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YHUBEP3HUTETA Y KPAT'YJEBIY

Moaum 1a y ckiagy ca 4. 3akoHa 0 BUCOKOM oOpazoBamy M 4. 48 Craryra YHHBEp3UTETA
JlaTe carjacHOCT Ha U3BEINTa] KOMHCHje 0 ypal)eHO) JOKTOPCKO] IMCePTAIH]H:

Hasup naucepraumje: Kpamurter y d¢yHkumju obe3dehuBama catuchaxumje KOPHCHHKA
XOTEJIH]ePCKUX yCiIyra

Hayuna oonact Y JIK(Tekct): MeHayMeHT M 11OCJIOBHA €EKOHOMHM]a

MenToOp H cacTaB KOMHCH]e 3a OLIEHY AHCcepTallHje:

Jp Bemko Mapunkosuh, Banpeauu mnpodecop ExoHomckor dakynareta YHuBepsuTera y
KparyjeBiy, yixa Hay4na oOnact MeHalMEHT U M0CJIOBHA EKOHOMH]a, MEHTOP;

Jlp T'opnana PapnocasibeBuh, penoBuu npodecop Exonomckor dakynrera Yuusepsutera y
Kparyjesiy, yxa Hayuna obmacT MeHaIMEHT M TIOCTIOBHA eKOHOMH]a, nipejceannk Komucuje;
Hp Bnamumup Cenuh, Banpennn npodecop @akynrerta 3a XOTENHjePCTBO W TypH3aM y
Bpmwaukoj bawn Yuusepsutera y Kparyjesily, yxa Hayuna o0nacT MeHayuMeHT U [10CJI0BambE,
YJIaH;

Hp Anekcanngap bophesuh, nonent Exonomckor ¢akynrera Yuupepsurtera y beorpany, yxka
HayuHa oOnact [locoBHA eKOHOMM]A M MEHAUMEHT, YWiaH.

['naBau nonpunoc aucepranuje (texet a0 100 peun)

JlonpuHOoC JIOKTOpCKE JucepTaluje OrjleAa ce y TEeOPHjCKO] H  eMIHPHJCKO] aHAIH3H
Haj3Ha4yajHUJUX KOMIIOHEHTH KBaJlHTeTa KoOje Cy TMOKpeTaud caTuchakiuje KOpPHCHHKA
XoTeqHjepckux ycayra. Ilpe/utokeH je HOBH MOJEN 3a MepeH€ KBaIMTETa YCIyra y
XOTeIHjepcTBY Ha OCHOBY KpHTHUKe aHaigu3e mnoctojehux mojaena y jgomahoj W cTpaHoj
NUTEPATYPH M YKa3aHO j€ Ha KJ/bYYHE eJeMEHTE XOTE/ICKe MOHYAe KOjH MMajy Haj3HadajHHjH
yrHua) Ha catucdakumjy roctujy. Iloceban nompunoc nmceprauuje npeicTaBibajy pe3yiTaTH
CIIPOBE/IEHOT E€MITMUPHUJCKOT HCTPAXKHMBAMba O Y3POYHO-NOC/IE/IMYHO] MOBE3aHOCTH KBAJIMTETA
yciyra, MMHIIa XoTena, catiedakiuje 1 n0jarHocTu roctrjy. Jlobujenn pesynratu nokasyjy jaa
je catucdakimja KOPHCHUKA XOTEIH]JEPCKUX YCIIyra yClI0B/beHa KBATHTETOM YCJIYra H HMHIIOM
XoTena, J0K Kao pe3yiTar caTuc(akluje rocTHjy jaBjba ce HWUXOBa JojalHocT. Ha ocHOBY
pe3ynTaTa eMIHPH]CKOT MCTpaXKHBarba JeuHHCaHe Cy KOHKPETHE Mpernopyke 3a yHanpeheme
KBAJIMTETa YCIIyXKHE MOHYJE Y X0TelcKoj HHaycTpHju y Cpbduju. Tectupanu mozen obesdehyje
noysaaHy OcHOBY 3a Oyayha wucTpakuBama KBaiuTera M catHChakidje KOPHUCHHKA
XOTEIMJEPCKHX ycIyra Kako Ha HHBOY I0j€JMHAYHMX XOTela, TAKO W HA HUBOY LEJOKYIIHE
XOTEJICKE HHIYCTpH]e.
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Ha3zuB 3aBpuenor daxynrera: Ekonomckn dakynrter YHuBepsurera y beorpany
Oncex,rpyna,cmep: Tprosuna

["omuHa gunnomupama: 2007
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1. Cexymuh, JI., Mannapuh, M. (2014), Models for Measuring Services Quality and Customer
Satisfaction in Hotel Industry, Actual Problems of Economics, Bon. 8, Op. 158, crp. 480-487.
(ISSN 1993-6788, SCOPUS)

2. Cexynuh, JI., Mannapuh, M. (2013), Kearumem yciyea kao demepmunanma camucgaxyuje
nompowtaia y xomeaujepcmey, Mapketunr, Boil. 44, Op. 3, crp. 231-246. (ISSN 0354-3471,
UDK 658.6:640.) (M51)

3. Cexymuh, [I., Makcumosuh, H. (2013), 3erenu xomenu - 3nauaj ,, zenenux* ampubyma 3a
nompowave y xomenujepcmsy, Ecologica, Bon. 20, 6p. 70, ctp. 257-260. (ISSN 0354-3285,
UDC:332.15.36:640.41, COBISS.SR — ID 80263175) (M51)

4. Cexynuh, JI., Mannapuh, M., Makcumosuh, H. (2014), Vmuyaj 3enrene nocrosue npaxce na
camucgaryujy u rojarHocm nompowaia y xomeiackoj unoyempuju, Ecologica, Boi. 21, 6p. 74,
ctp. 312-316. (ISSN 0354-3285, UDC:379.832, COBISS.SR - ID 80263175) (M51)

5. Cexymuh, /1., Mangapuh, M. (2013), Caspemenu mpenoosu y xomenujepcmey, EKOHOMCKH
noriead, Boa. 15, 6p. 2, crp. 63-74. (ISSN 1450-7951, UDK: 338.488.2:640.4, JEL: L83)
(M52)
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MOTBPHYJEMO JA KAHJIMJAT UCITYEbABA YCJIOBE YTBPHEHE Y.L
3AKOHA O BUCOKOM OBPA30BAIY M UJI. 48 CTATYTA YHUBEP3UTETA
VY KPAT'VJEBLLY

Y npunory Bam aoctaB/bamo: - M3Bemiraj koMHCHje 0 OLieHH ypaljeHe TOKTOpCKe JHucepTalHuje;

-Omnyky Hayuno-nactaBHor Beha ¢akynrera o0 npuxBaramby

M3BEITaja KOMHCH]e 0 ypal)eHO] JOKTOPCKO] ucepTalijn
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HACTABHO-HAYYHOM BE®hY
EKOHOMCKOI' ®AKYJITETA YHUBEP3UTETA Y KPAT'YJEBIY

IIpeamert: H3zseewumaj Komucuje o0 oueru 00Kkmopcke oucepmauije

Omnnyxom HacraBno-nayunor Beha Exonomckor dakynrera YHuBepsurera y
Kparyjesuy, 6poj 2425/X1-2) on 28. 09. 2016. roaune u Ctpyunor Beha 3a apyiTseHo-
XYMaHHCTHUKe Hayke YHuBep3urera y Kparyjesmy, 6poj 1V-02-955/11 ox 12. 10. 2016.
roJIMHE, IMEHOBaHH CMO 3a wiaHoBe Komucuje 3a nmucame M3BelTaja o oleH# JOKTOPCKe
aycepTanmje 1moja HacnoBoM ,,KBamurer y ¢ynxkuuju oGesdbehuBama carucdaxuuje
KOPHCHHKA X0Te/IHjepeKux yeayra® kanaunara [lejana Cexynnha.

Ha ocmoBy yBHaa u amamu3e ypalleHe M mpeaaTe HOKTOPCKE AMCEpTalMje,
Komucuja 3a mucame I3pewmtaja 0 OLEHH JOKTOPCKE JHCEPTALH|E M 3a ILEHY jaBHY
oabpany noaxocu HacraBHo-nayunom Behy Exonomckor ¢akynrera Yuuepsurera y
Kparyjesuy cnenehu

U3BELITAJ

1. HOJALIK O KAHAUJATY

1.1. OcHoBHu OHoOrpadcxkn noxaum

Hejan Cexynuh je pohen 22. 11. 1983. roaune y Ilapahuny. OcHOBHY H cpemby
mKomy 3aBpuiko je y Ilapahuny ca ommunuM ycnexom. ExoHomcku (axynrer
Yuusepsutera y beorpany ynucao je akagemcke 2002/03. Junnomupao je 24. 05. 2007.
FOJMHE, OAOpAaHMBIIM JIMIIOMCKH paa Ha Temy ,,OJHOCH YYecHMKa y IaHIHMA
cHab/eBama™ u3 npeamera MapkeTHHr norucrHka ca ouenom 10 (necer). ITpoceuna
OIleHa Ha cTyaujama u3Hocuna je 9,15 (aeser u 15/100).

Ilo saBpwerky cryauja pamuo je y rpahesunckoj Gpupmu “Heumap umkemepunr”
y Pyckoj ®enepanuju y cnyxbu Habake u Gunauncuja, a 3atuMm y “Wpen” na NO3HUITH]H
aCHCTEHTa MeHalepa KaTeropje NPOH3BOJIA 3a CATKUINE M PHUKAIMIE M MeHalepa

KaTeropuje MpoM3BO/Ia 3a KOH3ePBHPAHY XpaHy. Y4ecTBOBAO je Ha OpOJHHUM IOCTIOBHHM
CEeMHHapHMa U NnporpamMmuma obyke.

Hokropcke crynuje Ha Exonomckom dakynrery Yuusepsutera y Kparyjesmy
ynucao je akamemcke 2010/2011. roamne, Ha Moayny Ympaeibame nociosamem. Cpe

MCMHTE Npe/iBuheHe HaCTABHUM IJIAHOM U IPOrPAMOM MOJIOKHO je €a IPOCEIHOM OLEHOM
9,25 (neBet u 25/100).

Y 3Bame acHCTEHTa 3a YXKy HAyuHy obsiact MapxkeTtunr u3abpas je 28. 10. 2011.
roauHe, Ha PaKynTeTy 3a XOTENM]jePCTBO U TypusaM y Bpmaukoj Bamn YHuBep3uTeTa y



KparyjeBiy. AHraxoBaH je Ha mpeaMeTrnMa MapKeTHHI MeHauMmeHT, VcTpakusame
TYPUCTHYKOT TPXKHIITA U MeHalMeHT CMEIITAjHUM KanauuTeTiMa. Y OUBY MOBE3HBaMa
HAay4YHOTI M NPaKTH4HOT pana, Tokom 2012. roamse cTpydHO ce ycaBpuiaBao y XOTEIy
“Holiday Inn” y Beorpamy y obnactu Menaumenrta cektopom coba. Ilpencennuk je
Cagera akynrera u cexperap Kareape 3a nocioeHy ekoHomHjy, a kao wian Komucuje 3a
OpPraHH30Bake U CIPOBONEmE CTYNACHTCKE MpaKce HHUIMPAO je capaaipy H MOTIHCHBAME
OpOojHHX yropopa ca XOTelIMMa M TYPHCTHYMM areHIMjama, y HHJbY OpraHH30Bama H
ynyhuama cTyaeHaTa Ha obaBibame 06aBe3He CTpydHe Mpakce.

YuyecrBosao je na TEMIIYC mpojekty ,MozjepHusaumja M XapMOHH3alHja
cryndja Typusma y Cpbuju®, kao u y m3apamu npojekrta ,.CTpaternja pa3soja TypH3Ma
OnmTrHe Paya™.

Kanaunar je unan Cprickor yapyskema 3a mapkeTurr (CeMA).

1.2. Hay4Ho-HCcTpaKHBaYKH paj

Hejan Cekymuh ce y cBoM JocajauiibeM HaydHO-CTPYYHOM paay OaBHO
npodieMaTHKOM Koja TIpUmajga YKoj HaydHo] o61acTH MeHaMeHT M I[OCIOBHA
exoHoMHja. OCHOBHE pe3y/TaTe HCTPAKHBAMBA CAOMNIITHO je Y ceaehuM myGiukoBaHHM
paoBuMa:

Pany mehynapoanom saconucy (M23, SCOPUS)

1. Manpapuh, M., Munosanosuh, B., Cexymuh, JI. (2013), Contibution of Brand
Orientation to Business Performances of Serbian Companies, Metalurgia
International, Bos. XVIII, 6p. 4, ctp. 72-77, (ISSN 1582-2214, SCI)

2. Cexynuh, /1., Mannapuh, M. (2014), Models for Measuring Services Quality and
Customer Satisfaction in Hotel Industry, Actual Problems of Economics, 8(158),
crp. 480-487. (ISSN 1993-6788, SCOPUS)

Pajx y waconucy mehynapoauor 3uauaja sepudukoBanor mocebuom OJTYKOM
(M24)

1. Cekymuh, ., Munosanoruh, B., Munuhesuh C. (2015), Vioea cmpyuHe npakce y
obpazosary Oyoyhux kaoposa y xomenujepcmey u mypusmy, HacraBa u
BacnuTame, Boim. LXIV, 6p. 2, crp. 371-383 (ISSN 0547-3330, UDK -
640.4:371.38-057.875(497.11), 338.48:371.38-057.875(497.11), DOI:
10.5937/nasvas15023718S)

Caonmreme ca mehynapoanor ckyna mramnano y ueanan (M33)

I. Maunapuh, M., Makcumosuh, H., Cexynuh, JI. (2012), Hpumena ungpopmayuone
MeXHON02Uje U UHMEPHemMa y NPOMOYUJU MYPUCIUYKE decmunayuje u 3aumuma
Kopucnuka ycayea, VII mehynapomun Hayunu ckym, MeauTepaHcKH IaHu:
» Typusam: usazosu u Moryhuoctu®, Tpebume, bocha n Xepuerosuna, ctp. 176—
183 (ISBN: 978-86--7329-096-6)

2. Cexynmuh, JI., Makcumosuh, H. (2012), Marketing concept of human resources
management in hospitality industry of Serbia, 1 Mehynaponna koHpepeHuuja



10.

»Employment, Education and Entrepreneurship®, Bucoka mkoma 3a mnocioBHy
€KOHOMH]y H Tpely3eTHHIITBO, beorpax. Pax o6jasmen y 360pHHKY panosa
~Enterpreneurship”, Vol. 3, crp. 417-433. (ISBN 978-86-6069-082-3,
COBISS.SR-ID 195406348)

Makcumosuh, H., Cexymuh, JI. (2012), Kowsymepusam u npasua sawmuma
kopucHuka ycnyea, MehynapojiHa koHbepeHIIHja 0 APYIITBEHOM H TEXHOJIOIIKOM
passojy (CTEJl 2012), Bamanyka, bocua u Xepuerosuna, ctp. 910-926 (UDK
366+346)

Mannapuh, M., Cexyauh, JI., Ilantuh, H. (2012), Empirical Investigation of Brand
Orientation in the Non-Profit Sector, 11 mehynapomna Hayuna koudepeHimja
,.CaBpeMeHH M3a30BH y €KOHOMHjH, MOCIOBalky M MeHaumeHTy — EBM 2012¢,
Exonomckn daxynrer y Kparyjesuy, ctp. 227-237 (ISBN 978-86-6091-037-2)
Makcumosuh, H., Cexynuh, JI. (2013), Ananuza xearumema ycayea y jasnum
npedysehuma, IX majcko caBeToBame — YciuykHO npaso, IlpaBHu daxyirer,
Kparyjesair, ctp. 1197-1209 (ISBN 978-86-7623-043-3, UDK 347.725,
COBISS.SR-ID 198137100)

Mannapuh, M., Cexynuh, JI. (2013), Green Brands as Deteminats of Corporate
Social ~ Responsibility, 111 mehynaponna xoudepenuuja: ,.Economics and
Management — Based on New Technologies — EmoNT 2013, Bpmauka bama,
Cpbuja, ctp. 267-270 (ISBN 978-86-6075-039-8)

[omosan, M., Mumuhesuh, C., Cexymuh, JI. (2013). Quality Management in
Function of Tourism Competetiveness of Serbian Economy, 11 mehynapoana
koH(pepeHuuja: ,,Economics and Management — Based on New Technologies —
EmoNT 2013*, Bpmwauka bama, Cp6uja, ctp. 380-384 (ISBN 978-86-6075-039-8)
[lonosan, M., Munuhesuh, C., Cexymuh, 1. (2013), Role and Significance of
Information Technologies for Serbian Tourism Development, XIII mehynaponna
koH(peperumja: Research and Development in Mechanical Industry — RaDMI
2013, Konaonuk, Cpbuja, ctp. 431435 (ISBN 978-86-6075-042-8)

Maunapuh, M., Cekymuh, JI. (2014), Brand management in tourism education:
Role of development and building of strong brand for a higher education
institution in tourism, I International Conference ,.Higher Education in Function of
Sustainable Development of Tourism in Serbia and Western Balkans“, Business
and Technical College of Vocational Studies, UZice, Serbia, pp. 199-210. (ISBN
978-86-83573-44-8, COBISS.SR-ID 209980940)

Makenmosuh, H., Cexyanh, [1. (2016), Enforcement of EU regulations as basis of
efficient management of hospitality companies, International Scientific Conference
.- Tourism in Function of Development of The Republic of Serbia” Spa tourism in
Serbia and experiences of other countries, University of Kragujevac — Faculty of
Hotel Management and Tourism, Vrnjatka Banja. (Ed. Drago Cvijanovi¢), pp.464-
482, (ISBN 978-86-89949-11-7, COBISS.SR-ID 223639308)

Pany Boaehem waconncy nanmonamunor suauaja (M51)

. Cexymuh, [, Maunapuh, M. (2013), Kearumem yenyea rao oemepmunanma

camucakyuje nompowaya y xomeaujepcmey, Mapketunr, rox. 44, op. 3. ctp.
231-246 (ISSN 0354-3471, UDK 658.6:640.)

Cexynuh, JI., Makcumosuh, H. (2013), 3erenu xomenu — 3uauaj |, zenenux"
ampubyma 3a nompowaye y xomenujepcmey, Ecologica, rox. 20, op. 70, cTp. 257~
260 (ISSN 0354--3285, UDK 332.15.36:640.41, COBISS.SR — ID 80263175)



3. Cexymuh, [I., Maupapuh, M., Munuhesuh, C. (2012), H3zeo3nu mapxemunz
konoumopcke unoycmpuje Cpouje — Emnupujcka cmyouja Kowyepn Bambu —
banam a.0.”, Meratpenn pesuja, roa. 10, 6p. 2, ctp. 271-288 (ISSN 1820-3159,
UDK 338.439.4:339.137.2; 005.336.3:664.68)

4. Cexymuh, /1., Mannapuh, M., Makcumosuh, H. (2014), Vmuyaj 3enene nocnosne
npaxce Ha camuc@axyujy u n0jarHocm ROMPOULAHa y XOMENCKO] UHOVCMpUju,
Ecologica, Bon. 21, 6p. 74, ctp. 312-316. (ISSN 0354-3285, UDC:379.832,
COBISS.SR — 1D 80263175)

Pan y yaconucy nanmonaanor 3uayaja (M52)

1. Cexymuh, /1., Mannapuh, M. (2013), Caspemenu mpenoosu y xomenujepcmey,
Exonomcku morneam, rox. 15, 6p. 2, ctp. 63-74 (ISSN 1450-7951, UDK
338.488.2:640.4, JEL: 1.83)

Pan y nayanom uaconucy (M53)

1. Cexynuh, JI., Mumhesuh, C., Maunapuh, M. (2012), Maprxemune xonyenm y
opeanuzayuju nocroearba xomeickoz npedyseha, TypucTuuko mnociosame, Op.
10/2012, ctp. 51-62 (ISSN 0354-3099, UDK 338.486.3:640.412; 640.4:659.1)

2. Cekymuh, JI., Mannmapuh, M. (2012), Opeanusayuone nepgopmance rao
OemepMuHanma paszeoja Xomenckoz nociosaisd, EKOHOMHja — TeopHja U mpakca,
rox. 3, op. 2, crp. 42-58 (ISSN 2217-5458, UDK 331.103:640)

3. Cekymuh, /., Maugapuh, M. (2013), Auarusza nocrosamwa cmo najycnewtnujux
Komhanuja jaopanckoz peuona, MeHaMEHT Y XOTelIHjepeTBy U TypusMmy, 1 (2),
crp. 07-19 (ISSN 2334-8267, YK 005.52(497)*2009/2010%;, 658.14/.17;
005.332:338.124.2(100))

4. Mapunkosuh, B., Cexymuh, JI. (2016), Momus 6opaska xao ocnos cezmenmayuje
KOpucHuka xomeaujepckux yciyea, MeHalIMEHT y XOTeHjepCTBY u Typusmy, o,
4, bp. 2, crp. 25-35 (ISSN 2334-8267, VJIK: 338.48-6:640.412;
338.488.2:040.412)

Caonmrene ca cKyna HAUHOHAJIHOT 3HA4Aja IWTAMNAaHo y neannn (M63)

1. Mannapuh, M., Ilerposuh, M., Cexymuh, JI. (2012), IIpomoyuja pypannoz
mypusma y yukyuju npuepeonoz paseoja, Hayuno-ctpydyna koHpepeHmmja:
..Pa3BO] KOMIIETETHHX JBYJICKHMX pecypca 3a moTpebe Typu3Ma y 3eM/baMa perHoHa
JUE®, Jaxopuna, bocua u Xepuerosuna, ctp. 195-203 (ISBN 978-9958-0912-0-9,
COBISS.BH-ID 19713030)

2. IIPUKA3 CTPYKTYPE U CAJIPZKAJ JOKTOPCKE JIMCEPTAIIUJE

2.1. OCHOBHM 0/1AIIH 0 TOKTOPCKOj JHCEPTALHjH

Hokropcka nucepranuja kanauaata ejama Cexysmha nox  HacioBom
~KBaaurer y ¢pynxkumju odesdbehnBama catucdakunje KOpHCHHKA XOTeNHjepCKHX
yeayra®, Hanicasa je Ha vii + 266 crpane komrjyTtepekn obpaheror Tekcra (popmara A4
CTaHJapIHOT Ipopeja W BeIHYMHE CJI0Ba). Y IMUBY CHCTeMmarusaigje, 00Jbe



MPErJie/IHOCTH, JeIHOCTaBHU]€ YIIOPEIHBOCTH M aHaIM3e 10/laTaka y pajay Cy Hauazd 59
Tabena u 35 ciuka. [IpuivkoM u3pae JOKTOPCKe aucepTaiuje kopuinheHa je akTyeaHa i
peneBaHTHA JuTeparypa oa 293 6ubauorpadceke jeannune crpanux ¥ aoMahux H3BOpa,
Kao M 27 UHTEPHET U3BOpa.

Hakon ancTpakTta Ha CpIICKOM M €HIJIECKOM je3HKY AMcepTalHja obyxsata: Veoo
(5 crpana) m veTMpu norHYHO noBe3aHa jena: | meo: Kowyenm keanumema yciayea y
xomenujepcmey (71 crpana), 11 neo: Camucgaxyuja xopucnuxa xomenujepcxux ycnyea
(54 ctpane), Il meo: Mapxemune oowoca ca nompowauwuma y xomenujepcmsy” (69
cTpana), IV neo: Memooonoauja u pesyimamu emnupujcroe ucmpasicusara (44 crpane),
3akmwyuna pasmamparea (5 crpaua), JTumepamypa (14 ctpana) u Ilpunosu (4 ctpane).

2.1. Ilpeamer, uH/beBH, XHIIOTE3€ H HCTPAKHBAYKA METO10/10THja

IIpeomem odokmopcke Oucepmayuje je aHan¥3a TEOPHjCKMX M TPAKTHIHHX
CasHawa O KBAIHTETY yCIyra, ynpaBjbaky KBAJTHTETOM YCIyra ¥ MOJEIMMA 3a Mepere
KBAJIMTETA yCIyra y yCJIyXKHHM [€JaTHOCTHMa, ca TMOCeOHHM HArllackoM Ha XOTENCKY
HHIYCTPHjy. Y IHCEPTAlHjH Ce [OJNa3H O] aHalHM3e TEOPH]jCKHX acleKaTa KOHIENTa
caTHC(akuMje MNoTpolnaya, MeToja M MOZeNa Mepema caTHc(aKiHje NOTpomaya u
MeDy3aBHCHOCTH KBalMTETa yciyra u caTHcdaxiyuje KOPUCHHKA YCIIyra Y XOTelIH]epCTBy.

Ocnognu yurn ucmpajicusaroa y IOKTOPCKO] THCEpPTALMiH je MACHTH(HKOBambE
Haj3HAYajHHJUX KOMIIOHEHTH XOTE/ICKe IOHY/e KOje Ompelesbyjy KBAIUTET yenyra y
XOTE/IH]ePCTBY, @ KOje HCTOBPEMEHO YTHUY Ha caTHC(aKLMjy KOPMCHMKA XOTEIHjePCKHX
yenyra. [Topen oBor ocHOBHOT 1Mba JeHHICAHA CY M TPU criendHUIHA [HIba.

lIpsu  cneyugpuynu yub WCTPAKHBAA OJHOCH CE HA KPHTHUKY IPOLEHY
noctojehix MosIena 3a Mepeme KBaINTeTa yClyra  caTHc(aKIiije moTpowaya, Ha OCHOBY
KOJUX je KpeMpaH HOBH MO/IE]I 32 MEPEIbE KBAIUTETA yCIyra y XOTEJIH]epPCTBY.

Hpyeu cneyugpuunu yum wcTpaxuBama OJHOCH Ce HA NpeIararme Mepa 3a
nobosbIIaKkE METONOMNOTH]E 3a Mepeme KBAlMTETa YCIyra M catHcdakiuje KOPHCHHUKA

YCIIyra y XOTE/IH]epCTBY M yKa3uBame Ha MOIyHOCTH NpuMeHe pe3yirara u 3aKJby4aka
HCTPaXKHBAba Y TPAKCH XOTENCKUX npey3eha.

Ipehu cneyugpuunu yun ucmpaxcusarsa je 1a ce UCTUTAjy pa3jiMKe y CTABOBMMA
PAsIMYATHX JIEMOTrpadCKnX Ipyna MCIMTaHHKA O KOMIOHEHTAMAa KBAajJMTETa YCiyra
X0Tena y Uu/by yTBphuBama cTenena muxoBe caTucakiuje i JT0jaTHOCTH.

Ha ocHoBy mpenmera m mmmbeBa wucrpakuBama edHHHCAHE cy IBe rpyme
XHI0Te3a: 1) XHIoTe3e 0 y3pO4HO-IOCIEIMYHO] MOBE3aHOCTH Bapujabinu y moneny, 2)
XHIOTE3€ O CTATHCTHYKO] 3HAYAJHOCTH Pa3HKa Y NPOCEYHHM OLEHAMA Y 3aBUCHOCTH O]
neMorpackux o0esieskja HCITHTAHHKA 1 MOTHBA HUXOBOT GOPABKa y oapeheHom xoreny.

Xunomese o0 y3pouno-nocneouynoj nosesarocmu xonyenama y mooeny:

X-1: llepunnupann KBaIMTET XOTeNCKe yCIyre MMa CUrHH(HUKaHTaH yTHI] Ha
caTHchaKii]y KOpHCHHKA XOTEIHjEPCKHMX YCIyra;

X-2: [lepuunupann MUY XOTela 3HAYAjHO YTHYE Ha catucakiujy KOPHCHHKA
YCIIyra y XOTeJHjepCcTRY;

X-3: Caruchakuuja KOPHCHHKA XOTETHjepCKHX yCiIyra UMIUIMLHMpA FBHXOBY
JI0jaJTHOCT.



Xunomese o cmamucmuykoj 3HAYAjHOCMU PA3NUKA Y APOCEYHUM OyeHama y
3agucHocmu 00 demozpackux obenexcja uchumanuka u Momusa bopaexa:

X-4: He nocroju cTaTHCTHYKH 3Ha4yajHa paszivKa y [POCEYHHM OleHaMa
KBaIUTETAa Yyciayre wusmely pasauuuTuX rpyna HMCIHMTAHHKA, YKOIHKO Kao
KPUTEPUjyM [0JIelie MCIMTAaHWKa MocMarpaMo aemorpadceka obenexkja (mosm,
CTapocT, HUBO 00pa3oBama) H MOTUB OOpaBKa.

X-5: He mocroju CTaTHCTMYKM 3HA4YajHA pa3ivKa y [POCEYHHM OLEHama
MEPUUNHUPAHOT UMHIA XOoTena u3Mehy paziuuuTUX Ipyna HCIHTAHMKA, YKOJIHMKO
Kao KpUTEpHjyM MOJeNe UCIUTAHHKA nocMmarpamo aemorpadcka obenexja (mou,
CTapoCT, HUBO 00pa3oBama) 1 MOTHB DOpaBKa.

X-6: He noctoju cTaTHCTHYKH 3HAYyajHA pa3liMKa y MPOCEYHUM olleHama u3mehy
pa3sIMYUTHX IPYyNa UCIHTAHUKA Y BE3U ca YKYIHOM caTHC(HaKIH]OM, YKOJIHKO Kao
KPUTEPHjYM TIOJeJIe HCIUTAHHKA mHocMmarpamo aemorpadeka obenexja (mou,
CTapoCT, HUBO 0Opa3oBama) 1 MOTHB OOpaBKa.

X-7: He nocToju cTaTUCTHYKH 3HAYajHa pas3jiiKa y NpOCEYHHM OlleHama u3Meljy
Pa3IMuYUTHX IPyNa MCIIHTAHHKA y Be3H ca JojaiHolhy, YKOJHKO Ka0 KpPHTEPHjyM
nojesie MCIMTaHHKaA rocMarpamo aemorpadeka obenexja (mos, cTapocT, HHBO
obpa3oBama) U MOTHB DOpaBKa.

Y JIOKTOPCKO] AMCEpTalMju 3a aHAIW3y I[I0JaTaka M I[PEe3CHTALM]y pe3yiaTara
KaHIuJaT j&é KOPUCTHO HayuyHe MEeTO/e KapaKTepHCTHYHE 3a 00JIaCT APYINTBEHHX HayKa.
Meton ananuse je kopuihen 3a naeHTHOHKOBaE U Je(DUHUCAME OCHOBHHX KOMIIOHEHTH
KBAJIMTETa yciayra u catucdakuuje norpomaya. Meroaom cuHTese yTBpheH je 3aje JHHUKH
IOOTIPHHOC M yTHIIA] OBHX KOMIIOHEHTH Ha caTHC(aKIMjy KOPUCHHKA YCIIyra y XOTeluMa.
Merosom neckpunuuje neGUHACAHH Cy NOjMOBH 1 YHIbEHHUIIE BE3aHE 3a KBAIMTET yCIyra
u carucakuujy norpomada. Merojaom Komnapanuje yrephene ce CAMYHOCTH H pa3iIHKe
H3Mel)y aITepHATHBHMX MOJeNa 3a Mepeme KBAIMTETa ycayra u  catucdakimje
notpomaya. [lpumenom anamM3e caapxkaja wM3BplIEHAa je aHaMM3a J0CAJAlIEHX
HCTPpaKHBatba M3 00JACTH MapKeTHHIa Y XOTEIHjepCTBY, MEHA(MEHTa KBAIHTETOM,
KBJIUTETA yCyra, caTucdakiyje noTpomaya 1 MapKeTHHT 0JIHOCA ¢a MOTPOIIadiMa.

Y eMIOHpPHjCKOM HCTpaKHMBamy KaHIUAAT je 3a IPHKYI/barhe MPHMApHHUX T0aTaka
KOPHCTHO METOJl MCIIHTHBAKA MyTEM aHKETe, YHja je MpuMeHa yoOu4ajeHa y MapKeTHHT
HCTPA)KMBAbHMA. YIUTHHK Cap/KH MPENU3HO JieHHUCaHa MHTaka Koja ce OJHOCEe Ha
€JIeMeHTEe KBAINTETA YCIIyra y XOTelly, MMHII XOTela, CTeleH caruc(akiiije H JIojaTHoCT
rocrajy. Koncraraumje myteM Kojux cy MepeHe KibyuHe Bapujabie Mojena aeduHHCaHE
Cy Ha OCHOBY Iperijie[ia peleBaHTHe iuTepatype. VICHTaHHIM Cy W3pa’kaBald CTENeH
CBOI' 3aJI0BOJBCTBA Y OJHOCY H4 HaBeJIeHE KOHCTAaTallije y aHKETHOM YIIUTHHKY Ha
ceamoctenenoj JlukeproBoj ckamM, mpu YeMmy oueHa 1 03HauaBa anNcOTYTHO
HeC/Iarame/He3a10BOJbCTBO, JIOK OlleHa 7 03Ha4aBa arcoyTHO clarame/ 3aI0BOBCTBO Ca
oapeeHOM KOHCTaTAIIHjOM.

CrartucTiuka amanusza mojaTtaka crposejeHa je y CTaTHCTHYKOM TNakeTy 3a
ApywTBeHe Hayke (Statistical Package for Social Sciences — SPSS 21). Y npBom Kopaky
CTaTUCTHYKE aHATH3€ KaH/M/IAT J& TECTUPAO MOY3/aHOCT KOHIIMITUPAHOT MCTPAKHBAUKOT
MoJieIa. AHAIM3a [I0Y31aHOCTH j€ CIIPOBe/IeHa H3pAaYyHABAkheM BPEHOCTH Koe(UIHjeHTa
Cronbach alpha, xaxo 3a neo MozeI1, TaKo | 3a CBaKy IojeMHauHy Bapujabiy. Ha ocHoBy
BpeaHocTH ITipcoHoBor koeuumjenTa yTBpheH je cTerneH nuHeapHe 3aBUCHOCTH H3Mely
NOCMAaTpaHUX BapHjaban Mozena. JleCKpUITHBHOM CTATHCTHYKOM aHATH30M M3pauyHaTe



CYy BPEIHOCTH apUTMETHYKE CpEeIHHE, CTaHAapAHe AeBHjalije W MOAyCH. [IpuMeHOM
[POCTE M BHUIIECTPYKE pErpecHOHE aHalu3e YTBpheH je yTHIa] KOMIIOHEHTH XOTeJCKe
MOHy/le Ha caTHC(aKLHK]y TOCTHjy, Ka0 M YTHIAj caTHC(aKiHje HA HHXOBY JIOjaJHOCT.
IIpobnemM MyNTHKOIMHEAPHOCTH MCIIUTAH je HAa OCHOBY BpeaHocTH (Paktopa pacra
Bapujance (VIF — Variance Inflation Factor). IlpuMmeHoM oarosapajyhux cTaTHCTHYKHX
MeToia MH(pepeHLjalHe CTaTHCTHYKE aHald3e YTBpheHa je CTaTHCTHYKA 3HAYajHOCT
pasnuka u3Melhy apHTMETHUYKMX CpelMHa BHIIE [OCMATPAHHX Ipyla HWCIHTaHUKA Y
OIHOCY Ha mocMmarpana obenexja (mona, crapoct, odpaszoBarme, MOTHB OopaBka). Y Ty
CBpXY KOpuIuheH je /-TeCT 3a JBa He3aBHCHA y30pKa, JIOK je y ciy4ajy KoMmapaluje Tpu
nocMmaTpaHe rpyna HCIIMTaHHKa MpHMer-eHa aHanu3a Bapujarce (AHOBA).

2.3. Caap:ikaj JOKTOpPCKE qUcepTanHje

Y cknamy ca HaBeJEHHM IPEIMETOM, [H/BEBAMA HCTPAKHUBAKA M [1OCTAB/HEHUM
XMIIOTe3ama, JOKTOpCKa JMcepTaltja je CTpyKTYpHpaHa Ha ciefehd HauuH:

YBOJ
IIpeu oeo
KOHUIEIIT KBAJIMTETA YCJIY¥TA Y XOTEJIUJEPCTBY

1. MapKeTHHI KOHIIENT Y X0TeIHjepCcTBY
1.1. Pa3Boj MapKkeTHHI KOHIIEITA
1.2. Makpo u MHKPO OKpYXKeHe ¥ XOTeIHjepCTBY

1.2.1. Maxkpomapremune okpyaicerse

1.2.2. Muxpomapremune okpyxcerse
1.3. CenpyHOCTH MapKETHHIA Y XOTE/IHjePCTBY
1.4. MapKeTHHI MHKC y XOTEIHjepCTBY
1.5. Crpareruje ynpapjbarma MapKETHHIOM Y XOTEIH]ePCTRY
2. KapakTepHcTHKe KBAJIHTETA YCJAYIra y XOTeIHjepeTBY
2.1. OzmHOC KBANTMTETA POM3BO/IA M KBAJIMTETA YC/IYTa y CABPEMEHO] PHBPE/IH
2.2. Buie1uMeH3MOHATHOCT KBAIMTETA yCIIyra Y XOTelIHjepCTRY
2.3. I'en MoJien KBaJIMTETA yCiIyra
2.4. ToTanHu U aTPaKTHBHH KBATUTET Y XOTEIHjEPCTBY
2.5. YupaBsbame KBATMTETOM YCIIYra Y XOTEIH]epCTBY

2.5.1. Cmanoapou ynpaemarea kearumemom ycayea

2.5.2. Heonxo0nu pecypcu 3a ynpas/oarse Keaiumemom ycuyd
2.6. KBanuteT 01HOCA y YCIIYXKHOM CYCPETY
2.7. Ynora KOPUCHHKA y KOHTPOJIH KBAJIUTETA XOTENH]ePCKHX YCIyra
3. Mepeme KBaIHTEeTa yC/Iyra

3.1. 3nayaj Mepera KBaluTeTa yCayra



3.2. KomnoHeHTe KBaJIMTETa yCIyra
3.3. Mogenu 3a Mepere KBaIMTEeTa yciuyra

3.3.1. SERVQUAL

3.3.2. SERVPERF

3.3.3. LODGSERV

3.3.4. HOLSERV

3.3.5. LQI

3.3.6. DINESERV

Apyzu oeo
CATHCOAKIIUJA KOPUCHUKA XOTEJIMJEPCKHUX YCJIYIA

1. Konuenrt caruchakuuje morpomaua
1.1. Ananu3sa pa3IM4YMTHX cTeneHa caTucdakuuje noTpolaya
1.2. Totanna catucdakuuja norpoiaua
1.3. Onnoc catucdaxiyje ¥ 10jaTHOCTH MOTPOLIAYA

2. KomnonenTe KBaJuTeTa Ka0 JeTePMHHAHTE caTHCPAKIHje KOPHCHHKA YCJayra y
XOTe/HjepeTBY

2.1. OnHoc kBanuTeTa ycuyra u carucdaxiiuje noTpomaua

2.2. Onun/bMBe KOMIIOHEHTE KBAIUTETA XOTEJICKUX YCIyra

2.3. HeonunsbuBe KOMIOHEHTE KBATUTETA XOTEJICKUX YCIyra

2.4. OnHoc nMuya XoTeNa ¥ caTHC(aKIHje KOPHCHUKA YCIIyra y XOTelTHjepeTRY

3. Mepeme caTuchakunje norpomaya

3.1. llupeBn Mepema catuchakiumje morpomaya

3.2. Iloctynak mepemsa catuchakiuje moTpomaya

3.3. Mojienu 3a Mepeme caTucakigje noTporaya
3.3.1. Llseocku bapomemap camucaxyuje nompowaia
3.3.2. Amepuuxu unoexc camucgaxyuje nompouaya
3.3.3. Hopsewxu 6apomemap camucgaxyuje nompowaya
3.3.4. Eeponcku undexc camucgharkyuje nompowaya
3.3.5. Wsajyapcru unoexc camucparyuje nompowaya

3.3.6. Hemauxu undexc camucghaxyuje nompowaua

Tpehu oeo
MAPKETHHI" OTHOCA CA IIOTPOIIAYHUMA Y XOTEJIUJEPCTBY
1. PasBoj MapKkeTHHIa 0HOCA Y XOTE/IHjepPCTBY

1.1. OpujenTanyja xorena Ha MoTpolade



1.2. Oz Kk1acHYHOT MApKETHHIa Ka MapKETHHIY OIHOCA

1.3. CymtiHa KOHUENTa MapKeTHHTa OHOCA

1.4. TumoBM MapKeTHHTa OJIHOCA Y XOTEIH]EPCTBY
1.4.1. Oonoc usmehy cocma u xomena
1.4.2. Oownoc usmehy nocpeonuxa u xomena
1.4.3. Oonoc usmehy sanocienux u xomena

1.4.4. Oonoc usmehy konxkypenama y xomeaujepcmesy

2. Crparernja pa3ssoja Iyropo4HHX 0JIHOCA €A MOTPOIIAYHMA Y XOTEIHjepCTBY

2.1. CymrHHa KOHIENTa MapKeTHHra ojHoca ca norpomaunma (Customer Relationship
Marketing — CRM)

2.2. CRM npouec u NUKIyC TOCTa y XOTelry

2.3. CRM 1 uHTErpanmja XoTe/lICKHX OfIe/beHha

2.4. Anaru 3a umnnemenTtanjy CRM-a y xotenujepctBy

3. Yopasibame 0JHOCHMA €A NOTPOMIAYHMA Y XOTEJIHjepPCTBY
3.1. Kpenpame BpeHOCTH 3a IOTpoIaye

3.2. IlpuBnauemne 1 3aapikaBame nopomaya

3.3. Usrpanma JyropouHe JI0jalHOCTH y XOTEIH]ePCTBY

3.4. IIporpamMH J10jallHOCTH Y XOTE/IH]EPCTBY

Yemepmu oeo
METOAOJIOTHJA U PE3YJITATH EMIIMPUJCKOT UCTPAJKUBAHA
1. Konnunupame HCTPakKHBAYKOI MO/e/1a
1.1. Jlepunucame npenMeTa u HUIbEBA HCTPAKUBAbA
1.2. Jlebunncame HCTpaXKMBAYKHX BapHjadiIM M XUITOTE3a
1.3. OnpehuBame MeTo1a 32 NPHUKYIUbAE M AHATH3Y T10/1aTAKa
1.4. Onuc y3opka
2. Pe3yaTaTH eMIHPHjCKOr HCTPAKHBAA
2.1. Pe3ynraTu JeCKpHITHBHE CTATUCTHYKE aHAIH3E
2.2. Ouena noy3aaHoCTH KOHIMITHPAHOT MOJIeNa H KOpe/IalHoHa aHalu3a
2.3. Pesynraru perpecuone ananuse

2.4. Pesyntatu TectoBa nopehema cpeauna

2.5. Tlpeanor mepa 3a ynanpelemwe kpanutera y (yHkiuju nosehara catuchakuuje u
JI0jaJIHOCTH KOPHCHHKA XOTENIMjePCKHX YCIyra

2.6. Orpannuema 1 npeuiosu 3a 6yayha uctpaxkupama



3AKJbYYHA PABMATPAILA
JIMTEPATYPA

nPuJIOr

[Ipunor 1. [Ipuka3 e-mail ankere Ha pauyHapy

[Ipunor 2. Aukera — Mepeme 3a10BOJbCTBA TOCTH]Y Y XOTEIH]EPCTBY

Y npBoM ey JOKTOPCKe Aucepraije, MOA HacloBoM ,Kowuyenm reéanrumema
yenyea y xomenujepemsy”, (ctp. 6-76), monasu ce O pasBOja MApKETHHI KOHLENTa W
aHanu3upajy (GakTopu Makpo M MHKPO OKpPYKEHa KOjH YTHUy Ha IOCIOBame XOTela.
YTHIa) eKCTEPHUX H UHTEPHHX (DAKTOpa yCIOBIbABA IPOAKTHBHY MPUCTYI Y KPEHPAbY |
HMIIIEMEHTAUM]U IOCIOBHE CTpaTerHje, To ce orjie[a y yobIuyaBamy M MpoMeHaMa y
MapKeTHHI MHKCY XOTelcKuX Komnanuja. OOjammeH je omHoc wu3mehy kBanurera
NPOH3BOAA M KBaJIHTETAa yCIyra y CaBpeMEHO] TNPHBPEIH, BHINEAHMMEH3HOHATHOCT
KBJIMTETa yCIyra, Kao W rem MOJE] KBalHMTeTa yciayra. YIpaBjbake KBAIHTETOM Y
XOTE/IH]EPCTBY je KOHTHHYMpaH MpOLEC KOjH [OJpa3symeBa IOINTOBame yTBpheHHx
CTaHaap/ia, BHXO0BO CTATHO OIpKaBame U yHanpehusame. McTakHyT je 3Hayaj KOpHCHHKA
Y KOHTPOJIM KBAJIMTETA XOTEIMjePCKHX yciyra. Pasmarpan je 3Hauaj Mepema KBajluTeTa
yCIyra, KOMIIOHEHTE KBAJIHTETa YCIyre, Ka0 M MOJIE/IH 34 Mepema KBAJIMTETa yCayra Kao
wro ¢y, SERVQUAL. SERVPERF, LODGSERV, HOLSERV, LQI u DINESERV.

Y apyrom peny, koju Hocu Hacnos ,.Camucgpaxyuja xkopucnuxa Xxomenujepckux
yeayea®, (etp. 77-130), monasu ce oa aeduHHCarma KOHLENTA caTHChaKIHje [oTpoLIaya.
Konuenr carucaxuuje mnoTpomiaya 3ay3mmMa 3HauyajHO MECTO Y MapKeTHHILKO)]
JIATEpATypH, ¢ 0063upoM Ha To na yTuye Ha Oynyhe moHainame mOTpoOIIaYa M HHXOBY
JIOJAlIHOCT. AHAM3MPAHH Cy PasIHYMTH CTETNeHH carcakimje NOTpolIaya, TOTaTIHA
carucakunja, ka0 M OJHOC camcq}arcuuje U JIOJ&THOCTH MoTopina4a. Y OBOM [Ieiy
pasMaTpaHu Cy OCHOBHH dakTopu Koju yTHUYYy Ha caTHC(baKuHJy KOpHCHHKa yciyra y
XOTENHjepeTBY. ¥ TOM KOHTEKCTY, pa3sMaTpaH je yTHIIA] KOMIOHEHTH XOTecKe MOHY/IEe Ha
3a10BOJBCTBO KOPHCHHMKa yciayra. MsaBojeHe cy 1Be rpyme KOMIOHEHTH XOTEJICKHX
yclyra, ONMIIJbHBE (JIOKAUMja, W3I7Ied XOTena, ONPeMJBEHOCT MPHjeMHOT XO0na, cobe u
PeCTOpaHa, MOCTOjame Cajpikaja 3a CHOPT H PeKpealldjy) W HEOMMILBUBE (JbyGasHOCT,
YCIy)KHOCT, mpodecnoHansoct, emmaruja). Ilopen Tora, aHanmusupas je oIHOC MMHUA
XoTena M caTHCaKije KOPUCHHMKA XOTemHjepckux yciayra. [loce6Ho je ykasaHo Ha
L/bEBE, TOCTYNaK W MOJENe Mepewa cartucakuuje noTpomaya. OGjammenu cy
HAJTIO3HATH|H MHIEKCH 3a Meperse caThchakimje MOTpoIIaya Ha HaIHOHATHOM HHBOY,

Kao IITO CY HIBEACKH, aMEPHYKH, HOPBELIKH, €BPOIICKH, [IBAjIAapCKH H HEMAYKH WHIEKC
catucakiiuje moTpoiaya.

Tpehu neo mom wHacimoBoMm ~Maprxemune oonoca ca nompowauuma y
xomenujepcmey™ (ctp. 131-199), ycmepen je Ha pasmarpare KOHIENTa MapKETHHT
OJIHOCA, OJl KJIACHYHOI MApKETHHIA /10 MapKETHHT OJIHOCA ca MOTpoluayuma. MapkeTHHr
OZHOCA TOCTaje BEOMa MONYyJapaH KOHUENT y TEOPHjH W NPAKCH MAapKeTHHTa, jep
TPAJUIMOHAIHA KOHIENT MapKeTUHIa 34aCHOBAaH Ha KOMOMHALMjH HMHCTpyMeHaTa
MapKeTHHI MHKCa MOCTaje CBe Mame epeKTHBAaH y HOBMM KOHKYPEHTCKHM YCIOBHMA
YMpexeHe eKoHOMHU]e 1 TpkuiTa. OcHOBHA (HII030(Hja MAPKETHHT OIHOCA 3aCHOBAHA je
Ha 3a/IpKaBamby N0CTOjehiX MOTpolaya y u/by OCTBApHBAIA AYTOPOYHE KOHKYPEHTCKE
TPEHOCTH HA TPXKHIITY. Y TOM KOHTEKCTY, AETA/bHO Cy OGjallllbeHe CIHYHOCTH H
pasnuke usmely mapkeTunr oanoca (RM - Relationship Marketing) u MapkeTHHT oxHOCA
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ca notpowauuma (CRM — Customer Relationship Marketing). MapkeTuar ogHoca je
LIHPH 10jam, jep o0yxBaTa OfIHOCE Koje npeaysehie uMa ca morpoinayuMa, aay U ca CBHM
JAPYTHM TpPXKHINHHM aKkTepuma. MapkeTHHr ofHOca ca NOTpoLIavyWMa je MAapKeTHHT
KOHLENT Koju mnpenysehy omoryhaBa na umentudukyje, mpusyde u moseha 6poj
npouTabUIHKMX NOTPOIIAyYa MyTeM YIpaB/bakha JHPEKTHHEM OJHOCHMA ca BbuMa. C THM y
BE3M, pasMaTpaHd Cy pas/IMuUTH THUIIOBH OJHOCA Y XOTEJMJEPCTBY, KOju 0OyxBaTajy
OIHOCE XOTeNla W KMXOBHX TOCTH]Y, 3aTHM OJHOCE Ca MOCPEIHHIIMMA, 3alloC/IieHHMa |
APYTHM KOHKYpeHTCKHM XoTenuma. C o03uMpom Ha TO Oa je (OKyC HCTpakuBama Ha
MoTpoLIayy, y OBOM Jejly je pasMaTpaHa CTpaTerHja pasBoja M HMILIEMEHTAIH]a
MapKeTMHI OJHOca ca IMOTpollavynMa, Koja ce 0Oasupa Ha Kopuimhemy caBpemeHe
HHPOPMALIMOHE TEXHOJIOTHje. Y OKBHPY YIpaB/batha OJHOCHMA €4 MOTPOLIAYHMA,
aHATM3MPaH je KOHLENT KpeHparma BPeJHOCTH 3a MOTPOIIaye, IPHBIAUeHhe H 3aIpKaBarbe
NoTpolIaya ¥ H3rpajba hHXO0BE JojanHocTH. [lopen Tora ykasaHo je Ha Hajno3HaTHje
Nporpame JIOjaTHOCTH KOjH CY KapaKTEPHCTHYHH 33 BEIMKE XOTEICKE JIaHIe.

Y 4eTBpTOM Jeiy, NMOA HAcIoOBOM ,Memodonozuja u pesyimamu emnupujckoz
ucmpascusarea™ (ctp. 200-243), KOHUMIHMpaH je HCTPAKUBAYKH MOJEN 33 MEpPEHE
KBajuTeTa yciyra, nonasehu on moctojehmx Monena y peneBaHTHO] iutepaTypu. Ha
OCHOBY MpeIMeTa HCTPaKMBama, MOCTAaB/EHUX LM/beBa M JeHHHUCAHHMX XHIIOTE3a,
KaHJIM/IAT je IPUCTYIHO TEPEHCKOM HCTPaKHBakby, OJHOCHO MPHKYI/balky NPHMAPHHX
noJaTaka METOJIOM MCIIMTHBAMA MTyTEM aHKETe. YIUTHUK je KOHIMIMPAH TAaKo Ja MpaT
LHMKITYC rocTa y XoTeldy, Ol HeroBor [oJjacka 10 oJJacka U3 XoTena. Y TOM KOHTEKCTY,
XOTEJICKH TOCTH (MCHNMTaHUIM) OLEIHBAIN Cy KBAJIMTET CBHUX e€JIeMEHATa XOTEJICKe
nonyne. OuemnHBana je yKyIHOCT XOTeJICKe MOHY/E, OHOCHO ONMMIIJBHBE (H3IJIe/l XOTeNna,
JloKalKja, HaMEWTaj, coba, KYMaTuiIo W OCTald CaapKaju y XOTENy) H HEONHIbHBE
KOMITOHEHTe XoTena (Jby0a3sHoCT, eMnaTHja, axXypHoCT, IpodhecHoHaTHOCT).

[TpuMeHOM [€CKPHNITMBHE CTATHCTHYKE aHamu3e YyTBpheHe Cy BPEAHOCTH
APUTMETHYKHX CPEIMHA, CTAHJAPAHMX JEBHjalldja M MOJyca HE3aBHCHHX Bapujabmm y
Mozeny. Mspauynasawem xoeduumjenta Cronbach alpha ouemena je moysmaHocT
I0CTaB/bEHOI MOJIENA, a CTENeH JIMHeapHe Kopenauuje uimely Bapujabnu ytephen je
uspadyHaBamweM Ilupconosor koeduuujenta. IIpHMeHOM [pocTe M BHIIECTpYKe
PErpecHoHe aHanu3e yTBpheH je yTuiaj KBaauTeTa yclyre 0 MMHIA Ha caTHChaKIH]y, Kao
W yTHuaj catucpakuuje Ha nojanHoct. IlocebHO je MemmTaH yTHIE] NOjeIMHAYHUX
KOMIIOHEHTH KBAIWTETa ycayre Ha catucdakuujy roctjy. Tectupane cy mocrapibeHe
CTATHCTHYKE XMIIOTE3¢ O jeJHAKOCTH ApHTMETHYKAX CPeIMHA Bapujabnm Mojena y
3aBHCHOCTH Ol JeMorpadeckux obelexkja HCIHTAHMKA W MOTHBA HHXOBOT GOpaBKa y
xoteny. Ha ocHOBY pesyirara emmupHjcke aHamnse IPeIOKEHe Cy KOHKPETHE Mepe 3a
yHampehewe KBanuTeTa ycmyra y UMby nosehama catucdakumje u JI0JalTHOCTH

KOPHCHMKA XOTENM]JePCKHX YCIyra, Kao M OrpaHMYera M Mpemno3d 3a Gyxyha
UCTpPaXKUBaA.

Y 3akbyuHuM pasmatpamuMa (cTp. 244-248), cHCTeMaTH30BaHH Cy CT4BOBH O
MeDy3aBHCHOCTH  KBAJIMTETa yCIyra, HUMHIA XOTela, catichakiMje M JIOjalTHOCTH
KOPHCHHKA XOTENHjepcKuX ycmyra. VcrakHyTa je y3pOYHO-MOCTEHMYHA MOBE3AHOCT
Je(MHHUCAHUX KOHLENATa, HarjalleHd Cy pe3yNTaTH J0 KOjUX Ce JOULI0 EMITHPHJCKHM

HCTPOKUBAEM M NPETOKEeHe Mepe 3a yHanpeheme KBaIHTETa yCIyra XOTEICKHX
npenyseha.



3. OHEHA JOKTOPCKE JJMCEPTALIUJE

3.1. 3navaj u JONPHHOC TOKTOPCKE AHCEPTALMjE €A ACTIEKTA AKTYEJHOI CTAMbA
Y Hay4Hoj obj1acTH

YTuua) KBanmuTeTa Ha caruc(axiujy IOTpOIIaya 3ay3uMa 3HAyajHO MECTO Y
TEOPH]H U3 00NIACTH MapKETHHTa, Ka0 H NPAKCH yCuykHuX npeayseha. Mako cy ksanurer
yenyra W carucdakumja moTpoimaya BeomMa ONMCKHM KOHUENTH, u3Mehy mHX mocToje
3HayajHe pasmuke. MuentudukoBarme pasiuke ycnoeune cy nosehame 6poja
HCTPKUBAMA Yy KOjUMA CE KBAJIUTET YCIIyra M catuc(akiija moTporada nocMaTpajy Kao
CaMOCTA/IHH, OZABOJEHH KOHLENTH, a jelaH O] IVIaBHHX H3a30Ba 3a MCTpaKuBaue je
HCIIHTHBAkE NpHPOAEe oaHOoca wu3Mmely KoHIemara, OJHOCHO Y3POUHO-IIOCIEAMYHE
MOBE3aHOCTH KBaIMTETA yciyra u carucdaknuje norpoinada. CnenupuIHoCT XOTENCKe
ycayre orinefa ce y IOBE3aHOCTH ONMIUBMBHX M HEOIMIUBHBHX arpubyTa Koju
3a/10B0JbaBajy noTpede U xkesbe roctujy. OBa UHIEHUIA YKasyje HA CIOKEHOCT M 3HAYA]
KBaMTETa XOTeJICKe yciyre 3a caTucpaxuujy roctajy. Crora, 3Hauaj WCTpaKHBama y
JIOKTOPCKO] JMCEPTAlMju Cce Orneda y TEOPHjCKOM oapehHBamy KOHIENTA KBalHTETa
yciyra, KOMIIOHEHTH KBaluTeTa W caTucakuuje moTpomada, yTBphHUBamE Y3pOYHO-
nocieMyHe Bede u3Mehy oBa J1Ba KOHIIENTa, Pa3BHjaby METOIOJOTH]e MEPEra KBAIHTETA
yciyra, Ka0 W Ha eMIIMPHJCKY TOTBP/IY YTHIAja KBalHTeTa yciyra Ha catucdakimujy
KOPHCHHKA XOTEIH]epCKHX YCIyra.

3Ha4aj ¥ IONPHHOC TOKTOPCKE JHUCEPTALH]e Ce MOKE TOCMATPATH Ca /(Ba ACTEKTa.
IpBu ce oaHOCH Ha yHanpeheme TeopHjCKOr pasyMeBama OCHOBHHX IOjMOBA M TIPHPOLIE
OJIHOCA M3Mely KBalMTETa yciyra M 3aI0BOJBCTBA TOCTH]y XoTena. Hayuynu mompuHOC ce
OrJie/ia y KOMILIEKCHOM H IIMPOKOM 00yXBaty MocMaTpaHHX I0jaBa H pelaluja, a Koje ce
O7HOCe Ha ne(uHHCame W 00jallmhaBame OCHOBHHX I10jMOBA Kao IITO CY KBAIHTET
yciyra, catucakuuja noTpomaya, yupapibame KBAIUTETOM YCIYTa, YCIYXKHH CYCpeT d
MapKETHHT OJIHOCA Ca IMOTPOLIAYMMa Yy XOTENHM]EePCTBY, KAO M HHXOBY [OBE3aHOCT W
mehysasucroct. Takohe. monpunoc K0KTOpCKE MCcepTanje je y cBeOOYXBaTHO] aHAJIM31
Hajuemhe KopumheHux MeTona i MOZena 3a Mepeme KBaTuTeTa yciyra u caruchaximje
NOTpoLIaya, ca NOCeOHMM AakKUEHTOM Ha XOTENCKYy HHAYCTpHjy. Tako, Ha OCHOBY
nocrojehnx mosHaTux Mojena y Aomahoj M CTpaHOj IMTepaTypu NPEIOKEH je |
o0jalbeH HOBH MOJIEI 3a Mepere KBAIMTETA yCIyra y XOTEJICKO] MHIYCTPUjH, momohy
Kora ce aHaqu3upa y3pO4HO-NOCICIMYHA TMOBE3aHOCT u3Mel)y KBaiuTera yemyra,
catuchakimje M JI0jaTHOCTH KOPHCHHKA YCIyra y XoTenujepcTBy. JIONPHHOC OBe
JIOKTOPCKE  HCEpTallfje je y Mpelaramby TEOPHjCKH YTeMe/beHOT H  eMITHPH]CKH
TECTHPAHOT MOJEIa 3a Mepeme KBaIWTeTa ycjyra, npuiarohesor crnenuduysuMm
3aXTE€BUMa XOTEJICKE HHIYCTpH]e.

Jpyru acnexkt ce onamocu Ha moryhHOCT npumene um kopuinhiera N00HjeHnx
pesynarata y mnpakcu. IlocraBke koje ce ojHOoce Ha KOHLENT KBAIMTETa YCIyra M
caTuchakiuje MOTpolIada y YCIYKHHM NENaTHOCTHMA HHCY IOBOJBHO TEOPH|CKH
obpabene u emmupujckn notsphene y gomahoj mureparypu. Ctyamje gomahunx ayTopa u3
obnactu KBaquTera yciyra, catucdakuuje M ojanHOCTH 40 cana CY YIJIaBHOM
HMIUICMEHTHPAHE Yy JICJATHOCTHMA Kao IITO ¢y GaHKapCTBO, PECTOPATEpPCTBO, TYPH3AM,
TproBuHa, odpasosame. C apyre cTpase, BeoMa Maiu 6poj pasoBa GaBH ce KBATHTETOM U
caTHCHAKUMjOM KOPHCHHMKA yCIyra y XoTenujepcTBy. KpammrteT yeiyra, 3a10BoJbCTBO
MOTpOIIAYa, JIOJaJHOCT M OCTBApHMBAKE JIOTOPOYHHX OJHOCA ca MOTPOLIAYMMA
NpeACcTaB/bajy BakHe (pakTope yHampehuBama MOCIOBHUX IHbeBa mpenyseha. 3Havaj u
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JONPHHOC JIOKTOPCKE JHCEPTallHje Ce YIPaBo Orjefa y EeMIUPUCKO] BepHpUKALM|H
NOCTaB/EHOI MOJENa 3a MEpere KBAIMTETa YCIyra y XOTENHjepcTBY, Y LHJbY
HICHTU(QHKOBAbA HAj3aYajHHJUX KOMIIOHEHTH XOTEJCKe yCiIyre KOoje yTH4y Ha
caTHChaKIKUjy TOCTHJY H HBHXOBY JIOjaTHOCT. Pesyitatn eMImupHjcKe aHanuse oMoryhumu
Cy Ipelsiarame KOHKPETHHX Mepa 3a 100oJbllake KBajIuTeTa yelayra y XOTelHjepeTBy y
Peny6muuu CpGuju.

3.2. Ouena na je ypahena J0KTOpCKa AMCEPTAIMja PE3YJITAT OPrHHAIHOL
HAaY4YHOI pajJa KaHAuAATa y oarosapajyhoj nayunoj odaacru

Komucuja onemyje na gokropcka amcepraiuja 1OA HAcIoBOM ,KBammrer y
byuakuuju  obesbehuBama caruchakumje KopHcHHKA XOTe/IHjepeKuX  yeayra®
TIpEACTaBba pPEe3yNTaT OPUIMHATHOT HayyHOr pana Kanauzgara /lejama Cexyamha.
Obpaljena Tema je akTyenHa, HEJIOBOJbHO MCTpakeHa M 3HauajHa 3a pa3Boj €KOHOMCKE
HayKe, 00/1aCT MEHALIMEHTA H [I0CIOBHE EKOHOMHje, TOCeBHO 3a 061aCT XOTe/HjepeTBa.

Jlebunncann mnpenMeT W LHBEBH HCTPOKMBAFA, [IOCTABIHEHE XMIIOTE3e,
NPUMEIEHA METO/IONOTH]a H Pe3y/ITaTH JI0 KOJHX Ce Y HCTpa)KHBamby JOILI0, moTBphyjy
fia I0KTOpCKA JIMCepTalija CaApiki CBE HEONXOJHE eleMEHTe M NpPeACTaB/ba Pe3yIITar
OPUTHHATHOT HAY4YHO-HCTPaKMBAYKOT pajia KaHaMIaTa.

Kawmunar Jlejan Cekyimh mnokasao je 106po pasymeBambe npobieMaruke,
OOJeKTHBHOCT ~ M AHAIMTHYHOCT y pajdy M 3aBHAHY CIOCOGHOCT 3aKJby4YHBambAa.
Jluceprauuja je pesynTar camMoCTaNHOI paja KaHAMIATa, MHCAHA je jaCHHM CTHIIOM y3
KopHmheme ajeKBaTHE CTPyYHE TEPMHMHOJOTHje H pesieBaHTHe jomahe H cTpaHe
matepatype. KaHInaar je Kpo3 NpUMeHy aJeKBaTHE METOIOJIOrH]e HCTpaXKHBamba
ApryMEeHTOBAHO OJATrOBOPHO HA MOCTABJ/bEHE HCTPAKMBAYKE LIHJ/HEBE M M3BEO PECBAHTHE
3aKJbY4YKe O IIPOyYaBaHHUM MpobIeMuma.

Ha ocnopy cBera nasezenor, Komucuja KOHCTaTyje ha JOKTOpCKa JucepTalyja
Calip’kil CBE €IEMEHTE OPUTHHAJIHOI, CAMOCTATHOI M KBAIHTETHOT HAYYHOT M CTPYYHOT
HCTPaXXMBaYKOTr paja.

3.3. Ilperaen ocrBapeHux pesyaTaTa paja KaHaWAaTta y oapehenoj nayunoj
ob1acTi

Jlocanaimmn ueTpaxkuBadku paj kananaara dejana Cexyanha y Hajsehoj mepu je
[IOBE3aH Ca NpeIMETOM HCTPaKUBara y NOKTOPCKOj auceprauuju. Kanauaar je o6jaBuo
3HauajaH Opoj HayyHMX pamoBa y noMahmM H MHOCTpaHHM yaconmucuma, 300pHUIIEMA
pajioBa ca MelyHapoaHHX M HALMOHAIHAX KOHMEpEeHIHja 0 KOjHX Kowmucuja moce6ro
u3/1Baja crnepehe:

1. Cexymuh, JI., Mannapuh, M. (2014), Models for Measuring Services Quality and
Customer Satisfaction in Hotel Industry, Actual Problems of Economics, 8(158),
ctp. 480-487. (ISSN 1993-6788, SCOPUS)

2. Cexymuh, JI., Mannapuh, M. (2013), Keamumem ycayea xao oemepmuranma
camucpaxyuje nompowaua y xomenujepcmey, Mapketunr, rox. 44, 6p. 3, CTp.
231-246 (ISSN 0354-3471, UDK 658.6:640.);

3. Cexynuh, II., Makcumosuh, H. (2013), 3erenu xomenu — 3unauaj |, zenenux”
ampubyma 3a nompowave y xomeaujepcmey, Ecologica, rozx. 20, op. 70, cTp. 257
260 (ISSN 0354--3285, UDK 332.15.36:640.41, COBISS.SR — ID 80263175):

13



4. Cekynuh, JI., Mangapuh, M., Makcumosuh, H. (2014), Vmuyaj senene nocaosne
npakce Ha camuc@akyujy u 10jarHocm NOMpowaua y Xomenckoj uHOyCcmpuju,
Ecologica, Bon. 21, Op. 74, ctp. 312-316. (ISSN 0354-3285, UDC:379.832,
COBISS.SR —1ID 80263175)

5. Cexymuh, JI., Mannapuh, M. (2013), Caspemenu mpenooeu y xomenujepcmey,
Exonomcku normegu, roa. 15, Op. 2, crp. 63-74 (ISSN 1450-7951, UDK
338.488.2:640.4, JEL: L83);

6. Cexymuh, /1., Mumuhesuh, C., Mannapuh, M. (2012), Mapxemunz xonyenm y
opeanuzayuju nociosarea xomelickoz npedyseha, TypuCTHYKO MoOcIoOBame, Op.
10/2012, ctp. 51-62 (ISSN 0354-3099, UDK 338.486.3:640.412; 640.4:659.1);

7. Cexymuh, JI., Mannapuh, M. (2012), Opeanusayuone nepghopmance rao
demepMuHanma paseoja Xomenckoz nocioGarsd, EXOHOMHja — Teopuja U mpakca,
roa. 5, op. 2, crp. 42-58 (ISSN 2217-5458, UDK 331.103:640);

3.4. Ouena o uCNyH-EHOCTH 00MMA M KBAJUTETA Y OJHOCY HA NPHjaB/beHY
TeMy

Komucuja onemyje 1a 1okTopeka aucepranuja kanauaara Jlejana Cexyanha noju
HacmoBoM ,KBamurer y dynxunju obe3dehuBama carncdakuuje KopHcHHKA
XOTeJIHjePCKUX yeayra® y MOTIYHOCTH HCIymhaBa JeHHHCAHE 3aXTEBE y TMOITIeLy
canpikaja, oOMMa, KBaJIMTETa M pe3y/iTara pala y OJHOCY Ha TeMy Koja je mpHjaB/beHa H
onobpena. M30op peneBaHTHE IMTeparype NpHMEPEH je Ae(QUHHCAHOM NpEIMETY
HCTpaKMBaba M OMOryhHo je cHCTeMaTHYHY aHAIM3y M KPUTHYKO BpEIHOBAHE
MPETIOCTABKH M EMITUPHMjCKHMX pe3yjTaTa, INTO TPEACTaB/ba BaKaH YCIOB HayyHe
YTEMEJbEHOCTH ILCJIOKYITHOI MCTpaKMBama KOje je KaHauaar crnpoBeo. Mcrpakusana
npodiemaTHKa je W3M0%keHa Y YEeTHPH Jella, JOTMYHO I10Be3aHa y CKIaaHy HelHHY, ca
Hay4HO M3BEJICHHM M apryMEeHTOBaHHM 3aKk/byuliuMa. CTPyKTypa H caipikaj JAucepraiuje
ycknahenn ¢y y motmyHocTH ca oxabpaHoM TeMOM, MpEIMETOM M [HJBEBHMA
HCTpa)KHBaHa, MOCTAB/LEHUM XHIIOTE3aMa M NPUMEHEHOM MeTojosnorujom. Ha ocHoBy
H3HEeTHX craBoBa KommcHja koHcTaTyje na pe3ynTar MCTpPaKMBA4YKOI pajga KaHAHaTa

NpeJiCTaBsba 3HAYajaH ¥ OPUTMHAIAH HAYYHH H CTPYYHH JAONPHHOC Y 06IaCTH MapKETHHTa
Y XOTEJH]epPCTBY.

3.5. Hayunu pe3y/iTaTH J0KTOPCKe AUCEpTAIMje

Komucuja cmarpa na je umcTpakuBame y JOKTOPCKO] AMCEpPTallHjH KaHIAAAaTa
HAejana  Cexyauha non wnacioBom ,Kpaamrer y ¢ynkumju  obesGehuBama
caTHchakuuje KOPHCHHKA XOTeIHjepCKHX yeayra® JONpHHeNo carieaBamy y3podHo-
noc/eIi4He Bese n3Mel)y KBanuTeTa XOTeICKHX yelIyra u carucdaxiuje roctujy. Kibyunu
Hay4YHH Pe3yNTaTH UCTPaXKHBama y J0KTOPCKO] JUCepTaIMjH OJHOCE ce Ha cienehe:

* Ilpeior HOBOT MO/IENa 3a Mepere KBAIUTETA YCIyra y XOTEIH]jepPCTBY Ha OCHOBY
KPUTHUKe aHamuse nocrojehux mozena y jgomahoj u crpaHoj iutepatypu u
YKa3sHBamke Ha K/byYHE €JIEMEHTE XOTE/ICKE MOHYAE KOjH UMajy Haj3HayajHuju
YTHUA] Ha CAaTUCHAKIH]Y TOCTH]Y.

e llpemmor mepa 3a yHanpeheme KBaniMTeTa YCIyXKHE MOHYJIE Y XOTEICKO]
uHayctpuju y Cpouju.

o [IlotBphen je BuHcOK crTemen kopenammje u3Mel)y ykymHOr 3a0BOJBCTBA M
JIOJAITHOCTH TOCTH]Y, Kao 1 u3Mely KBanuTeTa yeuyra u catuchaximje.



* IIpuMeHOM NpOCTE M BUIIECTPYKE PErPECHOHE aHAIN3€ TECTHPAHE CY XHIIOTE3e O
Y3POYHO-TIOC/IC/IHYHO] NOBE3aHOCTH KOHIenara. Pesynarat TecTHpama XUMmoTesa
Cy MOKasalM Ja KBaIMTETa YyClIyra M HMHI XOTeja 3HAa4ajHO yTHYE Ha
caTHC(akKUH]y rOCTH]y, al¥ W Ja HAjHHKH CTElleH Kopenauuje NMocToju mamely
HUMHIJa X0Tea U caTHCaKimje.

* Kowmmonente kpamuteTa (ONHMIUBMBE W HEONMIUBMBE) MMajy CHrHU(DHKAHTAH
YTHLA] Ha caTMC(AKUM]y KOPHCHHKA XOTEIMjePCKHX YCIyra, IIPH YeMy HeLITo
Behu 3Hayaj MMajy HEONMMIUBHBE KOMIIOHEHTE KBATHTETAa YCIyTe Yy OIHOCY Ha
OIHUIJBUBE.

* Pesyiratu TectHpama CTAaTHCTHYKE 3HAYAjHOCTH pa3TMKa y OLEHAMA
Ae(UHHCAHUX KOHIENaTa y OXHOCY Ha emorpadcka obenexja (mou, CTapocCT,
oOpa3soBame) U MOTHB GOopaBKa Cy MoKasala Ja [0/l HCIHTAHHKA yTHYe Ha OLIEHY
KBAIATCTA XOTEJCKHX yCIyra, WMHUa XoTela M caTtucdakiije, 0K HHje
CTaTHCTHYKH 3HavajaH (HakTop HHXOBE JIOjaIHOCTH.

® [ocTH XOTena Koju NpUNa/ajy pasIHYHTUM CTAPOCHHM TpylaMa CIHYHO OLeHbY]Y
KBAJIMTET YCIIyra, MMHI XOT€la M M3paXkaBajy ClIMYaH CTeleH 3a/J0BOJECTBA U
JI0JaHOCTH TIpeMa opeleHOM XOoTecKoM 06jeKTy.

* HuBo obpasoBama MCIHMTaHHKA yTHYE HA OLEHY KBATMTETAa YCIYra XOTeNa, JOK
HCIIUTAHUILIH Pa3IHYHTOr 00Pa30BHOT HMBOA HHCY IOKAa3alM pasjHKe y OleHama
HMHIa XOTeNa, 3a/I0BOJ/bCTBA HCIIOPYYEHOM YCIIYTOM M JIOjATHOCTH.

* Y 3aBHCHOCTH J1a i je MOTHB GOpaBKa rocTa y XOTelly M0cao HIIH OIMOP, JjaBibajy
CC pas/iMKe y OLECHH KBAIHTETa yciayre W umuua xotena. C apyre crpame, Ge3
003upa 1a 1M Cy y NMHTamby MOCIOBHH TMYTHHIM HJIH TYPHCTH, OBM MCIHTAHHIH

HHUCY TOKa3ald pa3/nKe y HHBOY 3a10BOJ/bCTBA M JIOjaIHOCTH mpeMa ofpeheHoM
XOTemy.

Hasenenn pesynrarn sucepraunje, emnupujckn notephenu, yKa3yjy Ha 3Hayaj u
YTHIA] KBAIMTETA YCIyra Ha 3al0BOJBCTBO KOPHCHHKA XOTETH]EPCKHX ycayra W Ha
IbHXOBY JIOJ2JTHOCT.

3.6. IlpuMeHLHBOCT M KOPHCHOCT PE3y.ITATA Y TEOPHjH H IPAKCH

Pesynrarn mcrpakupama y IOKTOPCKO] IMCEpPTALHjH  KaHIMaaTa Hejana
Cexyauha non macnosom ,Keanurer y dymxunju obesbehuBama catuchaxuuje
KOPHCHHKA XOTEIHjepCKHMX YCIyra®, HMajy TEOPUjCKH M MpaKTHYaH 3Ha4ya] |
NPUMEH/BUBOCT HMajyhu y BHIY aKTYeIHOCT M HENOBOJGHY 3aCTYIUBEHOCT OBE
npobsiemarnke y n0mahoj JTMTEpaTypH, Kao U IPUMEHY PE3yNITaTa y MPaKcH XOTENCKHX
npexyseha.

Teopujcka MPUMEHIBUBOCT M KOPHCHOCT JOKTOPCKE AMCEpTAllMje Orneaa ce y
NpOLIMPHBAILY ~TCOPHJCKMX 3Haa y 007acTH MeHAMEHTa M MapKeTHHra vy
xotenujepcry. CBeoOyXBaTHOM TEOPHCKOM AHATH30M Ae)MHHCAHH cy u ofjalnmbeHu
TOJMOBH Kao INTO Cy KBAIMTET yciyra, catucakiuja u JI0JaJIHOCT MOTPOINAYa, WMHIL
XOTena, Ka0 M FbHXOBA NOBE3aHOCT U MehysaBucHocT. Teopujckm cy pasrpaHHyeHH
MOJMOBM MapKETHHI OJIHOCA M YIPaB/baka MAapKeTHHI OJHOCHMA ca NOTPOLIAYNMA.
HcrakHytn cy ondocn koje xotencka mpemyseha yemocraBmajy ca  octanum
crejkxonnepuma. Harnamen je 3nauaj undopmanmone TEXHOJIOTH]e Kao He3a00MIIa3Hor
MPEeyCOBa 38 MMIIEMEHTALIH]y MAPKETHHT OHOCA Ca TOTPOLIAYUMA Y XOTEJH]jepPCTBY.
Kputnuku cy o6pahenn nocrojehu monenn 3a Meperme KBamutera ycayra u catuchaximje
Mo3HaTH y Jomahoj U CTPaHO]j JIMTEpPATypH, HA OCHOBY KOJHX j€ NMPETOKEH HOBH MOZIEN
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33 MEpeHE KBATUTETA YCIIyra y XOTe/ICKO] MHAYCTpUju. Ha ocHOBY Mozena emmupujcku
je noTBphena yspouHo-mocnexuuHa Besa u3Mel)y KBamMTeTa yclyra, MMHUa XoTena,
catHC(aKiKje 1 JI0JaTHOCTH KOPHCHHKA YCIIyra y XOTeTHjepCTBY.

IIpHMEHIBHBOCT U KOPHCHOCT JIOKTOpCKE JMCEPTAlMje y MpaKCH MPOM3HIA3H H3
OPHIHHATHOT eMITHPH]CKOT HCTpakMBara CIIPOBENCHOr y XOTeauma y Pemy®muuu
Cpbuju. Maentuduxopan je jacan oxHoc m3mely pasIHUMTHX KOMIIOHEHTH KBAIMTETA
XOTeJICKe TOHyAe M carucdaxuuje XOoTeJICKHX rocTHjy. Ha ocHoBy pesynrara
EMITHPH]CKOT HMCTpaXuBama JIe(UHHCAHE Cy KOHKpETHE MNpenopyke 3a yHampeljeme
KBaIMTETa YCIyXHE MOHYJAC y XOTEJICKO] HMHAYCTPHjH. Pe3yitaTu MCTpakuBama MOry
OMOryhuTH MeHaliepumMa XOTe/ICKHX KOMIIaHH]a Jia POLIHPE Ca3Hama o HaKTOpHMa KOju
Cy mnomesaHu ca catucakumjom moctojehux u Gyayhux rocrujy. Menayepu xorena
pe3ysITaTe HCTPAKMBatba MOTY KOPUCTHTH J1a jJaCHH]e WACHTH(UKY]Y K/bYYHE KOMIIOHEHTE
XOTEJICKEe yciyre, mpeuusHuje (GopMmy/umly CTpaTerHjy NpHBIAYema W 3ajpikaBara
TOCTH]y ¥ KOHLMIIMPAjy aJeKBaTHE MpOrpame JIOjalHOCTH Y IHJbY Pa3Boja JYTOPOYHHX
oaHoca ca roctuma. Moryhuoct penosror npahema HMIUIMKALMja KBAJUTETa yciuyra Ha
carucakimjy roctujy omoryhasa wuaeHTHGHKOBame MpOMEHA TOKOM BpEMEHa M
npenusadje GopMysIHCame M HMILIEMEHTALM]Y CTpaTeruje yIpaB/bamba KBATHTETOM
XOTENCKUX yCayra.

3.7. Haunn npe3eHTHPAbA PE3yaTaTa HAYYHO] jABHOCTH

AKTYeIIHOCT [pelMeTa HCTPaKUBAA Y JIOKTOPCKO] AMCEpTAallMjH KaHIMAATa
HMejana  Cexyamha mnox Hacinosom ,,Ksamurer vy ¢ynxkuuju  obezdehuBama
caTHCaKUNje KOPHCHHKA XOTEIHjepPCKHX yeayra®, Kao M pesyJsTaTd n0OHjeHH Kpo3
EMITHPH]CKO MCTP@KUBAkE MPEJICTaBIba]y 100pY OCHOBY 3a MPHIIPEMY HAYYHHX pazoBa.
Haydna wu crpyuna jaBmocr Owhe ymosmara ca pesneBaHTHHM 3aKJbydllIMa M
pocturayhuma ucTpakuBama. PanoBu mpomcTexnd M3 JoKTOpcke mucepraumje Guhe
nyOonuKoBanu y pedepeHTHHM A0MahUM M HHOCTPAHHM YACOIMMCHMA HJIH [IPE3eHTOBAHH
Ha Hay4yHHM CKYNOBHMA HaLMOHAIHOr U Mel)yHapo/Hor 3Ha4aja. Ouekyje ce na he pagosu
KaHauaaTa koju Oyay o6jaB/beHH Ha OCHOBY JMCTEpTallHje MHHUIIMPATH HAYyYHO-CTpyUYHE
JMCKYCHje U 1y0sby aHaIM3y HAjBaKHU]UX acieKkara mpobieMaTHKe KOja je CTpaKMBaHa
y amcepraiuju. Panosu koju cy Beh mpeseHTOBaHM CTPyUHO] jaBHOCTH Cy ciieehu:

L. Cexymnh, JI., Maunapuh, M. (2014), Models for Measuring Services Quality and
Customer Satisfaction in Hotel Industry, Actual Problems of Economics, 8(158),
ctp. 480-487. (ISSN 1993-6788, SCOPUS)

2. Cexymuh, JI., Maumapuh, M. (2013), Kearumem yeayea kao oemepMuHanma
camucgaryuje nompowava y xomenujepemsy, Mapketunr, rox. 44, 6p. 3, CTp.
231-246 (ISSN 0354-3471, UDK 658.6:640.)

3. Mapunkosuh, B., Cexymuh, JI. (2016), Momue 6opaska xao ocrnos cezmenmayuje
KOPUCHUKA Xomenujepckux yeiyea, MeHaUMeHT y XOTeJIHjepeTBy U Typusmy, oz,
4. bp. 2, crp. 2535 (ISSN 2334-8267, VJIK: 338.48-6:640.412;
338.488.2:640.412)
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3AK/bYYAK KOMUCHUJE

Komucuja je jennornacna y ouenu jia JOKTOpeka Jucepranuja kanauaara Jlejana
Cexyauha noa nacnoBom ,Keaaurer y ¢ynkuuju obesdehusama caTuchakumje

KOPHCHHKA XOTeHJePCKHX yciayra® HCIyHmhaBa CBe CyLITHHCKe W (OpMallHe yclIoBe 3a
jaBHy oa0pany.

IPE/UIOI' KOMUCHJE

Ha ocHOBY u3HeTHX KOHCTaTamMja, aHajiu3e pesynTaTa M JOINPHHOCA, K40 H
H3JI03KEHE OLICHE U 3aKJby4Ka O IOKTOPCKO] aucepTanujn, Komucuja npeanaxke HacrasHo-
HayyHoM Behy Exonomckor dakynrera Vuusepsutera y Kparyjesmy, ma mpuxearu
M3Bewraj 0 ouenu okTopeke mucepraiuje kanauaara Jejana Cexyanha noj HaciosoM

wKBaauTer HKIHjH obe3dehuBama carHchakuHje KOPHCHHKA XOTEIH|ePCKHX
y @y jn J p jep
yeayra® u onodpu meHy jaBHY oxdpaHy.

Y Kparyjesuy, HosemGap 2016. rogune

YJIAHOBH KOMUCHUJE

7 cﬁy/v"f(f ¢ u%'

HAp Topaana  PapgocasweBmh,  pesoBHHM
npodgecop Exonomekor (akynrera
Yuupepsutera y KparyjeBuy, yxka HayuHa
obsiacT MeHalIMEHT H 1OCTIOBHA EKOHOMH]a

) -~
P /

7 \L {J//'ti[L A ,

Ap Baapumup Cennh, Balipemm npogecop
Qakynreta 3a XOTEIMjepCTBO H TypusaM y
Bpmwaukoj bawu Yuueepsutera y Kparyjesumy,
y’Ka Hay4yHa o0racT MeHaUMEHT U IOC/I0Bame

wOMm ; -
= / g WRLE—T\ Ap Antekcanaap Bophesuh, JOLIEHT
= e g : \‘ Exonomckor  daxynrera  Vuusepsurera y
— e beorpany, yxa wnayunma o6mact IlocioBna
72 J /ﬂj}//fﬂ - €KOHOMH]ja H MEHAIMEHT
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YHUBEP3UTET ¥ KPAI'YJEBLLY
EKOHOMCKH ®AKYJITET
Bpoj: 622/VI-1
Hartym: 01.03.2017. roa.
Kparyjesau
HacrasHo-nayuno Befie Ekonomcrkor akynrera Yausepsurera y Kparyjesuy, Ha ocHoBy ui. 45. Craryra
Daxynrera, Ha npeanor Komucuje 3a noktopcke cryauje n Kareapw, Ha cemnnun oapkanoj 01.03.2017. roaune,
LOHENO je
OdJOYKY
[ - Yeraja ce Mssewraj Komucuje 3a nucaibe H3BeLITaja 0 OUEHH JOKTOPCKE AHCEPTALHM|E, 01 HACIOBOM:
» Keanumem y dhynxyuju odesbehusaroa camucharxyuje xopucnuka xomenujepexux yeayea® Hdejana Cekyauha,
CTYAEHTA JOKTOPCKHX aKaJeMCKUX CTyAnja.
Il - Komucujy 3a oueHy u onbpaHy JOKTOpCKe AMcepTailije, KOja je MMeHoBaHa omiykom HacrasHo-
nayunor seha axyarera 6poj 2425/X1-2) oa 28.09.2016. roaune, unne:
I. Hp l'opnana Panocassesuh, pen. npod. Exonomckor daxynrera y Kparyjesily, y:xa HayuHa o61act
MeHauMEeHT H 110CNOBHA EKOHOMMU]A;
2. Jlp Bragumup Cenuh, Baup. npod. ®axynrera 3a XOTeIHjepcTBO H TYpH3am y Bpisaukoj Garbu, yka
HayuHa o0nacT MeHauMEHT W Moc0Bae; 1
3. Hp Anekcannap hophesuh, nouent Exonomckor akysnrera Yuusepautera y beorpany, yka Hayuna
o6nact [TocnoBHa eKOHOMMjA K MEHALMEHT.
[II - Onnyky o npuxBatary U3BelITAja M U3BEWITA] O OUEHH ypalieHe AucepTalMje IOCTABUTH Y HHBEP3UTETY.

Ob6paznoxemwe

Jlana 10.04.2014. roaune na Exonomckom dakynrery y Kparyjesuwy Hejan Cexynnh npujaeno je Temy
AOKTOpCKe IMCEpTaLlije, 10/1 HACJAOBOM: ,,YTHLIA] KBalNTeTa Ha caTHC(HAKLIH]y KOPHCHHKA XOTE/MjePCKUX yeayra®,

HacraHo-nayuno sehe ®akyntera, Ha ceanuun oapxkanoj 30.04.2014. roamue, npeanoxunio je Komucujy
32 OLEHY NOAOOHOCTH KaHAMAATa M TEME 3a W3pady JOKTOPCKe AHCEPTaLluje N0 HACAOBOM: ,,YTHIIA] KBATHTETa Ha
caTHC(aKLHKjy KOPHCHHKA XOTEIN]JePCKUX yeyra™,

Crpyuno sehe 3a apywTBeHO-XymaHUCTHUKe Hayke YHusepsutera y Kparyjemily, Ha OoCHOBY npejjora
Hacrasro-nayunor seha ExoHomckor dakynrera, Omnykom 6p. [V-02-337/20 ox 23.05.2014. roause, o0pasoBalo je
Komucnjy 3a oueny noa06H0CTH KaHAKIATA M Teme 3a M3pay LOKTOPCKE ANCEpTaLije H Npemioxkuno dakyirery 1a
H3BPLIN NPECTH/IH3ALIM]Y HACIOBA JOKTOPCKE JMCEPTALHjE.

HacraBHo-nayuno eehe Qakynrtera je na ceanuuu oapxaHoj 24.09.2014. roamHe, moHeno Onnyky op.
2560/14-5), kojom je npuxpatuiao M3sseiraj 0 no10GHOCTH KaHAMAATA M TeME 3a H3Pamy IOKTOPCKe AucepTaumje noa
Kopurosatum Haciosom: ,Keanurer y gpynkuujn odesbelupaiba catncakimje KOpUCHUKA XOTEIMjEPCKUX yeyra®, a
3a mMentopa oapennno ap Besbka Mapunkosuha, sanp. npod. Exonomckor ¢akyatera y Kparyjepiy, yka Hayuna
obnacT MeHaUMEHT 1 MOCIOBHA EKOHOMM]a.

CrpyyHo Behe 3a JpywITBEHO-XYMAaHHCTHUKE Hayke YHHBEp3NTETa Y Kparyjeeuy, Ha ceIHMLUM 0APIKAHO]
15.10.2014. roamne, pasmaTpano je npeiokeHy TeMy AOKTOPCKE AMCEpTallMje CTYIeHTa JAOKTOPCKHX aKaJeMCKHX
cryanja [lejana Cekynuha, nox nacnosom: ,Keamuter y ¢yuxkumujn oGesdeljupaiwa caTHc(paklUMje KOPHCHHKA
XOTenMjepckux ycayra“ u goeno Ommyky Gp. 1V-02-362/17, o Jlapatby CarflacHOCTH Ha MNpPeAIOKeHY TeMy
nokropeke aucepraurje lejana Cexynuha.

HactasHo-HayuHo sehe ®akynrera, Ha ceanuun oapskanoj 03.12.2014. roaume, n0Hen 0 je Onnyky 6p.
3460/8-4), kojom je 0100puno paa Ha IOKTOPCKOj anceptaumju Jlejany Cekymuhy.

Hana 09.09.2016. roamue, cryment [ejan Cexynuh pocraso je Makyinrery ypalieHy ZOKTOPCKY
JMCEPTALH]Y.

M3gewraj o ouenn noKkTopcke mucepraumje, 1noa HaciosoM: ,Ksanuter y ¢yHkumjn obesdelusarba
caTHC(aKiMje KOpUCHUKA XOTenujepckux yenyra®, eryaenta Jlejana Cexkyanha, Komucnja je noctasuna Dakynrery
01.12.2016. ropuue.

Ilocne ornawaeatba y 3aKOHOM NpPOMHCAHOM pOKy Ha cajTy Exonomckor dakynrtera Yuusepsutera y
Kparyjesuy, HactaBno-nayuno sehe Qakynrera, Ha npemtor Komucuje 3a J0KTOpCKe cryauje u Karenpn, na
ceannun onpxkanoj 01.03.2017. roanne, pasmarpano je u ycsojuno Mssewraj Komucuje o ouenn ypahene noktopcke
McepTaumje.

M3 pasnora nanpe HaBeI@HUX OUTYHEHO je KaO Y INCIIO3UTHBY.

JloctaBuTu:

Yuusepsurery y Kparyjesuy
Kauanaary

Ynanosnma Komucnje

Y nocuje kanannara
Apxusu Beha




YHUBEP3UTET Y KPAI'YJEBIY
EKOHOMCKH ®AKVYIITET
BPOJ: 74 F

JATYM: 17.01.2017. roa.
Kparyjesan

[PEJIMET: O6aBeiureibe 0 HCTeKy poKa yBHA jaBHOCTH
BE3A: Baw 6poj 1V-02-955/11 0a 12.10.2016. roauue

YHUBEP3HUTET Y KPAI'YJEBILY
-3opuua Appamosuh, renepannu cekperap Yuusepsurera y Kparyjesuy-

[lomrroana rocrnoho Aspamosuh,

Obasewrasamo Bac na cy, y ckmagy unanom 30. caraB 8. 3akoHa O BHCOKOM
odpasosatby PC u unanom 48. crap 6. Craryra Yuusepsureta y Kparyjesuy, mokropcka
Jmcepraunja u Mssewraj Komueuje 3a oueHy ypaljene jaoktopeke aucepralmje, Kamamjara
Jlejana Cexyauha, Guin Ha yBuay jaBnoctn Ha cajty Exonomckor gakynreta YHuBepsurera
y Kparyjesuy, y neproay oa 15.12.2016. roaune ao 16.01.2017. roauie.

Hcrospemeno, nssewrasamo Bac na y HaBegenom nepuoiy va Mssemraj Komucuje o
otenn ypahene jlokropeke aucepraiwmje, kanauaara Jlejana Cexynuha, Huje Guo mpuroBopa.

C nowrroBarmem,
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