to
get the required profit and sales alongside investment profitability (Tajeddini, 2010:227). In this

regard, we have carried-out a second hypothesis (H;) within the research: Dimension of



customer orientation of hotels is at least medium correlated with dimension of economico-
financial indicators. The hypothesis testing has been carried-out through calculation of the
Pearson correlation coefficient for variables that assign customer orientation and economico-
financial indicators of hotels. The results partly acknowledge hypothesis, most variables that
describe customer orientation being at least medium correlated, positively or directly, with a

statistical significance of at least 0.05, with economico-financial indicators.

Having as main objective, diversification and implicitly improvement of services, hotel
managers can decide extension of range concerning the standard services required for legislation,
in order to meet the current consumption requirements. Extension of the service range should
take into account the current trends in the area that rule the hotel sector, and should not take into
consideration by any means the hotel classification category. Therefore, the two or three-star
hotels can get service diversification by supplying some services such as: hairdresser’s, hairstyle,
manicure, Wellness center, organization of some corporate events (anniversaries of companies,
business dinners etc.), thus achieving the required economic efficieny. Under the circumstances,
we have defined hypothesis 3 (H3): There are no statistically significant differencies as regards
dimension of diversification hotel services in line with hotel classification category. In order to
check the relation between dimension of diversification the services supplied to tourists of hotels
included in the study and classification category, we used the 7 test that is based on testing
statistical hypotheses.

Following the application of the y’test, the third hypothesis has been partly invalidated, for very
few variables there are no statistically significant differencies according to classification

category.

In order to complement these results, I have thought necessary to formulate hypothesis 4 (H,):
There is a limited set of factors specific to diversification through management decisions in
hotels. This hypothesis has been tested by applying the principal component analysis (PCA)
over all variables describing the diversification services in hotels included in the study.

The variables remained in the study have been grouped in three principal components that
explain 79.73% of total variance and are those for which the 2 test invalidated the null

hypothesis, and led to the conclusion that diversification is different according to hotel



classification category. The results acknowledge that hypothesis 4, the 51 initial variables
describing the diversification services of hotels included in the study, after repeated processing,
have been reduced to a number of three new factors, named as follows: relaxing and
entertaining services, business tourism services and auxiliary services for accommodation

services that complement business tourism services (figure no. 3)

* SPA Centre
Relaxing, recreational * Massage
services » Wellness Centre
* Relaxing zone

* Executive rooms

* Luxury apartments
* Magnetic cards

* Standard apartments

Business tourism services

Auxiliary services to * Internet connection
accommodation services « Room-service services

| |
Figure no. 3. Factors specific to diversification of identity by applying the PCA method

In order to survey how hotels are grouped in line with classification category, we used the
cluster analysis on the new principal components (CP1, CP2 and CP3). In this regard, we have
carried-out Hypothesis 5 (Hs): More than 50% of hotels included in the study are dedicated to
business tourism. In order to state the number of clusters, firstly we have applied the hierarchical
cluster analysis, based on which, hotels grouped in two clusters. Cluster 2 is defined by the
principal component 2 and is different by the principal component 1, is defined by business
tourism services, respectively, not being defined by relaxing and entertaining services.
According to the results of the ANOVA analysis, cluster 2 is statistically significant for the three
principal components, and a number of 23 hotels are defined on this cluster, that belong to
classification category 3, 4 and 5 stars. Therefore, we mention that in Mures county there are 23

hotels that are dedicated to business tourism and are not dedicated to relaxing and recreational



tourism. In conclusion, hypothesis 5 has been totally confirmed, a percentage of 55% of total
hotels included in the study is dedicated to business tourism.

Implementation of strategy is critical for the success of hotels, and strategic orientation relates to
how a firm succeeds to adapt to external competitive environment (Hrebiniak, 2009:12 after
Miles&Snow, 1978; Mintzberg, 1973). As a rule, researchers use strategic orientation to
investigate the relation between a firm’s strategy and performance (Avci et al., 2011:148 after
Dess et al., 1993), as well as the relation between managers’ perception in relation to the
importance of competitive strategies and hotel dimension (Petzer et al., 2008). Under the
circumstances, the following hypotheses were enunciated within research:

Hg: Hotel dimension is not associated with managers’ perception in relation to strategy in
improvement of service management

H;: Hotel dimension is correlated with managers’ perception in relation to strategy in
improvement of service management

Hjy:Dimension of economico-financial indicators of hotels is not associated with managers’
perception in relation to strategy in improvement of service mangement

Hy:Dimension of economico-financial indicators of hotels is correlated with managers’
perception in relation to strategy in improvement of service mangement

The results have emphasized the following aspects: hypotheses 6, 7 and 9 have been partly
validated, and hypothesis 8 has been invalidated.

The most important researchers in the area of quality (Demingm, 1982; Juran, 1988), have
studied the relation between quality management and performance, indicating that the role of
quality is critical in order to improve the performance indicators. In general terms, the empirical
literature that presented the relation between quality management and performance, use different
variables that express quality and reports mixed results (Tari et al., 2010: 501). As a result, we
have thought necessary to formulate hypothesis 10 (Hjg), Quality management in hotels is
positively correlated with economico-financial indicators in improvement of service
management, respectively. The results of the Pearson correlation analysis for variables that
designate quality management and economico-financial indicators in hotels included in the

study, emphasize average values of correlation coefficients (statistically significant) but also



values non-correlated significantly statistically. In conclusion, we state that hypothesis 10 has
been partly confirmed.

The human resources management comprises all management decisions and human resources
practices that affect or directly influence employees (Dhammika, 2010:2). Therefore, the need to
develop and implement human resources practices is inherent. The specialty studies (Lovelock,
1985; Schlesinger&Heskett, 1991; Schneider et al., 1985, 1995) have sustained the idea (through
empirical research) according to which, improvement of quality should be focused on human
resources practices, selection, training, improvement and bonus, respectively in service providers
(Tsaur&Lin, 2004:472). These studies have determined wording of hypothesis 11 (H;;): Human
resurces practices are positively correlated with quality management in improving the service

management. Results of analysis have led to the in full acknowledgement of hypothesis.

In the course of time, service providers have invested a great deal in information technology, in
order to increase activity efficiency, improve productivity and sustain management decisions
(Kim et al., 2008:500). Thus, I have thought it is important to carry-out hypothesis 12 (H;2):
Implementation of information technology in hotels is positively correlated with economico —
financial indicators in improving service management. Hypothesis testing has been carried-out

by the Pearson correlation coefficient, and results have led to hypothesis invalidation.

In order to study thoroughly the survey, I have used the PCA method, in order to group initial
variables that relate to usage of information technology, in new variables. In this regard, I have
worded hypothesis 15 (H;s): There is a limited number of factors that define usage of
information technology in hotels.

By applying the PCA, correlation coefficient matrix revealed us that the variable We use services
of some specialized sites that provide us consultancy and online advertising has registered very
low correlations (below 0.1) with the other variables, that resulted in its reject. The second
processing reveals medium and strong correlations between the six remaining variables.
Consequently, we mention that variables remained in the study have grouped in two principal
components that explain 67% of total variance. The first component explains approximately
40% of variance, and the second component explains approximately 27% of variance. The two

formed components reveal a discriminatory group between services that define usage of



information technology, therefore the study contains hotels that either use professional software
applications of hotel administration, or use standard software applications in managing
accommodation and food services. Graphic representation in two-dimensional plane of initial

variables on principal components is the following:

Component Plot in Rotated Space
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Graph no. 1. Graphic representation of initial variables on principal components

In conclusion, hypothesis has been in full acknowledged, resulting a low number of factors, two
principal components, respectively (professional software applications of hotel administration

and standard software applications of hotel administration).

In order to complement these results, we have thought it is important to verify by means of the
binomial test if a proportion of 50% of hotels included in the study have implemented
applications focused on information technology, the related hypothesis (H;) being: at least 50%
of hotels in the study have revealed as being important or very important implementation of
information technology in order to improve service management.

Starting from the results of the binomial test, the test related hypothesis has been acknowledged
only for variables We use standard software (Word, Excel, data bases) and We use services of
some specialized sites that provide us consultancy and online advertising, the latter having a

statistical significance of 0=0,16. Therefore, hypothesis is just partly acknowledged.



FINAL CONCLUSIONS AND PERSONAL CONTRIBUTIONS

Presentation of conclusions within a scientific paper is the last stage of research, a very important

time as it emphasizes the substance of results over the four years of research.

Theoretically, the main personal contributions are aimed to know the selected area of research,
and are materialized in the following directions:

e profiling and tourism analysis as the basic area of economic and social activities. In this
regard, we have thought that a scientific approach of tourism is important through
approaching its development, outlining, definition and characterization as economic and
social activity, alongside with presentation of the main implications that it assumes.
Therefore, from the first definitions given to tourism it resulted that it assumes an activity
of relaxation, recovery and pleasure, with socio-economic implications, assigning the
following implications: business, medical, religious, sport, social, etc. Alongside with
these meanings, the content of tourist activity has acquired new levels, the notions of
"industry" and "hospitability" being introduced, frequently used in the specialty domestic
and foreign literature, at the same time resulting in debates and controversies between
specialists and practitioners.

we Systematic clarification of importance concerning tourism unit within economy. In order
to emphasize this aspect, we have clarified the elements that are connnected with history,
development, definition, classification and analysis of hotels internationally and
nationally;

e Presentation of the improvement model of service management in hotels. In order to
present this research aspect, we have covered three stages. Firstly, we have clarified the
main elements that are around the area of service management (by covering the foreign
references within the main flow of publications), the content and foundation of service
strategy, the main orientations concerning quality of services in tourism units, the
information technology and human resources practices, respectively. All this elements
have been described within chapter four, emphasizing that tourism units should manage
their work through a multidimensional management process that includes:

= A strategy suitable to the environment they operate in,



= A continous concern for quality,

* An increased attention paid to human resources activity, and

= Implementation of information technology.
Secondly, we have settled the significance of improvement conception applied in the area
of service management. A first starting point in improving the service management in
hotels is represented by service diversification, that represents addition of some new or
improved services (addition of some new services to accommodation, food, entertaining
and auxiliary services) to the services that are required obligatorily by the legislation in
force (basic services). Another important point in improving the service management is
represented by customer orientation. The elements that assign customer orientation are:
personnel condescendence, their promtitude in settling problems when they involve in,
customized attention, supply of a service when it is promised, services supplied by the
hotel personnel, respectively. The last particularly important aspect in the significance of
improvement concept applied in this area is represented by managerial practices
implemented by hotels. The last stage has been earmarked to presentation of the
improvement model of service management in hotels, that represented a complex step of

research.

Empirical personal contributions are important for both hotel managers included in the study and
the decision makers existing nationally, being represented by the results achieved at research
level:

e [dentification of the relation between customer orientation and the results that contribute
to improvement of service management in hotels. The results of research carried-out on
hotels included in the study reveal a positive relation among most elements that entail the
dimension of customer orientation and economico-financial indicators. These results are
sustained by foreign studies within the hotel sector (Tajeddini, 2010) that highlighted a
strong connection, with a strong statistical significance between the dimension of
customer orientation and results, managers that consider customer orientation a priority,
succeed to reap profit, required sales and profitability, respectively.

e Extent wherein service diversification in hotels contributes to improvement of service

management. In order to highlight this aspect, firstly, we have verified the relation



between the dimension of service diversification (for all range of supplied services —
accommodation, food, entertaining, auxiliary and customized services) and hotel
classification category in the study. Results show that managerial perception in relation to
service diversification varies according to classification category of the hotel included in
the study, and a very small number of services does not contribute to diversification
progressively. Secondly, we have identified factors specific to service diversification
through management decisions in hotels. Therefore, the 51 initial elements describing
diversification services in hotels, have been reduced to a number of three new factors:
relaxing and recreational services, business tourism services and services that are
auxiliary to accommodation services and complement the business tourism services. We
also mention that the variables remained in the study and for which there are factors
specific to diversification belong to the hotels classified with three, four and five stars.
Determination of how hotels are grouped according to the classification category
through factors specific to diversification. The results of analysis carried-out in this
regard emphasizes that in Mures county there are 23 hotels of 3, 4 and 5 stars dedicated
to business tourism and 9 hotels of 3, 4 and 5 stars dedicated to relaxing and recreational
tourism. As a result, a percentage of 55% of total hotels in Mures county are dedicated to
business tourism, 66% of total hotels of three, four and five stars are dedicated to
business tourism, respectively.

Identification of some relations between managerial practices and results in order to
improve the service management. The results of analysis carried-out emphasized medium
and low intensity relations between elements that built-up the strategy in services, quality
management and economico-financial indicators, as well as statistically insignificant
relations between variables that entail information technology and economico-financial
indicators, fact that entail to enounce the following improvement proposals of service
management in hotels to increase economic efficiency:

* Strengthening of service strategy by developing some unique and original
services that are in line with international standards, providing some tip and
incentive bonuses, paying a special attention to get loyal customers,
diversification of supply to attract customers and last but not least

implementation of service outsourcing. In order to sustain this aspect we want to



mention that foreign empirical studies in this field (Dickson&Ginter, 1987; Avci
et al., 2011; Petzer et al., 2008; Espino-Rodriguez&Padron-Robaina, 2005) have
proved the existence of a strong relation between implementation of a strategy
suitable in hotels and performance;

» Improvement of quality concerning supplied services. In our opinion, we think
that managers that work in the hotel sector should first of all pay a special
attention to tangible facilities, hotel design, upkeep of spaces, landscape and
neighbourhood, respectively. Secondly, they should pay a special attention to
quality control of products and services, and thirdly, they should be concerned
for hotel personnel, employees’ responsabilities and obligations entail to create
some quality services, respectively. In this regard we want to mention that the
results of foreign studies have proved the relation between quality of supplied
products and services and performance (Wang et al., 2012; Claver et al., 2006),
relation that will result in achieving the sustainable competitive advantage.

* Implementation of information technology. Information technology should
represent a basic resource in hotels to rise economic efficiency. This statement
can be sustained through the research carried-out in the area, that emphasized
the existence of an extremely important relation between implementation of
information technology and performance (Kim et al., 2008; Wu et al., 2012;
Abu Kasim & Badriyah Minai, 2009).

LIMITATIONS OF THE STUDY

The main limitations of research that can emerge, have the following directions:

» Proposed research model. Improvement of service management in hotels represents an
extremely complex and dashing area of research, and the proposed model that focuses on
customer orientation, service diversification and managerial practices, is not an
exhaustive one. In this regard, the model can be improved, developed and perfected
within the dynamic environment of the area of research;

» Although the study is an exploratory one, through the total observance, the studied

population is small-sized (42 hotels), therefore its representativeness and generalization



up to a geographical region or nationally cannot be sustained and should be regarded and
analyzed carefully;

» Improvement of service management in hotels is approached only managerially and as a
result, we mention that the research focused on service diversification, customer

orientation and managerial practices requires an additional support;

FUTURE RECOMMENDATIONS CONCERNING AREA OF RESEARCH

Taking the limitations of research into account, we consider it is important to present the
following recommendations concerning the area of research:

- Extension of research up to a region (for example, up to the Centre Development Region)
or even nationally to include a higher number of studied units to get research
representativeness and decide efficient and smart suggestions in the studied area;

oo Completion of a research to include an illustrative number of hotels that belong to a
national or international hotel chain as well as hotels that operate based on a management
contract or franchise;

o Completion of a comparative as well as a complementary study to allow approaching the
study-improvement of service management in hotels — in relation to customers,
satisfaction level of customers compared to services supplied to hotels, respectively to
allow finally improvement of services (diversification, improvement of service quality,
personnel training etc.) and achievement of optimum balance between customer
satisfaction and activity profitability;

o Improvement of the research model that targets the following directions: customer
orientation, service diversification and managerial practices;

oo Completion of a future analysis to include the impact of service management on
performance, by taking into consideration both economico — financial indicators and non-

financial indicators;



REFERENCES

10.

. Abrate, G., Fraquelli, G., Viglia, G., (2012), Dynamic pricing strategies: Evidence from

European hotels, International Journal of Hospitality Management, Vol. 31, Nr.1, pp.
160-168

Abu Kasim, N.A., Badriyah Minai, A., (2009), Linking CRM strategy, customer
performance measures and performance in the hotel industry, International Journal of
Economics and Management, Vol. 3, Nr. 2, pp. 297-316

Albayrak, T., Caber, M., Aksoy, S., (2010), Relationships of the tangible and intangible
elements of tourism products with overall customer satisfaction, International Journal of
Trade, Economics and Finace, Vol 1, Nr. 2, pp. 140-143

Aldebert, B., Dang R., Longhi, C., (2011), Innovation in the tourism industry: The case
of Tourism, Tourism Management, Vol. 32, Nr. 5, pp. 1204-1213

Alleyne, P., Doherty, L., Greenidge, D., (2006), Human resource management and
performance in the Barbados hotel industry, Hospitality Management, Vol. 25, Nr.4, pp.
623646

Alon, I., Ni, L., Wang, Z., (2012), Examining the determinants of hotel chain expansion
through international franchising, International Journal of Hospitality Management, Vol.
31, Nr. 2, pp.379-386

Anderson, D.R., Sweeney, D.J., Williams, T.A., (2012), Statistics for Business and
Economics, eleventh edition, South-Western, Cengage Learning, USA

Andrei, R., Copetchi, M., Dragnea, L., (2006), Manual de tehnici operationale in
activitatea de turism, Editura Ericson, Bucuresti.

Anuar, A.N.A., Ahmad, H., Jusoh, H., Hussain, M.Y., (2012), The role of tourism
System towards Development of Tourist Friendly destination Concept, Asian Social
Science, Vol. 8, Nr. 6, pp. 146-155

Anuar, AN.A., Ahmad, H., Jusoh, H., Hussain, M.Y., (2012), Understanding the role of
stakeholder in the formation of Tourist Friendly destination Concept, Journal of

Management and Sustainability, Vol.2, Nr.2, pp. 69-74



11.

12.

13.

14.

15.

16.

17.

18.

19.

20.

21.

22.

23.

Ariffin, A.A., Maghzi, A., Aziz, A., (2011), Understanding hotel hospitality and
differences between local and foreighn guests, International Review of Business Research
Papers, Vol.7, Nr. 1, pp. 340-349

Ariffin, A.A., Maghzi, A., (2012), A preliminary study on customer expectation of hotel
hospitality: Influences of personal and hotel factors, International Journal of Hospitality
Management, Vol. 31, Nr.1, pp. 191-198

Avci, U., Madanoglu, M., Okumus F., (2011), Strategic orientation and performance of
tourism firms: Evidence from a developing country, Tourism Management, Vol. 32, Nr.
1, pp. 147-157

Badulescu, R., (2008), Metode de evaluare a calitatii serviciilor publice on-line, Cercetari
practice si teoretice in Managementul Urban, Anul 3, Nr. §, pp. 57-83

Baker, S., Bradley, P., Huyton, J., (2007), Principiile operatiunilor de la receptia
hotelului, Editura C.H. Beck, Bucuresti.

Balog, A., Badulescu, G., (2008), Modele conceptuale ale calitatii serviciilor on-line,
Cercetari practice si teoretice in Managementul Urban, Anul 3, Nr. 8, pp. 37-49

Bardi, J.A., (2007), Hotel front-office management, fourth edition, USA, New Jersey:
John Willey&Sons

Barrow, C.W., Powers, T., (2009), Introduction to hospitality industry, seventh edition,
USA, New Jersey: John Willey&Sons

Barrows, C.W., Powers, T., Reynolds, D., (2011), Introduction to Hospitaliy Industry,
USA, New York: John Willey&Sons

Bartikowski, B., Llosa, S., (2004), Customer satisfaction measurement: comparing four
methods of attribute categorisations, The Service Industries Journal, Vol. 24, Nr. 4, pp.
67-82.

Bacanu, B., (2009), Management strategic in turism, Concepte si studii de caz, Editura
Polirom, Bucuresti.

Becerra, M., Santalo, J., Silva, R., (2013), Differetiation, competition, and pricing
strategies in the Spanish hotel industry, Tourism Management, Vol. 34, pp. 71-79

Bech Serrat, J.M., (2011), Quality of hotel service and consumer protection: A European

contract law approach, Tourism Mangement, Vol. 32, Nr. 2, pp.277-287



24.

25.

26.

27.

28.

29.

30.

31.

32.

33.

34.

35.

36.

Blesi¢, 1., Ivkov-Dzigurski, A., Dragin, A., Ivanovié, L., Panteli¢, P., (2011), Application
of GAP Model in the Researches of Hotel Services Quality, International Scientific
Journal Turizam, Vol. 15, Nr. 1, pp. 40-52

Bordean, O., (2010), Strategii manageriale ale intreprinderilor de turism, Editura
Risoprint, Cluj-Napoca.

Bordean, O., Borza, A.L., Glaser-Segura, D., (2011), A comparative approach of the
generic strategies within the hotel industry: Romania vs. USA, Management&Marketing
Challenges for the Knowledge Society, Vol.6, Nr.4, pp. 501-514

Bordean, O., Borza, A.IL., Nistor, L.I., Mitra, C.S., (2010), The Use of Michael Porter’s
Generic Strategies in the Romanian Hotel Industry, International Journal of Trade,
Economics and Finance, Vol. 1, Nr. 2, pp. 173-178

Borza, A.L., Bordean O., Mitra C.S., Dobocan, C., (2008), Management Strategic, Editura
Risoprint, Cluj-Napoca.

Briggs, S., Sutherland, J., Drummont, S., (2007), Are hotels serving quality? An
exploratory study of service quality in the Scottish hotel sector, Tourism Management,
Vol. 28, Nr. 4, pp.1006-1019

Brotherton, B., Wood, R.C., (2008), The SAGE Handbook of Hospitality Management,
SAGE Publication, Londra, Marea Britanie

Browning, V., Edgar, F., Gray, B., Garrett, T., (2009), Realising competitive advantage
through HRM in New Zealand service industries, The Service Industries Journal, Vol.
29, Nr. 6, pp. 741-760.

Burns, P., Holden, A., (1995), Tourism: A New Perspective, London: Prentice Hall

Buruiana, G., (2010), Ghid de bune practici in turism si hoteldrie, Editura Uranus,
Bucuresti
Buttle, F., (2004), Customer Relationship Management — Concepts and Tools, Oxford:

Elsevier Butterworth-Heinemann

Byrd, T. A., Turner, E. T., (2001), An exploratory examination of the relationship
between flexible IT infrastructure and competitive advantage, Information&Management,
Vol. 39, Nr. 1, pp. 41-52

Caramida, C., (2011), Brandul Ospitalitatii, Editura Brandmark, Bucuresti



37.

38.

39.

40.

41.

42.

43.

44,

45.

46.

47.
48.

Campeanu-Sonea, E.,(2000), Managementul firmei prestatoare de servicii turistice,
Editura Risoprint, Cluj-Napoca

Chand, M., Katou, A.A., (2007), The impact of HRM practices on organisational
performance in the Indian hotel industry, Employee Relations, Vol. 29, Nr. 6, pp. 576 -
594

Chang, A., Chiang, H-H., Han, T-S, (2012), A multilevel investigation of relationships
among brand-centered HRM, brand psychological ownership, brand citizenship
behaviors, and customer satisfaction, European Journal of Marketing, Vol. 46, Nr. 5, pp.
626 - 662

Chang, S., Gong, Y., Shum, C., (2011), Promoting innovation in hospitality companies
through human resource management practices, International Journal of Hospitality
Management, Vol. 30, Nr. 4, pp. 812-818

Chelcea, S., (1975), Chestionarul in investigatia sociologica, Editura Stiintificad si
Enciclopedica, Bucuresti

Chen, F-H., Hsu, T-S., Tyeng, G-H., (2011), A balance scorecard approach to establish a
performance evaluation and relationship model for hot spring hotels based on a hybrid
MCDC model combining DEMATEL and ANP, [International Journal of Hospitality
Management, Vol. 30, Nr. 4, pp. 908-932

Chitu, V., (2012), Skills management: A base for Increasing Economic Competitiveness
in Romania, Economia. Seria management, Vol. 15, Nr. 1, pp. 19-33

Claver-Cortés, E., Tar1’, J.J., Pereira-Moliner, J., (2006), Does quality impact on hotel
performance?, International Journal of Contemporary Hospitality Management, Vol. 18,
Nr. 4, pp. 350-358

Claver-Cortés, E., Pereira-Moliner, J., Tari, J.J., Molina-Azorin, J.F., (2008), TQM,
managerial factors and performance in the Spanish hotel industry, Industrial
Management & Data Systems, Vol. 108, Nr. 2, pp. 228-244.

Coghlan, A., (2012), Faciliting reef tourism management through an innovative
importance-performance analysis method, Tourism Management, Vol. 33, Nr. 4, pp.767-
775

Cojocariu S., (2010), Management in turism si sevicii, Editura Universitard, Bucuresti

Cojocariu S., (2010), Strategii in turism si sevicii, Editura Universitard, Bucuresti



49.

50.

51.

52.

53.

54.

55.

56.

57.

58.

59.

60.

61.

62.

Collins, G.R., (2010), Usable Mobile Ambient Intelligent Solutions for Hospitality
Customers, Journal of Information Technology Impact, Vol. 10, Nr. 1, pp. 45-54

Contiu, H.V., (2012), Bazele geografice ale fenomenului turistic, Presa Universitara
Clujeana, Cluj-Napoca

Cooper, C., Fletcher J., Fyall A., Gilbert D., Wanhill, S., (2008), Tourism: principles &
practice, England: Pearson Education Limited

Cooper, C., Hall, M., (2008), Contemporary tourism, an international aproach, UK:
Butterworth-Heinneman, Elsevier

Cosmescu, 1., Nicula V., Tileaga C., (2004), Diversitatea si calitatea serviciilor turistice,
Editura Constant, Sibiu.

Cristea, A.A., (2009), Reconsiderarea sistemului de calitate a serviciilor din industria
Economic, Vol XI, Nr. 26, pp. 451-461

Cristureanu, C., (1992), Economia si politica turismului international, Editura Abeona,
Bucuresti

Cristureanu, C., (2006), Strategii si tranzactii in turismul international, Editura C.H.
Beck, Bucuresti

Cristureanu, C., (2009), Tranzactii internationale in economia imateriala,, Editura C.H.
BECK, Bucuresti

Crisan, E., Ilies, L., Salanta, 1., (2010), Bune practici de management utilizate in
planificarea servirii clientilor in domeniul logisticii din Romania, Amfiteatrul Economic,
Vol XII, nr. 27, pp. 178-190

Criveanu 1., (2007), Managementul Serviciilor, Editura Sitech, Craiova.

Daft, R.L., Lane, P.G., (2010), Management, 9th edition, USA, Canada: South-Western
Cengage Learning

Daghfous, A., Barkhi, R., (2009), The strategic management of information technology in
UAE hotels: An exploratory study of TQM, SCM and CRM implementations,
Technovation, Vol. 29, Nr. 9, pp. 588-595

Darbellay, F., Stock, M., (2012), Tourism as complex indisciplinary research object,
Annals of Tourism Research, Vol.39, Nr.1, pp. 441-458



63.

64.

65.

66.

67.

68.

69.

70.

71.

72.

73.

74.

Davidson, M.C.G., McPhail, R., Barry, S., (2011), Hospitality HRM: past, present and
future, International Journal of Contemporary Hospitality Management, Vol. 23, Nr. 4,
pp. 498-516

Deery, M., Jago, L., Fredline, L., (2012), Rethinking social impacts of tourism research:
A new research agenda, Tourism Management, Vol. 33, Nr. 1, pp. 64-73

Demingm, W.E., (1982), Quality, Productivity and competitive Position, MIT Center for
Advanced Engineering, Cambridge

Denicolai, S., Cioccarelli, G., Zucchella, A., (2010), Resource-based local development
and netwworked core-competencies for tourism excellence, Tourism Management, Vol.
31, Nr. 2, pp. 260-266

Dhammika, K.A.S., (2010), Human Resource Management's contribution to the
implementation of strategies for Customer Satisfaction: A case of Three Stars Hotels in
Sri Lanka, International Research Conference on Business and Information, University
of  Kelaniya, Sri Lanka, pp. 1-11,  disponibil, accesat  on-line
http://repository.kln.ac.lk/109/, accesat on-line la data de 15.10.2012

Di Mascio, R., (2010), The service models of frontline employees, Journal of Marketing,
Nr. 74 (July), pp. 63-80

Dickson, P. R., Ginter, J., (1987), Market segmentation, product differentiation, and
marketing strategy, Journal of Marketing, Vol. 51, Nr. 2, pp.1-10

Dinu, M., (2005), Geografia turismului, editia a IlI-a, Editura Didactica si Pedagogica,
Bucuresti

Dinu, S., (2006), Tehnologii informationale in turism - strategii si perspective, The
Journal of the Faculty of Economics — Economic Science Series, TOM. XV, Vol. 2, pp.
734-738

Dobrea, R.C., Stefanescu, A.N., (2008), Analiza competitivitatii industriei turistice din
Romania in contextul globalizarii economice, Economia seria Management Journal,
Anul XI, Nr. 1, pp. 40-54

Doganis, R., (2002), Flying off course, The economics of international airlines, third
edition, London: Routhledge 11 New Fetter Lane

Dominici, G., Guzzo, R., (2010),Customer satisfaction in the Hotel Industry: A Case
Study from Sicily, International Journal of Marketing Studies, Vol. 2, Nr. 2, pp.3-12



75.

76.

77.

78.

79.

80.

81.

82.

&3.

&4.

85.

86.

Dumitru, N., (2007), Contributia turismului in procesul cresterii economice, Journal of
Tourism, Nr.3, pp. 41-47

Dwyer, L., Edwards, D., (2009), Tourism product and Service Innovation to Avoid
"Strategic Drift", International Journal of Tourism Research, Vol. 1, Nr. 4, pp. 321-335
Dwyer, L., Forsyth, P., Spurr, R., (2004), Evaluating tourism's economic effect: new and
old approaches, Tourism Management, Nr. 25, Nr. 3, pp. 307-317

Eja, E., Ajake, A.O., Inah, S., (2012), The spacial analysis of hotel strata and rate of
tourist inflow in the hotel industry: Calabar scenario, Reserch on Humanities and social
science, Vol. 2. Nr. 5, pp. 44-52

Espino-Rodriguez, T.F., Rodriguez-Diaz, M., (2008), What type of outsourcing
relationship should hotels maintain? A model based on internal and relational strategic
value, in Joseph S. Chen (Editura) 4 (Advances in Hospitality and Leisure, Volume 4),
Emerald Group Publishing Limited, pp. 213-227

Espino-Rodriguez, T.F., Padron-Robaina, V., (2005), A resource-based view of
outsourcing and its implications for organizational performance in the hotel sector,
Tourism management, Vol. 26, Nr. 5, pp. 707-721

Fitzsimmon, J. A., Fitzsimmons, M. J., (2006), Services Management: Operations,
Strategy, Information Technology, fifth edition, New York: McGraw — Hill Irvin

Fleseriu, A., (2011), Management Hotelier, Editura Risoprint, Cluj-Napoca

Ford, R.C., Sturman, M.C., Heton, C.P. (2012), Managing Quality in Hospitality: How
organization achieve excellence in the guest experience, USA, Canada: Delmar, Cegage
learning

Fyall A., Garrod, G.B., (2005), Tourism marketing, A collaborative approach, UK, USA:
Channel View Publications

Gabor, M. R., (2009), Typological analysis as analysis method of marketing data,
Management&Marketing, Vol. 4, Nr. 4, pp. 124-132

Gabor, M. R., Contiu, L.C., Oltean, F.D.,(2012),A comparative analysis regarding
European tourism competitiveness: emerging versus developed markets, Procedia -

Economics and Finance, Vol. 3, pp. 361-366



87.

88.

&9.

90.

91.

92.

93.

94.

95.

96.

97.

98.

99.

Gabor, M. R., Contiu, L.C., Oltean, F.D.,(2012), Employee’s motivation from a cultural
perspective — a key element of the hospitality industry competitiveness, Procedia -
Economics and Finance, Vol. 3, pp. 981-986

Gabor M. R., Oltean F. D., (2011),Development of entrepreneurship in adventure tourism
- a new form within romanian tourism, Cracow University of Economics Foundation,
Cracovia, pp. 56-71

Gereffi, G., Humphrey, J., Sturgeon, T., (2005), The governance of global value chain,
Review of International Political Economy, Vol. 12, Nr. 1, pp. 78-104

Goeldner, C.R., Brent Ritchie, J.R., (2009), Tourism - Principles, Practicies,
Philosophies-eleventh edition, New Jersey: John Wiley & Sons, Inc.

Gogu, E., (2009), Statistica in Comert si Turism, Editura Oscar Print, Bucuresti
Goldstein, S.M., Johnston, R., Duffy J., Jay, R., (2002), The service concept: the missing
link in service design research?, Journal of Operation Management, Vol. 20, Nr. 2, pp.
121-134

Gonzalez, R., Liopis, J., Gasco, J., (2011), What do we know about outsourcing in
hotels? The service Industriel Journal, Vol. 31, Nr. 10, pp. 1669 - 1682

Gravetter, F.J., Wallnau, L.B., (2009), Statistics for behavioral science, eighth edition,
USA, Canada: Wadswoorth Cengage Learning

Grobler, P.A., Diedericks, H., (2009), Talent management: An empirical study of
selected South African hotel groups, Southern African Business Review, Vol. 13, Nr. 3.,
pp-1-27

Guchait, P., Kim, M.G., Namasivayam, K., (2012), Error management at different
organizational levels-frontline, manager, and company, [International Journal of
Hospitality Management, Vol. 31, Nr. 1, pp. 12-22

Guido, C., (1996), Manuale di economia del turismo, Bologna: Clueb

Hall , M., Higham, J., (2005), Tourism, Recreation and climate change, Toronto:
Channel View Publications, Clevedon, Buffalo

Hall, CM., Page, S., (2006), The geography of tourism and recreation: Place, space and environment ,
3rd edition, London: Routledge



100. Ham, S., Kim, W. G., Jeong, S., (2005), Effects of information technology on
performance in upscale hotels, International Journal of Hospitality Management, Vol.
24, Nr. 2, pp. 281-294

101. Heide, M., Laerdal, K., Gronhaug, K., (2007), The design and management of ambience
- Implications for hotel architecture and service, Tourism Management, Vol. 28, Nr. 5,
pp. 1315-1325

102. Hennig-Thurau, T., (2004), Customer orientation of service employees: its impact on
customer satisfaction, commitment, and retention, International Journal of Service
Industry Management, Vol. 15, Nr. 5, pp. 460478

103. Hitt, M. A., Ireland, R.D, Hoskisson, RE., (2009), Strategic Management: Competitiveness and
Globalization: Concepts and Cases, Sth edition, USA: South - Western Cengage [eaming

104. Hjalager, A. M., (2010), A review of innovation research in tourism, Tourism
Management, Vol. 31, Nr. 1, pp. 1-12

105. Hong, W-C, (2008), Competitiveness in the tourism sector, A comprenhensive approach from
economics and management points, Germany: Physica - Verlang Heidelberg

106. Horton, S., (2002), "Competencies in people resourcing", in Pilbeam, S. & Corbridge,
M. (eds), People Resourcing: HRM in Practice, 2nd edition, England: Pearson
Education: Essex

107.Hung, T.K., (2006), The Impact of Human Resource Management Practices on Service
Performance of Taiwanese Hotel Industry - Organiatinal Commitment as a Mediator,
International Journal of the Information Systems for Logistics and Management
(JISLM), Vol. 1, Nr. 2, pp. 109-116

108. Toncica, M., (2003), Economia Serviciilor: Teorie si practica, Editura Uranus, Bucuresti

109.Ioncica, M., Stanciulescu, G., (2006), Economia Serviciilor, Editura Uranus, Bucuresti

110. Isaic Maniu, A., Voda, V.G., Wagner, P., Pecican, E., Stefanescu, D., (2003), Dictionar
de statistica generala, Editura Economica, Bucuresti

111. Isaic Maniu, A., (2001), Tehnica sondajelor si anchetelor, Editura Independenta
Economica, Pitesti

112. Isaic Maniu, A., Korka, M., Mitrut, C., Voineagu, V., (1998), Statistica, Editura

Independenta Economica, Braila, Pitesti, Ramnicu Valcea



113. Jacob, M., Groizard, J.L., (2007), Technology transfer and multinationals: the case of
Balearic hotel chains' investments in two developing economies, Tourism Management,
Vol. 28, Nr. 4, pp. 976-992

114. Jivan, A., (2004), Economia Serviciilor de Turism, Editura Mirton, Timigoara

115. Jolibert, A., Jourdan, Ph., (2006), Marketing research — méthodes de recherche et
d’études en marketing, Editura Dunod, Paris

116. Juran, J.M., (1988), On Planning for Quality, London: Collier Macmillan

117. Kang, G.D., James, J., Service quality dimensions: an examination of Gronroos’s
service quality model, Managing Service Quality, Vol. 14, Nr., 4, pp. 266 -277

118. Kim, T.G., Lee, J.H., Law, R., (2008), An empirical examination of the acceptance
behaviour of hotel front-office system: An extended technology acceptance model,
Tourism Management, Vol. 29, Nr. 3, pp. 500-513

119. King, B. (1987), Viewpoints: Tourism - a new systematic approach? , Tourism Management, Vol.
8, Nr.3, pp. 272-274

120. Kotler, P., (2006), Managementul Marketingului, editia a IV-a, Editura Teora, Bucuresti

121. Laitinen, E., (2002), A dinamic performance measurement system: evidence from small
Finnish technology companies, Scandinavian Journal of Management, Vol. 18, Nr. 1, pp.
65-99

122. Lam, T., Cho, V., Qu, H., (2007), A study of hotel employee behavioral intentions
towards adoption of information technology, International Journal of Hospitality
Management, Vol. 26, Nr. 1, pp. 49—65

123. Lamminmaki, D., (2008), Accounting and the management of outsourcing: An
empirical study in the hotel industry, Management Accounting Research, Vol.19, Nr. 2,
pp- 163-181

124. Lee, M., Fayed, H., Fletcher, J., (2002), GATS and tourism, Tourism Analysis, Vol. 7,
Nr. 2, pp. 125-137

125. Lee, M.J., Jang, S., (2007), Market diversification and financial performance and stabil-
ity: a study of hotel companies, International Journal of Hospitality Management, Vol.
26, Nr. 2, pp. 362-375

126. Leiper, N., (1993), Industrial entropy in tourism systems, Annals of Tourism Research,

Vol. 20, Nr. 1, pp. 221-226



127. Leiper, N., (2008), Why "the tourism industry" is misleading as a generic expression:
the case for the plural variation, "tourism industries", Tourism Management, Vol. 29, Nr.
2, pp- 237-251

128. Lo, Q-Q., Chai, K-H., (2012), Quantitative analysis of quality management literature
published in total quality management and business excelence (1996-2010), Total quality
management and business excelence, Vol. 23, nr. 6, pp. 629-651

129. Lupu, N., (2010), Hotelul — Economie si management, Editura a VI-a, Editura C.H.
Bech, Bucuresti

130. Pett, M.A., (1997), Non-parametric Statistics for Health Care Research, London, New
Delhi: SAGE Publications

131. Postelnicu, G., (2006), Turism International, Editura Risoprint, Cluj - Napoca

132. Martinez - Ros, E., Orfila - Sintes, F., (2009), Inovation activity in the hotel industry,
Technovation, Vol. 29, Nr. 9, pp. 632-641

133. Mason, P., (2008), Tourism - Impacts, Planning and Management, second edition,
United Kingdom and USA: Butterworth-Heinemann, Elsevier

134. Mathieson, A., Wall, G., (1982), Tourism: economic, physical and social impacts,
London and New York: Longman, Harlow

135. Magureanu, G., (2010), Legislatie hoteliera, Editura Universul Juridic, Bucuresti

136. Marginean, L., (2000), Proiectarea cercetarii sociologice, Editura Polirom, Iasi

137. Mc Cabe, S., Minnaert, L., Diekmann, A., (2012), Social tourism in Europe: Theory
and Practice, UK: Channel View Publication

138. Menor, L.J., Tatikonda, M.V., Sampson, S.E., (2002), New service development: areas
for exploitation and exploration, Journal of Operations Management, Vol. 20, Nr. 2, pp.
135-157

139. Mic dictionar enciclopedic (1972), Editura Enciclopedicd Roméand, Bucuresti

140. Mic dictionar enciclopedic (1978), Editia a II-a, revazuta si adaugitd, Editura stiintifica
si enciclopedica, Bucuresti

141. Middleton, T.C., Fyall, A., Morgan, M., Ranchhod, A., (2009), Marketing in Travel and

Tourism, USA: Linacre House



142. Mikuli¢, J., Prebezac, D., (2011), Evaluating hotel animation programs at Mediterranean
sun and sea resorts: An impact-asymmetry analysis, Tourism Management, Vol. 32, Nr.
3, pp. 688-696

143. Minciu, R., (2005), Economia Turismului, Editia a II-a, revizuitd si adaugita, Editura
Uranus, Bucuresti

144. Minghetti, V., (2003), Building customer value in hospitality industry: towards the
definition of a customer-centric information system, Information Technology& Tourism,
Vol. 6, pp. 141-152

145. Mola, F., Jusoh, J., (2011), Service Quality in Penang Hotels: A Gap Score Analysis,
World Applied Sciences Journal (Special Issue of Tourism & Hospitality), Nr. 12, pp. 19-
24

146. Moraru, A.D., (2011), Development and diversification of services - An approach at
tourism level in Romania, Annale Universitatis Apulensis Series Oeconomica, Vol. 13,
Nr. 1, pp.127-133

147. Murphy, P.E., Murphy, A., (2004), Strategic Management for Tourism Comunities:
Bridging the the Gaps, Clevendon: Channel View Publications

148. Naghi, M., Stegerean, R., Modola, R.,(2001), Managementul unitatilor din turism si
comert, vol.l, Editura George Baritiu, Cluj-Napoca.

149. Naghi, M., Stegerean, R.,(2001), Managementul unitatilor din turism si comert, vol.Il,
Editura Ecoexpert, Cluj-Napoca

150. Naghi M., Marin A., Oltean F. D., (2011), Aspects regarding the importance of
diversification strategy in the delopment of tourism activity, Managerial Challenge of the
Contemporary Society, Nr. 2, pp. 192-198

151. Naseem, A., Ejas, S., Malik, K.P., (2011), Improvement of Hotel Service Quality: An
Empirical Research in Pakistan, International Journal of Multidisciplinary Sciences and
Engineering, Vol. 2, Nr. 5, pp. 52-56

152. Neacsu, N., Baron, P., Snak, O., (2006), Economia Turismului, Editura Pro
Universitaria, Bucuresti

153. Neacsu, N., Baron, P., Snak, O., Neacsu, M., (2011) Geografia si Economia Turismului,
Editura Pro Universitaria, Bucuresti.

154. Novak, A., (2004), Statistica si sondajul de opinie, Editura Universitara, Bucuresti



155. Oduori, F.N., (2010), New service development: strategy and process in the hospitality
sector in Kenya, 19th EDAMA Summer Academy, Soreze, France, disponibil
http://www.edamba.eu/userfiles/file/Oduori%20EDAMBA%20INITIAL%20RESEARC
H%20PROPOSAL.pdf, accesat la data de 15.09.2012

156. O' Fallon, M.J., Rutherfort, D.G., (2011), Hotel Management and Operation, Fifth
Edition, Canada: John Wiley and Sons, Inc., Hoboken

157. Oltean, F., (2011), The development of commercial services within international trade
in services - a comparative analysis, Revista Economica, Vol. 57, Nr. 4, pp. 223-231

158. Olteanu, V., Epure, M., Bondrea, A., (2004), Cercetari de marketing, Editura Fundatiei
Romania de Maine, Bucuresti

159. Orfila-Sintes, F., Mattson J., (2009), Inovation behavior in the hotel industry, The
International Journal of Management Science, Omega, Vol. 37, Nr. 2, pp. 380-394

160. Oroian, M., Rahau, L., (2010), Marketing turistic, Editura Risoprint, Cluj-Napoca

161. Ottenbacher, M, Harrington, R, & Parsa, H.G., (2009), ,,Defining the hospitality
discipline: A discussion of pedagogical and research implications®, Journal of Hospitality
and Tourism Research, Vol.33, Nr.3, pp. 263-283

162. Page, S., (2009), Tourism management, managing for change, third edition, USA:
Elsevier Ltd.

163. Pastor 1., Oltean, F.D., (2009), The Romanian Rural tourism and its impact upon the
Romanian Rural Environment, Revista de turism, No. Special, pp. 46-52

164. Pan, T.J., Nickson, D., Baum, T., (2006), Relationship between strategic HRM and
competitive advantage in the hotel industry — a case study of the hotel sector, disponibil

http://beepdf.com/doc/235670/relationship_between_strategic_human_resource_manage

ment _and .html, accesat la data de 20.07.2012

165. Pantelescu, A.M., (2010), Diversificarea si personalizarea serviciilor turistice in
contextul globalizarii economiei, Editura ASE, Bucuresti

166. Perin, D., (1991), L 'Hotellerie, que sais - je?, Paris: PUF

167. Park, K., Jang (Shawn), S., (2012), Effect of diversification on firm performance:
Application of the entropy measure, International Journal of Hospitality Management,

Vol. 31, Nr.1, pp. 218-228



168. Petzer, D.J., Steyn, T.F.J., Mostert, P.G., (2008), Competitive marketing strategies of
selected hotels: an exploratory study, Southern African Business Review, Vol. 12, Nr. 2,
pp. 1-22

169. Pilat, V., (2006) Functionarea economiei nationale, Editura Rosetti Educational,
Bucuresti

170. Pizam, A., Neuman, Y., Reichel, A., (1978), Dimension of tourist satisfaction with a
destination area, Annals of Tourism Research, Vol. 5, Nr.3, pp. 314-322

171. Po, W-C., Huang, B-N., (2008), Tourism development and economic growth - a
nonlinear approach, Physica A, Vol. 387, Nr. 22, pp. 5535-5542

172. Porter, M., (2001), Strategie concurentiala, Editura Teora

173. Rajabi, A., Sanei, T., (2012), Organizing the tourism line from chenar village to Tar
lake of Damavand, Iran, Asian Social Science, Vol. 8, Nr. 3., pp. 246-250

174. Rachel, A., Haber, S., (2005), A three-sector comparison of the business performance of
small tourism enterprises: an exploratory study, Tourism Management, Vol. 26, Nr.5, pp.
681-690

175. Radu, E., Tuclea, C.E., Tala, M. L., Brandusoiu, C. N., (2009), Hospetitiveness —
Modelul empiric al competitivitatii in industria hoteliera din Romania, Amfiteatrul
Economic, Vol. XI, Nr. 26, pp. 462-472

176. Ramos-Rodriguez, A.R., Medina-Garrido, J.A., Ruiz-Navarro, J., (2012), Determinants
of hotels and restaurants entrepreneurship: A studz using GEM data, International
Journal of Hospitality Management, Vol. 31, Nr. 2, pp. 579-587

177. Rengananthan, R., (2011), Service quality in hospitality services: Gap model and Factor
analysis, European Journal of Social Sciences, Vol. 26, Nr. 2, pp. 159-175

178. Romero, 1., Tejada, P., (2011), A multi-level approach to the study of production chain
in the tourism sector, Tourism Management, Vol. 32, Nr. 2, pp. 297-306

179. Rosentraub, M.S., Joo, M., (2009), Tourism and economic development: Which
investment produce gains for regions?, Tourism Management, Vol. 30, Nr. 5, pp. 759-770

180. Sandvik, R.F., (2011), Practical Hotel Management, USA: Createspace Publisher

181. Sasu., D.V., Coita, D.C., (2006), Aspecte privind optiunile strategice de dezvoltare
turisticd a Romaniei, Analele Universitatii din Oradea, The Journal of the faculty of

Economics-Economics Science Series, Tomul XV, Vol.I, pp. 606-611



182. Schneider, B., Bowen, D. (1993), The service organization: Human resources
management is crucial, Organizational Dynamics, Vol. 21, Nr. 4, pp. 39-52

183. Shaw, B., Bailey, A., Williams, A., (2012), Aspects of service-dominant logic and its
implications for tourism management: Examples from the hotel industry, Tourism
Management, Vol. 32, Nr. 2, pp. 207-214

184. Sim, J., Mak, B., Jones, D., (2006), A model of customer satisfaction and retention for
hotels, Journal of quality assurance in hospitality and tourism, Vol.7, Nr.3, pp. 1-24

185. Simpson, K., (2001), Strategic Planning and Community Involvement as Contributors to
Sustainable Tourism Development, Current Issues in Tourism, Vol. 4, No. 1, p. 3-32

186. Smith, S.L.J., (1993), Retum to the supply-side, Annals of Tourism Research, Vol. 20, Nr.
1., pp. 226229

187. Smith, S.L.J., (1994), The Tourism Product, Annals of Tourism Research, Vol. 21, Nr.
3, pp. 582-595

188. Sohrabi, B., Vanani, .R., Tahmasebipur, K., Fazli, S., (2012), An exploratory analysis
of hotel selection factors: A comprenhesive survey of Tehran hotels, International
Hournal of Hospitality Management, Vol.31, Nr.1, pp.96-106

189. Song, L., (2008), An Analysis on Chinese Hotel Enterprises’ Outsourcing Strategic
Modes and Corresponding Development Conception, International Journal of Business
and Management, Vol. 3, Nr. 3, pp. 76-81

190. Spielmann, N., Laroche, M., Borges, A., (2012), How service seasons the experience:
Measuring hospitality servicescapes, International Journal of Hospitality Management,
Vol. 31, Nr. 2, pp. 360-368

191. Stanciu, P., Hapenciuc, V., (2009), Fiabilitate si Flexibilitate in Managementul calitatii
produselor turistice, Amfiteatrul Economic, Managementul calitatii in servicii, Vol. XI,
Nr. 26, pp. 482-494

192. State, O., Istudor, N., (2009), Studiul calitatii serviciilor, Aplicatie la nivelul unui hotel
utilizand modelul SERVQUAL, Amfiteatrul Economic, Managementul calitatii in
servicii, Vol. XI, Nr. 26, pp. 416-429.

193. Stavrositu, S., (2008), Arta serviciilor in restaurante si baruri, tehnologie culinara,
serviciile hoteliere, Fundatia "Arta serviciilor in turism, Prof. Stere Stavrositu",

Enciclopedie pentru servicii si gastronomie 1n turism, Bucuresti.



194. Stanciulescu, G., (2010), Managementul operatiunilor in turismul de evenimente,
Editura ASE, Bucuresti

195. Stanciulescu, G., Micu, C., (2012), Managementul operatiunilor in hotelarie §i
restauratie, Editura C. H. Beck, Bucuresti.

196. Stanciulescu, G., (2003), Managementul operatiunilor de turism, Editura All Beck,
Bucuresti

197. Stegerean, R., (2006), Management in comert si turism, Editura Roprint, Cluj-Napoca

198. Stegerean, R., (2010), Managementul Serviciilor, Suport de curs, Cluj-Napoca

199. Stoica, M., (2009), Managementul Resurselor Umane in Turism, Editura Risoprint, Clyj
- Napoca

200. Suki, M.N., (2012), Examining Hotel Service Quality Elements Effects on Overall
Tourists Satisfaction, European Journal of Social Science, Vol. 30, Nr. 4, pp. 646-653

201. Sureshchandar, G.S., Rajendran, C., Anantharaman, R.N., (2001), A conceptual model
for total quality management in service organizations, Total Quality Management, Vol.
12, Nr. 3, pp. 343-363

202. Stefanescu, D., (2009), Statistica economica, curs IFRD, Universitatea ,,Petru Maior”,
Tirgu-Mures

203. Tajeddini, K., (2010), Effect of customer orientation and entrepreneurial orientation on
innovativeness: Evidence from the hotel industry in Switzerland, Tourism Management,
Vol. 31, Nr. 2, pp. 221-231

204. Tajeddini, K., Trueman, M., (2008), Effect of customer orientation and innovativeness
on business performance: a study of small-sized service retailers, International Journal of
Entrepreneurship and Small Business, Vol. 6, Nr. 2, pp. 280-295.

205. Tanford, S., Raab, C., Kim, Y-S., (2012), Determinants of customer loyality and
purchasing behavior for full-service and limited-service hotels, International Journal of
Hospitality Management, Vol. 31, Nr. 2, pp. 319-328

206. Tang, C., Jang, S., (2010), Does international diversification discount exist in the hotel
industry?, Journal of Hospitality and Tourism Research, Vol. 34, nr. 2, pp. 225-246

207. Tejada, P., Santos, F.J., Guzman, J., (2011), Applicability of global value chains
analysis to tourism: issues of governance and upgrading, The Service Industries Journal,

Vol. 31, No. 10, pp. 1627-1643



208. Teng, C.C., (2011), Commercial hospitality in restaurants and tourist accomodation:
Perspectives from international consumer experience in Scotland, International Journal
of Hospitality Management, Vol. 30, Nr. 4, pp. 866-874

209. Tiwari, R., (2009), Tourism Management. Managing for change, New Delhi: Global
India Publication Pvt Ltd.

210. Tohidy Ardahaey, F., (2011), Economic Impacts of Tourism Industry, International
Journal of Business and Management, Vol. 6, No. 8, pp. 206-215

211. Tommy, Y. Lo, (2002), Quality culture: a product of motivation within organization,
Managerial Auditing Journal, Vol. 17, Nr. 5, pp. 272-276

212. Tremblay, P., (1998), The economic organization of tourism, Annals of Tourism
Research, Vol. 25, Nr. 4, pp. 837 - 859

213. Tsaur, S-H., Lin, Y-C., (2004), Promoting service quality in tourist hotels: the role of
HRM practices and service behaviour, Toutism Mangement, Vol. 25, Nr. 4, pp. 471-481

214. Tsiotsou, R.H., Goldsmith, R.E., (2012), Stategic Marketing in tourism services, UK:
Emerald Group Publishing limited, Howard House

215. Turtureanu, A., (2005), Tourism products: characteristics and forms, Acta Universitatis
Danubius. (Economica, Vol. 1, No. 1, pp. 140-157.

216. Vallen, G.K., Vallen, 1.J., (2012), Check-in, Check-out: managing Hotel Operations,
9th edition, New Jersey, USA: Prentice Hall

217. Vanhoe, N., (2011), The economics of tourism destinations, second edition, USA:
Elsevier Insights, Burlington

218. Vellas, F., (2011), The indirect impact of tourism: an economic analysis, Third Meeting
of T20  Tourism  Ministers, Franta, Paris, 25  October, disponibil
http://t20.unwto.org/sites/all/files/pdf/111020-rapport_vellas_en.pdf, accesat la data de
7.06.2013

219. Vencatachellum, 1., Mathuvirin, N., (2010), Investigating HRM practices role towards
customer service excellence in the Mauritian Hotel Industry, International Research
Symposium in Service Management, Le Meridien Hotel, Mauritius, 24-27 August 2010,
pp. 1-18, disponibil
http://www.uom.ac.mu/sites/irssm/papers/Vencatachellum%20%20&%20Mathuvirin%?2

0~%2072.pdf, accesat la data de 10.07.2012



220. Viada-Stenger, M.C., Balbastre-Benavent, F.B., Redondo-Cano, A.M., (2010), The
implementation of a quality management system based on the Q tourist quality standard.
The case of hotel sector, Service Business, Vol.4, Nr. 3-4, pp.177-196

221. Walker, J., (2008), Introduction to hospitality management, New Jersey: John Wiley &
Sons

222. Walton, J. K., (2009), Prospects in tourism history: Evolution, state or play and future
developments, Tourism Management, Vol. 30, Nr. 6 , pp. 783-793

223. Wang, C-H., Chen, K-Y., Chen, S-C., (2012), Total quality management, market
orientation and hotel performance: The moderating effects of external environmentals
factors, International Journal of Hospitality Management, Vol. 31, Nr. 1, pp. 119-129

224. Wang, Y., Pizam, A., (2011), Destination Marketing and Management: Theories and
Applications, Londra: CAB International

225. Warnken, J., Guilding, C., (2009), Multi-ownership of tourism accomodation
complexes: A critique of types, relative merits, and clallenges arising, Tourism
Management, Vol. 30, Nr. 5, pp. 704-714

226. Wheelen, T.L., Hunger, J.D., (20006), Strategic Management an Business Policy, 1 0"
edition, New York: Pearson Education Ltd.

227. Wilkins, H., Merrilees, B., Herington, C., (2007), Towards an understanding of total
service quality in hotels, International Journal of Hospitality Management, Vol. 26, Nr.
4, pp. 840-853

228. Williams, S., (2009), Tourism Geography, A new synthesis, second edition, USA,
Canada: Routhledge Contemporarry Human Geography

229. Wong, L.A., Fong, V.H., (2012), Development and validation of the casino service
quality scale: CASERV, International Journal of Hospitality Management, Vol. 31, Nr.
1, pp. 209-217

230. Wu, S-I., Lu, C-L., (2012), The relationship between CRM, RM, and business
performance: A study of the hotel industry in Taiwan, International Journal of
Hospitality Management, Vol. 31, Nr.1, pp. 276-285

231. Xu, J.B., (2010), Perceptions of tourism products, Tourism Management, vol. 31, Nr. 5,
pp. 607-610.



232. Yang, J., (2008), Individual attitudes and organizational knowlegde sharing, Tourism
Management, Vol. 29, Nr. 2, pp. 345-353

233. Zhang X., Song H., Huang G., (2009), Tourism supply management: A new research
agenda, Tourism Management, Vol. 30, Nr. 3, pp. 345-358

234. http://dexonline.ro/definitie/social

235. http://www.dictionar.1web.ro/dictionar-roman-roman/loisir/

236. http://mkt.unwto.org

237. http://www.mdrt.ro

238. http://www.codcaen.sinard.net/cod-caen.4.html

239. http://t20.unwto.org/sites/all/files/pdf/111020-rapport_vellas_en.pdf

240. http://www.wto.org/english/res_e/statis_e/statis_e.htm)

241. http://dexonline.ro/definitie/economie

242. http://www.dictionarfiscal.ro/article

243, http://[www.wttc.org

244, www.Insse.ro

245. http://ec.europa.eu/regional policy/activity/tourism/index ro.cfm

246. http://www.mediafax.ro/economic
247. http://www.apdrp.ro/uploads/Ordinul MDRT nr_ 1051-
03 03 2011 _Norme_metodologice.pdf

248. http://epp.eurostat.ec.europa.eu/cache/ITY SDDS/en/tour occ_esms.htm,

249. http://www.hospitalitynet.org/news/4017990.html

250. http://www.danielihotelvenice.com/en/hotel-danieli-history

251. http://www.travelandleisure.com/t1500/2012

252. http://www.hospitalitynet.org/mnews/4017990.html

253. http://epp.eurostat.ec.europa.eu/portal/page/portal/about_eurostat/introduction

254. http://eur-
lex.europa.eu/LexUriServ/LexUriServ.do?uri=0J:1.:2011:192:0017:0032:RO:PDF

255. http://epp.eurostat.ec.europa.eu/cache/ITY SDDS/en/tour_occ_esms.htm

256. http://epp.eurostat.ec.europa.eu/tgm/web/table/description.jsp

257. http://epp.eurostat.ec.europa.eu/portal/page/portal/tourism/data/main_tables

258. https://statistici.insse.ro/shop/,




259. http://www.apdrp.ro/uploads/Ordinul MDRT nr 1051-03 03 2011 -

_Norme metodologice.pdf

260. http://www.mdrt.ro/turism/unitati-clasificate

261. http://www .konsumenteuropa.se/PageFiles/156273/Hotel%20classification.pdf

262. http://www.travelweeklyweb.com/utell-launches-new-hotel-classification-system/11579

263. http://www.fseromania.ro/images/downdocs/pnd.pdf

264. http://www.hospitalitynet.org/news/4054931.html
265. http://hospitality-on.com/Worldwide-Hotel-Ranking-2012,

266. http://decorativebyvictor.wordpress.com/category/art-nouveau/stilul-care-ma-inspira/

267. http://www.evosign.ro/ro/stil-newclassic’

268. http://creativdecor.wordpress.com/author/creativdecor/

269. http://www.businessmagazin.ro/arta-si-societate/lifestyle/hotelurile-design-un-nou-

obiectiv-turistic-5483533

270. http://www.plazahotel.ro/home.html




