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INTRODUCTION

We had the great honor of organizing the ICFAR 2024. It was truly a great pleasure for us togreet a lot
of participants from many different countries attending ICFAR 2024! We firmly believe that the
conference will become an important international event in the field of cross-industry discussion about
innovations in Academic Studies.

ICFAR 2024 was organized by All Science Academy located in Konya, Turkey.

Three cooperating organizations supported the four-day conference. There were 430 papers accepted
for presentation at ICFAR 2024, contributed from different countries. We had plenary speeches and
several well-known scientists and experts, to give invited talks at differentsessions.

The purpose of ICFAR 2024 was to provide a forum for the participants to report and review innovative
ideas, with up-to-date progress and developments, and discuss novel approaches to the application in
the field of their own research areas and discuss challenges of doing science.

We sincerely hope that the exchange of ideas on doing research, science and improving education will
help the participants, and international cooperation sharing the common interest will be enhanced.

On behalf the Organization Committee of ICFAR 2024, we would like to heartily thank our cooperating
organizations for all they have done for the conference. We would also like to thank the authors for their
contribution to the proceedings; the participants and friends of ICFAR 2024, for their interest and efforts
in helping us to make the conference possible; and the Editorial boards for their effective work and
valuable advice, especially the ICFAR 2024 secretariat and the ICFAR 2024 staff, for their tireless
efforts and outstanding services in preparing the conference and publishing the Proceedings.
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Abstract —The problem investigated in this paper refers to the state and improvement of the business
processes in organizations from the hotel industry in the R. N. Macedonia and determining the level of
maturity in relation to the strategy of TQM (Total Quality Management), which represents a new
approach in management, in the direction of continuous improvement of the quality of all activities of the
organizations. The research itself was realized through the analysis of the existing situation in the hotel
industry, determination of the possibilities for the improvement of business processes and a model for
their improvement was proposed. Basic prerequisites for the introduction of the TQM system in the hotel
enterprise are: marketing orientation of the hotel; existence of a quality program and readiness of all
subjects in the enterprise for its introduction; establishing an organization of operations that enables the
introduction of such a system; and electronic operation of the hotel.

Keywords — business processes, model, TQM (Total Quality Management),

INTRODUCTION

Large hotel systems and hotel groups, due to the need to introduce an integrated service management
system in all facilities, regardless of the different areas in which they are located, initially decide to
introduce a quality system. Its introduction is achieved through: continuous improvement of the hotel
service; strengthening the company's competitive abilities and market power; increasing the satisfaction
ng reasons: The organizational structure of small hotels is simpler, because the number of employees is
much smaller; to a smaller number of employees, it is easier to explain the essence and benefits of the
introduction of the TQM system and to gain confidence for its introduction; the largest number of
employees is involved in all stages of creation and delivery of services; it is simpler to organize the
training; the cooperation of management and employees is permanent; unnecessary inventory is kept to a
minimum; shortcomings and weaknesses are quickly noticed; and the procedure for resolving guest
complaints is much simpler and faster. Smaller hotels are more flexible, which allows them to adapt more
easily and quickly to market conditions and market demands, the possibility of faster resolution of
objections and fewer decision-making levels [2], [3].

Disadvantages that can often be manifested during the introduction of the total quality management
system in smaller hotels are: managers and owners of these hotels often lack a vision and strategy for the
market, so they accept the TQM system with reservations; managers and owners very often expect quick
results, which this system does not provide in a short time period; very often, due to ignorance, there is
resistance to the introduction of this system; employee training is organized rarely due to the small
number of employees and there is a problem of replacing them during training; and due to the small
number of employees there is a risk that one or two employees will prevent the changes if they fear that it
will mean more work and responsibilities [4], [5].
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The knowledge, education, culture and readiness of the owners of the small hotels to introduce the
quality system are determining elements that dominate the total management of them. It is up to them,
together with the management, to create such a climate in which employees will be interested, think
independently and have personal responsibility. In order to adopt this philosophy, managers - owners of
small hotels must have integrity, ability, flexibility, exceptional communication skills, willingness and
will to work on themselves and motivate others to work.

Through the research within this paper, the management models of the business processes in the hotel
industry in the Republic of North Macedonia have been analyzed and based on the findings a proposed
model for a management system in the hotel industry is offered [6].

LITERATURE REVIEW

At the basis of many scholars' explanation of maturity in business process management is the claim that
a company's overall performance can be improved by adopting a process approach to business. The
adoption of a process approach actually leads to the management of business processes, which results
from the realization that processes have their own development cycle, which can be defined, directed,
measured and controlled over time [1], [7].

Businesses are constantly looking for new ways to improve their performance, their business, striving
for excellence. Achieving excellence in a dynamic, global environment is very challenging, and for that
reason many authors have developed and proposed maturity models of business processes with the
intention of facilitating their gradual improvement, guided by process orientation [8], [9].

Higher levels of development, in fact, are higher levels of maturity of the process, which results in
increased predictability of the course and results of the process, increased effectiveness in achieving the
set goals, as well as increasing the ability of managers to define new, higher goals in the conditions of
execution [1], [11], [12].

In order to be able to analyze the maturity of the process and later the models for managing the maturity
process, it is necessary to first explain the concept of maturity itself. In that manner, it can be indicated
that the maturity of the process means that everything the company does is done in an adequate way,
which is documented and subject to verification and measurement and that everyone in the company
knows what is expected of the process, what and how it should work. This means that the increase in the
level of maturity can in no way be associated with the heroic deeds of dominant individuals, but only with
the systematic application of an appropriate methodology and following pre-defined procedures. When all
this is implemented at the process level, it means that it can be discussed about the maturity of individual
processes. But when all of the above mentioned is implemented at the company level, then it can be
discussed about the maturity in managing the processes of an entire enterprise [14], [15].

Based on the results of the research on the Austrian tourist market - a synonym for quality development
of the services offered in sports resorts for winter tourism, a process approach to the creation of a quality
tourist product and its application has been determined. The areas for tourist services in Austrian winter
sports destinations are divided into seven categories: boarding and lodging; sports potential (except
skiing); entertainment and cultural activities; accessible transportation (resort accessibility and resort
transportation); hiking activities; protection of nature, landscape and environment and shopping and
related services. For each given area, a quality management system consisting of seven elements has been
established: safety and protection; freedom, privacy, sociability; aesthetics; trust and honesty; variety and
entertainment; accuracy and reliability and ease of communication and availability of information.
Measuring the satisfaction of service users on a continuous basis helps to determine the gap between the
expectations of the guests and what the Austrian tourism sector projects and implements. This represents
a good basis for building or correcting a system for managing the quality of the tourist product. The
following is an analysis of the situation in the hotel sector in R. N. Macedonia.

The purpose of the research within this paper is to obtain a realistic picture of the business process
management models in the hotel industry, in order to obtain useful guidelines for the development of a
model proposal that will contribute to the improvement of organizational performance, measures will be
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defined that will lead to the realization of sustainable business systems, thereby encouraging innovation
and contributing to strengthening the links between the hotel industry, research and innovation.

MATERIALS AND METHOD

The specific goal of this research is to create a proposed model for the improvement of business
processes in the hotel industry, as well as proposing measures to improve it by determining the maturity
in the management of business processes in the hotel sector in R. N. Macedonia.

The subject of the research are 32 hotels with 3, 4 and 5 stars in R. N. Macedonia and the same will be
in the direction of determining the level in the management of business processes as well as proposing a
model for their advancement.

According to the latest statistics, there is a relatively well-developed hotel accommodation offer in
North Macedonia, which according to the Ministry of Economy (2023), in 2023 (as of February 1, 2023),
a total of 174 hotels of all categories were registered, as shown in Table 1.

Table 1. Structure of categorized hotels in R.N. Macedonia as of February 1, 2023

Type of hotel Number %
Superior 5* hotel 16 9%
5* hotel 3 2%
Superior 4* hotel 10 6%
4* hotel 52 30%
3* superior hotel 9 5%
3* hotel 46 26%
Superior 2* hotel 2 1%
2* hotel 31 18%
1* hotel 4 2%
It has not been categorized 1 1%

Total: 174 100%

Source: Ministry of Economy, Tourism and Hospitality Sector.
Overview of the categorized hotels (2023)

The research was conducted on a convenient sample of 32 respondents (N=32) who have senior
positions and decision-making power in 32 hotels on the territory of the Republic of North Macedonia.
The low response rate obtained (N=32) is satisfactory, taking into account the conditions of the Covid-19
pandemic and in scientific research of this type, it ranges between the limits of 16% to 25%, which in our
case, it is considered as relevant.

The same source states that most rules of statistical inference require that the sample number a
minimum of 30 cases, although for descriptive research, practice dictates that 100 cases shall be treated as
a minimum. Considering that the research used inferential statistics, the sample of 32 hotels is small, but
it is quite satisfactory, as is shown in Table 2.

Table 2: Distribution of responses by type of hotel in percentages

Type of hotel Number %
5* hotel 6 18.8%
4* hotel 11 34.4%
3* hotel 15 46.9%
Total: 32 100%

In order to determine the maturity in the improvement of business processes in the hotel industry, a
direct method was used - a survey questionnaire. This research used a convenience sample that was
reached through a combined approach of online questionnaires via Google Forms, in person, and via e-
mail.
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The questionnaire was composed of three parts.

In the first part, answers were sought about the demographic characteristics of the respondents (11
questions).

In the second part, the questions referred to the management systems implemented by the hotel, as
well as questions related to describing the business environment in the hotel where the respondents work -
for each of the listed factors of managing the management systems (9 questions).

In the third part, issues related to the organizational structure and management of the business
processes were addressed through thirteen aspects related to: strategy, leadership, process management,
employee management, information technology, communication, customer focus, external supplier
relations, employee skills, reward system, continuous improvement, methods and techniques, defect-free
operation, as well as performance measures.

The collected data were analyzed using the statistical software tool IBM SPSS Statistical Package for
the Social Sciences - 22, and the analysis used descriptive statistics and Spearman's correlation
coefficient, as well as the y2 test and the cross-tabulation method. During the statistical processing,
descriptive statistics were applied, i.e., frequencies, percentages, rank, arithmetic mean and standard
deviation. A five-point Likert scale (from 1 to 5) is used, with an impact factor of very low (1 — 1.80), low
(1.81 - 2.60), medium (2.61 — 3.40), high (3.41 — 4.20) and very high (4.21 —5.00).

As statistical indicators for determining maturity in the management of business processes and
competitiveness factors of hotels, the following are used: information technology, process management
(including methods and techniques for flawless operation), employee management, strategic approach,
organizational or business culture) and competitiveness (market share) of the hotel.

Table 3 provides the general demographic data for the respondents and basic data for the organizations
in which they work.

Table 3: Demographic data for respondents (managers/owners) and general data for organizations (hotels)

Category Frequency (n) Percentage
Gender Men 21 66.6
Women 11 34.4
Work experience in 1-5 years 17 53.1
the hotel over 5 years 15 46.9
36-40 years 12 37.5
41-45 years old 8 25
Age 46-50 years 5 15.5
over 55 years 7 22
Form of the hotel Independent/individual hotel 30 93.8
ownership Hotel as part of a chain 2 6.2
Function of the Manager 23 71.9
surveyed person Owner 9 28.1
5 star hotel 6 18.8
Hotel category 4 star hotel 11 34.4
3 star hotel 15 46.9
Upto 25 8 25
'glm“g]g;ge‘;f 26-50 16 50
Over 51 8 25

Table 4 presents the general characteristics and management systems used in the researched hotels that
made up the research sample.
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Table 4: General characteristics and used management systems of the organizations that make up the research sample

Management systems Answer Frequency (n) Percentage
(%)
Functional 19 59.4
What is the organizational Divisional/Sectoral - -
structure of the organization? Matrix/project - -
Process oriented 13 40.6
Does the hotel you work in Yes 13 40.6
possess a quality management
system certificate - ISO No 19 69.4
9001:20157?
Does the hotel you work in Yes 8 29.6
possess an 1SO 14001:2015
environmental management No 19 70.4
system certificate?**
Does the hotel you work in Yes 14 46.7

possess an 1SO 45001:2018
occupational health and

safety management systems No 16 53.3
certificate?***

Does the hotel you work in Yes 19 59.4
possess an 1SO 22000:2018

food safety management No 13 40.6
system certificate?

Does the hotel you work in Yes 28 87.5
possess a HACCP hazard

analysis and critical control No 4 125
point system implemented?

Does the hotel you work in Yes 13 40.6
apply the 1SO 26000:2010

Social Responsibility No 19 59.4
guideline?

Does the hotel you work in Yes 7 21.9
apply multiple management

systems combined as an No 25 78.1

integrated system?
** 5 respondents did not answer this question
***2 respondents did not answer this question

From Table 4, it can be concluded that 59.4% of hotels operate according to a functional approach and
40.4% are process-oriented organizations. The sample did not include organizations with semi-adaptive
ways of functioning, i.e., those that practice a divisional/sector approach and a matrix/project system.

As can be seen from the Table 4, the majority of the hotels, i.e., 87.5%, have implemented HACCP, the
system for hazard analysis and critical control points. 59.4% of the respondents declared that the
organization in which they work possess a certificate for food safety management systems ISO
22000:2018. Here, it is important to indicate that HACCP (Hazard Analysis and Critical Control Point) is
a system with the help of which the identification, assessment and control of hazards that are significant
for food safety are implemented. In the Republic of North Macedonia, the implementation of HACCP
food quality standards is regulated by the Law on Food Safety adopted in 2004. Furthermore, 46.7% of
the hotels in the sample possess an 1SO 45001:2018 certificate for safety management systems and
workplace protection, but two respondents did not answer the question. 40.6% of the hotels in the sample
possess an 1SO 9001:2015 certificate for quality management systems and the same percentage (40.6%)
apply the social responsibility guideline ISO 26000:2010. Furthermore, less than a third of the hotels in
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the sample, or 29.6%, possess the certificate for environmental management systems 1ISO 14001:2015.
Finally, only 21.9% of the hotels apply two or more management systems in business process
management.

DISCUSSION

From the general characteristics and used management systems of the organizations that comprise the
research sample, shown in Table 4, it can be concluded that in more than half of the hotels the
organizational structure is functional. In terms of management systems, the majority of hotels possess
ISO 22000:2019, HACCP certificates, whereas for the rest hotels, these numbers are lower. This indicates
that towards excellence, it is necessary to increase the awareness of business processes among hoteliers,
strict compliance with the legal regulations and the appointment of responsible persons who will monitor
the introduction of the management systems until they are fully implemented.

The maturity model with management of business processes allows identifying the level of maturity in
the functioning of the organization, i.e., the degree of representation of the process approach. The level of
maturity is determined by elements and factors that are critical for successful implementation in business
process management. A higher level of implementation of these critical factors and their continuous
improvement indicates a higher level of maturity in the functioning of the organization itself. This
research has the task of determining to what level the hotels are familiar with and use these critical factors
that are included in the sample of this research. Table 5 provides an overview of the impact factors related
to business process maturity and competitiveness.

Table 5. Impact factors related to business process maturity and competitiveness

Very low Low Medium High Very high
Information technology 3.66
Performance measures 3.09
Process management 3.22
Methods and techniques for
. 3.03
flawless operation
Management of employees 3.72
Strategy 3.72
Business culture 3.50
Competitiveness 3.22
Legend:
Impact factor
1-1.80 1.81-2.60 2.61 —3.40 3.41-4.20 4.21-5.00
Very low Low Medium High Very high

Table 6 presents the descriptive statistics related to the independent variables, which are related to the
maturity of business processes and the dependent variable competitiveness.

191



Table 6. Descriptive statistics for the independent variables related to business process maturity and the dependent variable
competitiveness

N Min Max M SD Skewness  Kurtosis
Information 32 2 5 3.66 .865 -.518 -.196
technology
Performance 32 2 5 3.09 1,027 .183 -1,447
measures
Process 32 2 5 322 1,099  .313 -1.234
management

Methods and
techniques for 32 1 5 3.03 1,636 -.100 -1,739
flawless operation

Management of

employees 32 3 5 3.72 .683 423 -.736
Strategy 32 3 5 3.72 581 .096 -.415
Business culture 32 2 5 3.50 .984 -.108 -.931
Competitiveness 32 2 5 3.22 .86 .050 -1,375

Legend: N — number of respondents; M — arithmetic mean; SD — standard deviation, Min — minimum achieved result; Max —
maximum achieved result.

After reviewing the descriptive statistics, shown in Table 6, it is determined that all process
management maturity factors have an arithmetic mean in the interval between 3 and 4, which is higher
than the middle of the scale. Higher maturity factors with business process management are: strategy,
employee management, information technology and business culture.

On the other hand, most attention is focused on the following factors: performance measures, process
management and methods and techniques for flawless operation. But if one looks at the standard
deviation values of these three factors, it is noted that they are the three highest values in the table for this
statistic (between 1.03 and 1.64).

The above mentioned means that according to the answers to these three factors (performance
measures, process management and methods and techniques for defect-free operation), it is noticeable
that there is a greater dispersion of the answers, which would mean that the organizations that have been
examined, approach them completely differently to the listed factors.

In continuation a proposed model follows for improving quality in the hotel industry in R.N.
Macedonia, which will contribute to the improvement of organizational performance and measures will
be defined that will lead to the realization of sustainable business systems.

CONCLUSION

Analyzing the different management systems for quality management that are predominantly applied in
the management of hotels in the Republic of North Macedonia, it can be concluded that above all it is
important to respect the principles of quality management, which are composed of appropriate complex
and basic rules and beliefs used to manage and direct an organization. Proposed model for improving
quality in the hotel industry in R. N. Macedonia aims to continuously improve performance related to the
needs of customers and other business partners in the long term. The condition for an organization to
remain successful is possible by continuously identifying the wants and needs of all interested parties and
constant improvements.
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Analyzing the directions in which direction the hotels in the Republic of North Macedonia should
move, it can be indicated that managing the hotels by applying the principles of process orientation and
process approach, the management manages the entire value chain of its products and services. By
focusing and relying on the way of actual performance of the work, applying a logical order of activities
in the processes, a more reliable picture of the business is obtained and the managerial work becomes
more rational and clearer.

In this section it is important to mention one of the most important foundations on which the model
rests, which is "orientation towards the client". Organizations depend on their customers, so they must
understand their current and future needs, meet their demands and work to exceed customer expectations.
Customers play a key role in the future profitability of an organization. In order to retain customers,
organizations must understand current and future customer needs. A key role is played by leadership,
which creates the unity of the entire organization. Leaders should create an internal environment and
atmosphere of the organization so that employees can be fully involved in achieving the goals of the
organization. Based on the results of the research, there are recommendations that hotel managers in
Macedonia should focus on the new approach to quality, which requires new activities in the field of
employee education, the introduction of standardization of all processes, the introduction of statistical
process control for the purpose of flawless operation, such as the new approach to cost analysis. The
participation of the employees in all the functions of the hotel is very important and the creative energy of
the Macedonian citizens who are brought into the work in case of mobilization should be taken into
account.
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