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56589 gobobomgds  IMRYMdIMmOZ  Imgmgbo, MMIgmoE 0BmIgds  LogeFMmm s  LodsHBO™
6om©gbmd©0gz0 35839690 gd0m.

933™MM900: G9IBINGHWIM0 ©s MmO (Tefertiller & Ward 1995)

AIBIOGHLIO0 ©O MMOEO ,3mb63M96EMBIM0sDbMBILC gobloBLZMOgzgh Lobmgem-bsdg®bgm
360 d300L 3m639JuEGHT0 dsdmzwgbowo 8gEsMd0mMO Fo@dmgdomo M3oMs@gbmdgdol 0bwpgduol
(RCPA) g00mygbgdom, HmIgerog Fomamamagbl Mom@gbmd®mog dohgzgbgdgul, sbobegl 3mb3Madmeo
LgdBH@OOL  FgEMYOOm  M30MSBILMBL  HoMTmgdsdo s LsTMoEgdsL  5dErg3l Fgogslbml  dobo
306399096GH¥b50056MBs.  53BHMMIOL 5B dbMo  35BgamM0s  hodmyowrod o vd300 98I0




BMOHIMOOHJO00:
- 3637909609 96565056(285“  Bgz30Lgdyeos 93300 8mbozgdgdby  ©syMEbmdom. 030
390mbo@oglh  §om3mgdol  Logmdzgmby Jowgdmer  99sMmgd00  M30MsGIumdL. gl TgBoligds
998995905 dm@YEl, HMIGEoE 590M056g0L FoMdmgdol BMHELs s 4yzgars 3MmwdEol dofimwgdol
9LEOOHMB;
- 0bobo ,,3mb39MIBEMBIM0BMBIL FoMTmgdol 0bO3sEMMYdOL 9339MmdOm 95b5w0BYdYE: WBH™
05050 33w 0sbmds s BOHOL 3Hgd30 J0PoMYdL [oMmIMYdsdo FJEIMIO0M Y30MsEHIMdIBY
5 320067 ©s LogMHMITNOHOLM doBMYODY MBEOM Bowow 3mb3MMYBEMBIM0EMdIbY.

533™M0: WoxodLo omlgdo (JIudum M. M. 2009; 2025)

363000 3026396905 905(505608s“  5HOL  3OHMEMI300L  MBs0,  ©O5305YMBOEIML
0mE90mwo  3BMOL  dmobmgbgdo  goblsboanggr  3gMom@do  Abyogl  3mb3MgbEgOmsb
00056 9d5d0.

3M63196963HMBsMm056MdOL gl A5BLEBEOZMAds FOE93L LoD 496Tslbzegqdgwe Boboliosmgdganls:

1. LogmEg — 3M6309G“o BsHoMO (§39949bs, d5BGOL LgadgbEo);
2. 39600 — 530gLoMJOMEO POHMOL 39MHO0MPO;
3. 990056Mgd0L 58m36mMdoL »bsto.

5000965, ,30637Mg6EGHMBIM0BMOOL” Tgxsbgds 33m35BMBIL  3MB3IGMgGHMwo  3OMmEMIEHOL
3900060905L 965¢Mym5b ,,MHM-bogMEoL" LolEgdsdo.

boem 2025 ool 3003530580 933MOM0  3mb3vMgb@mbot0sbmdols 990y 396doMEHIdL
3300535DMdl:

36m©MJBHoL (56 dmBLIbYMYOOL) ,,206299096¢9905(50560285“ 560 obo LodmIbIsMIPdM ©9
©OMGOMGOONO 0obslosmgdEgdoL JODMIOMd/b530M9gd0, (ORYEY MBOH639wymaL
9dbBorgdqdol dogh 50 3OHMIGHOL (ImALabm@Mgdol) M30MmoEIuMdL BB Bg FoMdmpygbogn
abgogl  36MMEvYdHgdmsb  (AmALabMgdgdMsb) Tgomgdom dmEgde dmdgbGdo s dmEgdoe
30600d90d0.

Fsbsbosogdengbol bs 363980 - 39oobbIMOL 5GodbMEMmE Bobl 96 Fbmerm batobbll, s¢sdg -
o0 9OHMNMIEOMBSL;

Fmdb3s98¢rol dsbsbosogdergbo - 36m©IEBHoL 0lbgmo MmM30L909d0, OMYMEOEsS:  bsMolbo,
©obs0bo,  gmbJgom@mo  wbs®o s  IMGYGOMEMdoL  mbg,  Jdbol  dmdbIsmgdEobmgol
13065@glmdsl 5 5F5MYOL 3OMEIEHOL 306360 96EHWbsMH0bMB.

»€05t“ Bsbsbos0gdemdo - sb) b0, 5MbEH0YYO, LyMzoLo, dofimEgdol 306HMdYBO;

FeadbBs96¢mol  #9306G55gbmds - 3mb3HIbEMBM0sbMdOL ol 3mB3mbgbBHos, MHmIgwos
296L5b3M3L IMMbM3ZBL s 393w gbsl sbYbL yo30L FoFY39EH 0 YdsBY.

33020l o965 5s3H0GIBrIamo 3bEGoero
09 bofo®Imm bgd@BHmETo ,3m63096¢MbsM0sbMdOL® 330093980 WBOM SEOFME 39MHomEL

9033, GHO0BIoLs s Fol3obdemdoL 0bEMLEBHM0sdo lysglo 33wg39d0 dbmerme 2000-
0560 {iemgdol slsfiyolbdo s0fym o EILSE  9dGH¥YOEEmO0s LobiGMAMm dmALsbwEgdols
bgggOmdo. o3 d99bgds Fgg3sligdols dgomMEMyosl JslmMsb  ©353d0MHGd0m, dEYMISMGMBL
3990990 (3bOHowo #3)

3b5©05, LsdSBOHM MOMN0YOHNMBYIOOL Fob30m5MGOOL 306HMdYdT0, LoliGwMMm dmALobmEgds
Mbs 0oyml  30631696GHMbs60s60, obssmdgy 8gdmbggzsdo, dsbBy  Bmmbmgbs doenosb
3050 0g6905 96 Loghmm o6 505MLYOJRL. ,,3006396M963¥bI0BMBdOL* Fobs3oMHMdL 30



0o60Mo9bL Boliols Fglodsdolmds  IMALabwMmgdoL baolbls s MLWEOLYdOL MOGOMBsEM
3980996905556 (AMALIHLYMHGIOL bobrxgdol JobodoBsE0s) LsFoMm bs@olbol 99bs@Bmbgdo.
ab®ogro #3

bslid9dciea 30283560980 ,, 30263295969 9656G056(80L“ Ggslb980l dgormmermgos (326699530980,
do6G00s@0 060035¢926980, PsGIsHgBol RJH2H980 s 5685GH98960)
53)MM9%0: G¥OOBHIOL AMBEOM MMHYBODIG0s s TMBE oM BHWHOBIOLS s FmaBbsMBMdOL

Usd3m (UNWTO & WTTC)
Lol B Id™b 202639969609 16565056mBs‘  9ollbIMdL  oligmo  dmdLsbwyMgdol  dofjmgdol

MBs™l, MMIgEoE gobolbzeggdl LoliBwIHmL oe@ghbs@oggdolgsb -  dmdLabwMgdol boGolbob,
LEHWIsOMS 3F9gMB0GdOL, J0dHB0EZxEMIOLS S VOMHJINEO Fgms35HJdOL MZoELIBOOLO.

QU BeOIMwomgds  9gumdbgds UNWTO-b  @Gmdmobdobs ©s 306396096 «bser0sbmdol
30303 9&ob (CTC) doge 999v9ds3900 m39M0309e Bs@hmgdl (UNWTO) s dgglsdsdgds dbmgaom
GMOH0BIobs o IMRBsOMdOL LodFml (WTTC) bgogol, Mmdgeog Labidmdmemgdl dmdlbobmemadols
LOMEIYMBOWGO0MS 5 BEHMIGIR0ME0 3MHBOE30Mb0MGO0m godm®mbgzol bodmomgdsls sdwgal.

533™M7%0: 50900 ©s 3odo (Dwyer & Kim (2003)

LobBnmdem  00Bbgldo  ,,2m0349096(57965(056m85°  3560LsBOZMGOs  LOLEHMIOML  MbsGom,
d00bo@mb s ©953859mz0Ewml bEMadMmadol bsFoMmmgdgdo obgmo Fgmogabgdom, GMIJWOE -
a3slols, bo®olbol, dmdbobmEgdobs s LogMHmm Fmsd)FEOWgdol JMm0sbmdom MBOHMBlgwymal
05000308 MBogl BobgMemdslt - ¢39m9Ls, 306 30639MgbE 0. 50530MOMMESQ,
bgwdgfgmdomo  0gmlb 90ds6Mr0mgdols gsb30maMgdol 4Mdge3s00560 FEYMmOMds, Brog ImoEsgL
93Mbm303ME, LmEoswwH s J9MgIMLsE300 3MI3MbgbEJOL.

do00s@0 06035H5980: BBO/MOMIIMGds; boolbo s dmdLobwEmgdol LEIBIOEO;
0bg®mLEHOWIEHMMS (Mmsbgdo, ImALobMgds, EHJIbMEMy0s); 9@sB0sbMMo GaLmELo (LyMzoLol
396LMbs0); 36Ol Mg3MESE0S; BEYMIOMDS s MLOROMLMYDS.

533Mg00: 9630, 3560 s Bgbo (Enz, C. A., 2010; Grundy, T. 2006; Chen, M. H. 2011)

0503  3mMFgMol  Lbmomo  dorol  ImEgerol®  Logwdzgeby  9@e3GH0MYdIEo
3063996096GH¥b5¢056md0L  dmgols  Gglodsdobo,  LobGmdmem  ImdbobmMgdol  LggMmdo
»3MB3MMIBEMBM056MdS* 4obLsBL3Oos 99y BodBHMMJdbY IYHEEMdO:

- 3637996600 06(9g6b03mBs bsbd«ydtier 0boldGosdo — G59Ibs WoMdWE0s FgmogsDgds
05BaMbg bbggdmsb Fgstmgdom;

- Jofm@gBol dsgms — ey 0BE039, LYIOLOMO, SEFOWMOMOZ0 35MEHBOMEJdO;

- Omobmgb0ol dsgrs — 3cdbTsMgd ol dmerm©obo s J3939;

- 85Bs Yy dgligemol 8s(0g(kh980 — $H9d603960, 099H0EOYEO b dMYBObAMWO M30M5EILMdIdO;

! UNWTO, WTTC. ,A Practical Guide to Tourism Destination Management“, ,Madrid: World Tourism Organization®,
2007, p. 20; Dwyer. L., Kim. C. ,Destination Competitiveness: Determinants and Indicators®, ,,Current Issues in Tourism®,
vol. 6, no. 5, 2003, pp. 369-414. Enz. C. A. ,Hospitality Strategic Management: Concepts and Cases,“ Wiley Publishing, 2010;
Grundy. T. ,Rethinking and Reinventing Michael Porter's Five Forces Model, ,Strategic Change®, vol. 15, no.5, 2006,
pp- 213-229; Chen. M. H. ,The Response of Hotel Performance to International Tourism Development and Crisis Events,“
sInternational Journal of Hospitality Management®, vol.30, no.1, 2011, pp.200-212; Visser. G., Alvera. B. A
Competitiveness Model for Tourism Products®, ,Tourism Review®, vol. 64, no.3, 2009; Yygmosckuii. A.[l. ,Typusm u
TOCTUHHUYHOe x03s1iicTBo,“ Mocksa: IOpkuura, 2005, crp. 448; Bepesun. A. A. ,Mozens OpraHH3aIMOHHO-9KOHOMUIECKOTO
MeXaHW3Ma IOBBIUIEHIS KOHKYPEHTOCIIOCOOHOCTH IpeAmpusartus,” ,BecTHuk AxazeMuy IpeqlpHHUMATeNIbCTBA IIPU
IIpaBurenscree  Mockssr,“ #2, 2013, crp.90-93;  dowosdgowo. g. ,3m63MMIbEGHMbsM0sbMds  GHMGoBIobs s
951306dMmdOL 0bEMLEHM05d0, ,930bMmB03s,“ Bmo 107, 6-7. odmd330wmds ,039M0Mmbo*, 2025, 33.19. DOI: ISSN 2587-
4713 DOI:10.36962/ECS107/6-7/2025.



- Bsbsp3eng89amo bgtizolgdo — d3m@03 LalGmdtmgdo s bbg.

000MJM0o  Tomyobo  4o3wgbsl  sbgbl  LELEHMIOM  IMALIBHMOIBOL  BoBIOBY  FoMIOL
06000300015 MM0  3mHoEomboMgdols s LEAMIGIROMWO 25FY39EHOEGOJOOL BMGT0MGOsDY.
50b0dbmo doymds dgboadewgdgal bool, 9953sbgl LolGwdHml dmdbowwmds, LEHMsEIR0IT0
000M5@MB5 S B5BMOL FmbM3zbgdbg 5I3EH0MIOOL MbsMo.

53™MY00, 30LgMHO s SE3zgMs (Visser, G., Alvera, B. 2009)

30L9M0 O 9¢E3gMs 05300000 BsIMMITo  50b0Tbs39b, MMD LAYBOLBEIIO 3B BH0l
363796596529656056(285 “ (Fo63mo96L 3m33wgdueyHo ImdLaburyHgdol gsb30macmgdol dgwgal. ob
o6 899moxgscmgds dbmemE GMMHoLEMo ©b0dbmmgdol syl 3mb3mMgbEMBsm0osbmdol
99735L9d0m, 56599 9x3dbYds ObgmO 0bEPOZ0WOTWMOO 3OMEMIGHJOOL VB0 OHMBILS S Too
o®LYdO® FobobosmMdYE M30LYGOYRL,  BMYMEOEsS:  bsbdedthmgbo, BHMOOLEHMWO MdOgIGJOo 96
Lbgoslbgs bgMzolgdol 35393900.

5000965, 53B™MGOOL F0gM, 20263790963 165H056285“ Y560bOEW DS, OHMPMGE doegdob,
06©00353H™M00Ls o FoMmBsGHgdol BogGHmOHms JOHMMIWOMdS, MMIJEIOE 94owodgdl MOMMYMO
GMOHOLEGHMXO 3OMEIEBHOL MbOZSWMOMBL, Mg BsTMOErgdsl 0dErg3s 0I6EHOBOEFOMYOMWo 0gml
dobo deogmo s LybGo TbaMggdo.

3330M0: 5¢9dlgo BMbmglizo( Tyanosckwuii, A. JI. 2005)

LobGwIGem dmAbObYOIBOL ,,32039BI6BHI65G05628s “ 5oL Tggao 000Ls, GMI ol o5BbOS

MB0350Mmo  M30MoGJuMdYd0,  OMIOolL  49Mdg3  99mdwgdgeros  IgBHmdgaddy  M39009Lo
900356 gmdob doefiagzs 96 Lyyasg 3500 M Ebgds dm3g0ven dobsMDBY.

333mM0:  segdbsbomg dgMgbobo (Bepesun, A. A 2013)

LobBmdem  BmdbobOgdol 203290963 9b5G0sbMBs*  Gmymez  dmdLobMEIdIOL  M30LYDdY,
05boMbg Abyogl BmALobyHGBLMSE 56 0 FoMdmygbowr 3mb3mEMabE LbBOg]EHIOMB MbsdIG
306MHMd9030 dmgddggdol bsdwgogdsl 0degzs.

33(3G0: 9erobsdgo 8s¢rosdzaoemo (Baliashvili, E. 2025)

Lol BndGm dmabobwOgdoL , 2263990969 ¢1656G056m8s5* gis SGHOL LELEWMIGML »bsMO ST330MHEIL
05BMOL 200339  LYAdbGDY, 93Mgm39, ol  FREMIYMdST0  SOLGIMYWO  LEHMIGIHOIWO
MH9bOLOL AMbogmHMo FosGmM3zol 3MM3gL0, OHMIWOL OMLSE bMMmE0JEEGds 50 GogddEmemgdol
390©5ddbs  3mb63MMIBEGHM  »M30MsGHIIMOJBSI®  ©s  doM0MOEI®  FJoTsOMos  LEWTsMms

396560BMbgd0oLs s sHoo dyoazgergdol Inbowgzol dobboom.

38320l J096% 5053(50B98r9e0 3bHogo.

505L056, IMALobmEqds 396 04b69ds  3mb3MMGBEHMBIM0s60, ) ol F0TDOWIgWO 56 SOl

LEHWIOOLMZOL (FBOOEO #4).
sb®ogero #4
bsbdeydcea Aeadbsbry980b 30263965909 9¢w0 302Bog0o0l Jgisligbol do®oomrso Jsbsbosorgdergdo’

36379096¢mmo 3mbogools dobssélo
3963L5BO3MgE0 JsbsliosmdYd0

LobBmdem  300035600L6  BmALEbMEOIdOL  Bobigdol

asbo, 05655350 MdS doMHOMSEO 9@ ™d9-53063900L

bsgsbima @s bsdsthoger 30enoBho35 3bsamy0m® 58396909 gdmsb;

! Napierata. T., Birdir. K. ,Competition in Hotel Industry: Theory, Evidence and Business Practice, ,European Journal of
Tourism, Hospitality and Recreation®, vol. 11, no. 1, 2021. DOI: 10.2478/ejthr-2020-0017; Yyzmuosckumit. A. 1., XKykosa. M.
A. [u mp.]. ,MlHAyCTpHs TOCTEIIPUUMCTBA: OCHOBBL OPraHU3ALUY U YIIPABIeHUL: YIeOHO-MeToAuIecKoe mocobue”, ,, Mocksa:

IDForum: UTHOPA-M*, 2011.
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30m0o@035Lmsb 0005690590, M3 ©39300MHJOO0S
330153 gd9dLS O B3YE0SWME Tgm935HIOYOb.

bsGrolbbo
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3@slol LobEIOHMgOOL IMPObM3bgdM;

9399 BEGHBIMEJIB (oygbowo faligdo s
B®353BH03900) 803oMmgd5d0 LabiBddc ImdLabwm®madol
dofimgdsbg  ofgMeo  Lsdmdomgdol  Fgbodsdolimdol
bséolbo;

d9bmdgdoly s  IMmfymdomdgdol  LoobigobGm-
399503760 9mIsMgmdol dgbsdsdobmdol batobbo;

- 9dLsbeg 39OLMBsEIOL 3356053035300l MbY;
- 5OLgdMo  bYM30L9dOL Jofimgdol MLIROMMIdOL
©Mby;

996mdgd0l,  BogqdmdgdolL,  Loobgob®m s Lbgs
39d603mM0 s FMNH30@mdOL  IMZS-3oBHOMbMdOL
bo®olbbo LalEdmm doBbgbdo sO®LYdME  SE0WgdgE
LBHOBIMBHIVMB,  MJGAMs30gdMB s Fgbgdoab
00056::009d500.

320bsbrym980l sdobolbd®momgds

- 8m3dLabyMHgdol mby;
- ©@0Boobols s FoLsh  sOLYdMO  BHIOOGHMMOOL
2968530609090 06@gMH0gM0 s 9JLEHIO0IMO;

5353 9d0m0 1yM30L9d0L b3gdGHMOL  EOs3sDMmbo s
05000 o395
- LaLEAMIOML s Fobo FMALobYMHYdGBOL - IXs3dbOL
9OLgdMEo LobiEgdgdols Qo b53mIMbogsgom
L5395 gdgd0l -  bgEdobsfigmdmds ©s  9x8gd@0sbo
09969% 0953 0;

LEAHMIOJOIDD  9bM0AL[HMOHGdOLs o Tomo  ASFgMOL
36m39L80 259mygbgdmer BgmMIdO s BMEGTYdO.

3563395063 3670 UsG1s¢n98980:
G93a305 5 3602003305

500 gsdmggbgboor doomfggs bsbdedtreb:

- LM 3sdm PMboLd0YdIOOL 939]E0DMdS;

- LOOLEHMOBdY30M sOHYBOL 95399 E0BMDY;

- Ly®30LgdOL 30399 OH0D(300 LobiGmderm
dmALobym9d0L 35BODY;

- 0M9BOL 49630MoMGdS O SMWOSMYOS/(36MDIOMBs.

33GMOL JogM 5053GHOMIOMO 3HOHOEO

OmamOi3  3bgsgzm, LoLEGHMIOM  AMALObYOHGdOL 3063096 Mwo  3mboiool

3963L5BOZOgo 0lgmo Fsbobosmgdgd0o, MMYMMOEss - bsGOLbO,  30MHEs306 35380605

335C0R0IH0 39(5U2bsemol SOLYOIMOLMD, bmerm  IMALob Mool 5ETdobolEHMOMmYds - dob

30390396009  07905mBsbosb.  3gOLMBsE0 [oMdMa30gd OHMAMEE bsGolbol m®IocMgdols

3968530003709 0 9M0-9600 860336y mgs60 Fobsliosmgdgwro s FoMdmowagbl Loligmddmms

3063796096 mbs05bmd0L Mbod3zb9em3z569L BoddHm®b.
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439039 Hg0mombodbmeols 35M09dwmdsly 5aliEIMHGAL  LolEIO M JmALsbmEmgdols
bs®olbol dgg39l900L 0blE®MwdgbEo ,SERVQUAL.“ dobo dobgwgom, bigmds®oms dmdbobm@gdol
boGolbolL  ,00dds%, bbgs 3Meg5¢  Fobsliosmgdgwmsb gMmo©, 30MMOME  ©)35300MOIOS
3350008030996 396BMbsLs s ol 06E030MsEME MBsMgdL (gbMowo #5).

ab®oo #5

bsbido9dtien 8eadbsbryigdol bsGolbbob ,,of80b“ (Gap 5-0b) 3sdmbsozemgemso 890-183s39829¢m0
35659990900 bs 363980 ,SERVQUAL “ob dobgoz007

»0536980b“ 3393036963900l sefgMommmds
©@IAIOI0656(9980/3m832696¢3980

1. 30t J0dD039wo 896Mdgd0 s MdOYJEHJd0
2. 996mdolb  Foo  5©Y0gdoL/0bGHIMOgMOL  5gI39@ME0

39350mds  (9gbggMgdol  5@A0gd0, Lobsowm  momsbgdo,
Lo3MbxgMIbE0M IMHBIBYDO, LogEom sBJdO s 5.9.).

3. mobsdgmmgg 30 FMOHZ30eMds 3960 309995¢0m

(3mboiombyto, 539X0, woxGo, Lo3mdMbogogom
L5FMOEGdGOO 9 5.9.).

4. 3bmgmgdobsmzol  JMIGMOEGMo s dgbsxgemobo
3GHIMLBIOM O SOFMNOZ0WMdS  (3MIBMOEMEO, LYRMS ©
0930000 - Lofimemgdo,  U3sdgdo,  dgBermbygdo, D)
5.9.6m069d0L/mmobgdol batolbo)

5. 5031630 ®dOL 31Tomds dg9539OHbYdES©

1.bge08globgd e mds/do@gMoswemo
59@og9do (tangibles)
30H03MNM0 ®d0994&H900b,

50 FNNMH300MdOL, 39MLMbIWOL ©s

LogmdMbogogom L5395 gdgdg0L
6. 0mALobuymqdolL  AsoLofigzs  LoFomm 50093350 o

BO0Rb0Ro b3k 15305000 MoMmEYbMdOL  LsdMowgdgdo (bsdmbo,  8sd3mbo,
300OLOBME0, T-39gE0 © 5. d.)
7. 15339090Ls @s  LoLAEOL IMIboads s  LEHNMIHOLmZOL
dommTg3s 3030969900 M35¢LIBOOLOM  5Y3ZIGHMQ  ©S
15395G0L0 BHom©ybmdom
8. 39MLMbsEol 3500 FoMYabrro 298mdgBY3gwgds (HMAMGE
MBbogm®dol, 939, 30090 3030960 LsdeEgdgdOL
®35¢LsBOOLOM)
9. 8mdLobwmgdol dofimgds ©30MHYdOL dqlsdsdolo
2. bs0dgmmds (reliability) 10.  9mdLoby@gdol  doffmgds DBMLEI©  gbLsbLaBME
530900 dmdbsbm®mgdol | 350gddo
OMYSQ, DLEo© @5 | 11. BMb@o s0Moabzol  Fomdmgds:  ©oxo3dbs, LEMIMgdol
Ls0dgEM© dofim@gdol | RsbsfigMgdo, 063molgdo, 8933900900 ©s 5.9.)
9L GO MDS 12. 0bg3m®ds300L d9bsbgo 05659960 MBgdoLYsb
L5F0OHMYOOLSGOM
3.  Lsbmmds/gsmsb@omgdammds | 13. LsUAInml 8og®  LbAdngdol bahogMmdol pd>wsy30ds ©s
(assurance) ©ol3MIBMOEHOL 3MI3gBLOMYdS

5650960 gwms 306 ©s | 14 Labdyddml  8ogd  8m8baby®gool  dmgbogrmdols
0535D0560d, 35939, dsmo | NBOHMB39wymas  LEMIOMYOOL dmmbmgbadol Gglsdsdoloo
06©03005¢v6H0 96560 | 15. doffmndyeo LgH30L9d0L BEMVOWMEHMDS S bsGOLbosGo

1 Jmmoomgamsdg. 8. ,Lsb@ndmem 9mdbsbmymgdol bsGolbol®g 9mddgoo Bsd@m®gdo ©s 9g8slgdol JoMOmSEO
2139dBHgd0%, ,93MmbmIobEO“ #1, GHmdo XX, 2024, 33. 178. DOI: 10.36172/EKONOMISTI.
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Bomdobs (D) 5MdMBgdol | Ls3z9d0 s Lolidgwro.

8mbd3:390@o© 16.  3350803E0wcO0  39MLeMBIWOo, 06539HMMdOL MBS
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Hotel Personnel as the Key to Competitiveness in Hotel Services!!!

Elisabed Baliashvili, Academic Doctor of Economics;
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Abstract

The significance of this topic stems from the rapid growth of the world's largest and most
dynamic hotel service industry within the global economy. The paper confirms that this expansion
has led to an increase in the number of competing firms, a heightened emphasis on service quality,
and intense competition to attract new customers.

This study aims to identify the role of personnel as a factor in enhancing the competitiveness of
hotel service companies.

The discussion centers on the notion of ,competitiveness as an economic factor at both the
national and hotel company levels. By analyzing relevant data, the paper explores the key
characteristics used to evaluate the competitive position of hotel services, with a particular focus on
service quality. The paper also analyzes the "SERVQUAL" model of hotel service quality alongside
the international online travel agency BOOKING.COM. Both evaluate the essential aspects of
competitive positioning for branded hotels, with a particular emphasis on quality, based on specific
criteria.

Drawing on personal opinions and insights from various scholars, it becomes evident that
visitors' perceptions of service quality are directly linked to the qualifications of hotel personnel
specifically (their Individual Skills and Competence) and is recognized as the best indicator of service
quality. Accordingly, personnel are considered the main factor in the competitiveness of a hotel
service company.

The article also identifies challenges related to the existence of an incompetent workforce and

demotivated personnel. According to the author analyses and insights from other scholars, these
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issues can be attributed to two primary factors: a two-year stagnation within the tourism sector and
insufficient safeguarding of employees' labor rights.

In the concluding part of the research, the author presents personal views on the given issues
and provides a recommendation aimed at addressing the identified challenges.

Keywords: hotel service competitiveness, hotel service quality, characteristics of assessing hotel

competitive position, perception of hotel service quality.
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