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PREFACE

The Faculty of Tourism and Business Logistics in Gevgelija, at the Goce
Delcev University - Stip, hosted the First International Scientific
Conference, "Challenges of Tourism and Business Logistics in the 21st
Century".

The conference was held on 24 and 25 October 2017 in Gevgelija with an
optional visit to Dojran - Dojran Lake.

32 works of 60 authors from Serbia, Latvia, Turkey, Poland, Bulgaria,
Kosovo and Macedonia were presented at the Conference.

The purpose of the Conference is exchange of ideas and experiences of the
participants coming from Macedonia and abroad, and establishment of
cooperation for further development of tourism and business logistics in
Macedonia and beyond.

The results of the Conference are visible through publication in a collection
of papers, which is presented to a wider scientific audience and the public.

In this way, we want to promote the Faculty of Tourism and Business
Logistics, to promote Gevgelija and Dojran as the most visited settlements
in the south-eastern part of Macedonia.

Gevgelija - Stip, Editor
December 2017 Nikola V. Dimitrov Ph.D. Dean



CONTENTS:
g 0 . N 7

PLENARY SESSION

GREENWASHING IN TOURISM, SO HOW COMPANIES SHOULD

NOT CREATE AN IMAGE ......oo o 13
Joanna Hernik

THE PARADOX OF ACCESS TO FINANCE IN THE

CIRCUMSTANCES OF CAPITAL MISALLOCATION: EMPIRICAL

EVIDENCE FROM LATVIA ... 18
Ramona Rupeika-Apoga

SUSTAINABILITY IN TOURISM: ECOLABEL AND

CERTIFICATION PROGRAMS AT HOTELS IN TURKEY .............. 20
Nazmiye Erdogan

SUSTAINABLE TOURISM ISSUES - THE ROLE OF LOCAL

COMMUNITY (THE CASE OF SERBIA) ..o 28
Aleksandra Terzi¢ ; Natasa Simeunovi¢ Baji¢

TOURISM

SHORT HISTORICAL PRESENCE OF TOURISM IN THE

REPUBLIC OF MACEDONIJA ...t 39
Nikola V. Dimitrov

POSSIBILITIES FOR SUSTAINABLE DEVELO OF WINE

TOURISM IN DEMIR KAPIJA AND FLORINA ...ccccovtiiiieeeennnnnn. 58
Naume Marinoski ; Sasho Korunovski ; Mishael Risteski

EVALUATION OF WESTERN SERBIA RURAL TOURISM

DEVELOPMENT iiiiiiiiiiiietiiiianeetteeeesrensecececcssssssssscccsssessssscens 68
Drago Cvijanovi¢ ; Aleksandra Vujko ; Tamara Gaji¢

PRINCIPLES AND METHODS OF CARTOGRAPHY IN TOURISM

Blagoja Markoski

OTTOMAN HERITAGE TOURISM FLOWS IN MACEDONIA ....... 89
Ivanka Nestoroska ; Biljana Petrevska ; Petar Namicev

NEW GENERATION OF PV CELLS AND THEIR POTENTIAL

APPLICATION IN TOURISM AND HOTEL INDUSTRY ................ 100
Vlatko Cingoski ; Biljana Petrevska ; Saso Gelev

EFFECTS OF TOURISM ENTREPRENEURSHIP ON REGIONAL

DEVELOPMENT ..ottt 111
Branko Nikolovski ; Tatjana Dimoska ; Zoran Tuntev



MASS MEDIA RELATIONSHIP AND ITS SIGNIFICANCE FOR

THE FINANCIAL STATUS OF THE MUSEUMS IN BULGARIA .. 121
Daniel Rumenov ; Severina Vaskova

RURAL TOURISM AS AN ALTERNATIVE TYPE OF TOURISM. 129
Tanja Angelkova Petkova ; Marija Stanojkova

RESEARCH OF THE WORK OF RESTAURANTS, THE DAILY

MEALS AND THE CATERING PROCESS THROUGH THE USERS

OF THE SERVICES IN THE CATERING FACILITIES IN SHTIP AS

A FACTOR IN INCREASING THE TOURISTIC COMMERCE..... 135
Juliana Sazdova ; Aco Kuzelov ; Goran Antonievski

TOURIST OFFER PEJA ...ttt 145
Anela DZogovi¢

UN GOAL: SUSTAINABLE TOURISM AS A KEY CONTRIBUTOR

FOR SUSTAINABLE DEVELOPMENT IN DEVELOPING

COUNTRIES. ...t 152
Aneta Stojanovska-Stefanova ; Drasko Atanasoski

TOURISM RESEARCH METHODS IN PRIZREN ..o 162
Naser M.Bresa ; Cane Koteski ; Nikola V.Dimitrov

ONLINE BOOKING: BENEFITS AND ADVANTAGES ................... 170

Tanja Angelkova Petkova ; Cvetanka Ristova ; Suzana Pordevi¢ Milosevié
THE ROLE OF THE MONUMENTS FROM CULTURAL HERITAGE
AS PART OF THE TURIST OFFER: DEVELOPMENT OF
METHODOLOGY ..ottt 178

Petar Namicev
ANALYSIS OF THE NUMBER OF OVERNIGHT STAYS AND THE
NUMBER OF FOREIGN TOURISTS IN THE REPUBLIC OF
MACEDONIA IN THE PERIOD 2006-2015 .......cccccovevierierereee e 187

Darko Majhosev ; Cane Koteski
ENTREPRENEURSHIP AS A PROCESS OF SOCIAL INNOVATION
IN TOURISM ...t 199

Branko Nikolovski
QUALITY OF THE TOURIST PRODUCT IN THE FUNCTION OF
ATTRACTING TOURIST VISITORS ..ot 206
Sofronija Miladinoski ; Fejzula Beha
THE PROCESS OF ADAPTATION OF TOURIST DESTINATION
OFFER TO THE CONTEMPORARY MARKET TENDENCIES..... 212

Snezana Mili¢evic¢ ; NataSa Pordevic¢
ANIMATION OF VISITORS DURING THEIR TOURIST STAY IN
THE EASTERN REGION OF R. MACEDONIA ..., 219
Zlatko Jakovlev ; Marija Takovska ; Neda Petroska Angelovska
TOTAL QUALITY MANAGEMENT IN HOTEL INDUSTRY ......... 229

Elizabeta Mitreva ; Dushica Saneva ; Natasha Miteva



TOURISM DEVELOPMENT TRENDS IN PRIZREN .......ccccccvvvvnnee 236
Naser M.Bresa ; Zlatko Jakovlev

SERVICE QUALITY IN THE HOTEL INDUSTRY .....ccooeiiieeiieene 246

Elizabeta Mitreva ; Natasha Miteva ; Dushica Saneva

THE IMPACT OF TEAMWORK ON THE QUALITY OF THE

HOTEL PRODUCT ...ttt 252
Lidija Simonceska ; Toni Cvetanoski

ECONOMICS AND BUSINESS
ANYTHING GOES THEOREM, INCOMPLETE MARKETS AND

RICARDIAN EQUIVALENCE HYPOTHESIS ..., 265
Dushko Josheski

ANALYSIS OF THE REGULATION OF THE LABOR MARKET IN

THE REPUBLIC OF MACEDONIA ..o 279

Mimoza Serafimova ; Mirjana Stojceska Gjorgjioska

THE ROLE OF THE ENTREPRENEUR IN MANAGING THE

PROFESSIONAL STRESS OF THE EMPLOYEES ..........cccooevnenn. 286
Marija Magdinceva-Sopova ; Snezana Bardarova ; Aneta Stojanova-
Stefanovska

PROCESS OF GLOBALIZATION IN THE WORLD ECONOMY .. 299
Vlatko Paceskoski ; Krume Nikoloski ; Emilija Miteva — Kacarski

IMPACT OF THE BISINESS ENVIRONMENT ON THE

CONDITIONS FOR STARTING BUSINESS IN REPUBLIC OF

MACEDONIA. . i titiitiieiieitttietntettesatsssssasessssnssssssnssssssnssssns 305
Mimoza Serafimova

INTERNATIONAL DEBT AND DEVELOPING COUNTRIES........ 313
Vlatko Paceskoski ; Krume Nikoloski ; Emilija Miteva Kacarski

THE MODERN ENTREPRENEURSHIP IN THE PROCESS OF

MODERN TOURISM DEVELOPMENT IN THE REPUBLIC OF

MACEDONIA AND MUNICIPALITY OF GEVGELJA .................. 319
Marija Magdinceva-Sopova ; Kiril Postolov ; Risto Elenov

ADDRESSING DE-EUROIZATION IN TRANSITATION

ECONOMIES: THE EVIDENCE OF MACEDONIA .......cccccveeueee. 326
Tatjana Boshkov

POSter PreSeNtatiONS. ceeeeieeeeereteeteeceecrsnssssescnsansossessnsonsassssnnas 335



ONLINE BOOKING: BENEFITS AND ADVANTAGES

Tanja Angelkova Petkova 1; Cvetanka Ristova 2; Suzana Pordevi¢ MiloSevié¢ 3

Abstract

Online booking represents the easiest and most efficient way to organize your
holiday. Its advantage comes from saving time in terms of visiting numerous travel
agencies, with offers for numerous tourist destinations opposite the option where with
only one click you will be able to access your desired destination and booked it. The
statistics showed that two-thirds of those who used the internet, planned their holiday
at least twice through online booking in the same year.

From the statistics in this paper regarding the online booking and its
representation in the world, it is safe to conclude that this type of booking has
attracted considerable attention in the last few years. A survey has been done on how
the population in Gevgelija sees the benefits of this type of reservations and how often
they apply the online booking in their planned holidays. The research noted that the
population actively participates in online booking, whether it is a hotel that offers
online reservation, restaurant or a transportation.

Key Words: growth, tourism, internet, hotels, tourist destination.

JEL classification: Z3; Z32;

Introduction

Nowadays, due to the Internet evolution, we can buy travel services like flights
and vacations. The Internet has allowed the tourist facilities to publish more detailed
information about their services, including videos. The price comparison tool, makes
it easy to access cheap flights and accommaodation. This means that today the average
Internet use has more information available as opposed to the travel agency five years

Tanja Angelkova Petkova, Ph.D., Professor, Faculty of tourism and business logistics,
University “Goce Delcev” of Stip, Macedonia

e-mail: tanja.angelkova@ugd.edu.mk

2Cvetanka Ristova, Assistant M.Sc., Faculty of tourism and business logistics, University
“Goce Delcev” of Stip, Macedonia

e-mail: cvetanka.ristova@ugd.edu.mk

3Suzana Dordevi¢ Milosevi¢, Ph.D., Professor, Faculty of Applied Ecology-Futura,
Singidunum University, Belgrade, Serbia
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ago. Accordingly, many potential tourists today will book their holiday through
online booking.

Tourism represents a unique area of business in the sense that a product or
service cannot be monitored and tested until it is directly used. It is well known that
presentations about tourist destinations have always been an important factor and the
key factor for the success of the tourist industry. Travel agencies have been very
successful in their efforts to create illustrated catalogs that allow potential clients with
enough information to be thrilled with aesthetic photos, useful tips, maps and more.

However, today it is much more difficult and harder for travel agencies to
compete with websites offering online booking. One of the primary reasons why
people are increasingly booking their reservations online is exactly the online
experience they offer through better visual tourist destinations. Here we will mention
3D interactive tours, which offer real-life impressions of the desired tourist
destination. And as we can see, this is quite a big advantage, which the tourists will
surely have in mind when choosing the way of booking.

Applying the online booking

Major hotel chains, such as Hilton and Marriott offer room bookings through
the web that cost millions of dollars, where for example, Hilton had bookings of hotel
rooms worth 3,5 billion dollars via the Internet. In addition to the increase in online
booking business, Hilton made 80% of that reservation through their own websites.
Hilton is a typical representative of the industry, which now receives over 80% of its
online reservations through the direct channels of the hotel brand. 40% of the today’s
internet booking accounts are made online. The planned revenues from groups and
conferences booked over the internet have already exceeded 40%. Now, almost all
hotels brands offer guaranteed low prices for online booking through their websites.
This encourages guests to book directly with the hotel company, not through an
intermediary. Further encouragement is provided by some hotel companies that offer
only points, if guests reserve through the hotel company’s website. Of all the guests
who booked through the brand hotel, more than half booked directly for the points.
The Internet has become such an important channel that some companies, such as
Hyatt Hotels, have introduced the position of vice president of electronic distribution.

Restaurant companies also use the Internet as a distribution system. Pizza Hat
and Domino have online booking systems. The Olive Garden has its online menu and
encourages customers to call the restaurant and order food. One of the most popular
online booking companies is Open Table. They say that it brings an average of 253
customers per months in 8,500 restaurants they have signed. Open Table charges 1
dollar for any reservation received through its website and 0,25 dollars for each
reservation the client makes directly to the restaurant after linking through Open
Table. Open Table makes over 3,5 million reservations per month.

Some of the advantages of the Internet is that it never closes, it is open twenty-
four hours a day, seven days a week, it has a worldwide coverage and can transmit
color images. The ability to transmit color-photos to millions of people in the world
makes the Internet an exciting distribution channel. It allows companies to make their
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products tangible by using color-photos and videos. Grand Aleutian is a remote resort
1,287 km southwest of Anchorage. It attracts fishermen and those who want to
explore the islands of Aleutian. Similarly, Rutledge Victorian can show color-photos
of his interior and his rooms. Hyatt provides video surveillance to Park Hyatt in
Tokyo. These examples show how small independent properties as well as
multinational brands can use the Internet to gain access to travelers traveling to and
from the country. With the rise in international markets in India and China, online
offers are a way to make the product available on these markets. However, to be able
to access the international markets, the website must be translated into many
languages.

Application, types and analysis of the online booking in the municipality of
Gevgelija, Republic of Macedonia

The statistics in this paper regarding the online booking and their
representation in the world shows that we can understand that this kind of reservation
had attracted considerable attention in the last few years, so a survey had been done
on how much the population in the municipality of Gevgelija sees the benefits of this
type of reservations and how much it applies in the tourist industry. What we can see
is that for the use of online booking in Gevgelija, we are actively noticing the citizens’
using the web pages, whether it is a hotel that offers online booking, restaurant,
transport services, or travel agency for reservation.

The survey was conducted on the territory of the municipality of Gevgelija
with the purpose of getting to know their knowledge and utilization of online booking.
A total of 100 respondents were interviewed in an anonymous questionnaire, 54
males and 46 female respondents, aged 15 — 50+. You can see in the survey statistics
below the answers that the respondents had the opportunity to give.

Gender?

46%

H Female = Male

Respondents from 20 to 29 years old were most active on the questionnaire
with a total of 38%, followed by the respondents from the age of 30 to 39 years old
with a total of 24%. A small difference exists between the respondents from the age
of 30 to 39 and respondents aged 15 to 19, meaning, they participated in the
guestionnaire with a total of 20%. Lastly, we have the respondents from aged 40 - 49
with 14%, and respondents of 50+ with 4%. This questionnaire enables us to conclude
that the online booking is actively used mainly by the Millennials.
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Your age?

40
30

20
. H

0 —
15-19 20-29 30-39 40-49 50+

When asked how much you use the Internet, we got impressive results.
Namely, 56% of the total of 100 respondents answered that they frequently use the
Internet, followed by the 23% who answered that they use the Internet only four to
five times in a week, 15% for less than three times a month, and only 6% said that
they did not use the Internet at all. The questionnaire showed that the Internet is
actively used by the Millennials, but it is also used by respondents from 40 over 50.

How often do you use the Internet?

u Everyday = Four/Five times in a week

m Less than three times in a month = | don't use internet at all

Despite the frequent use of the Internet, online booking is far behind reservations with
travel agencies in the municipality of Gevgelija. A total of 62% respondents answered
that they still use and contact the travel agencies in Gevgelija and the Republic of
Macedonia for reservation of their holidays. Only 38% of the total of 100 respondents
answered that they use the Internet for online booking of their holidays.

How do you book your holidays?

Travel agency [ —
Online booking  INEEEEEE——

0 10 20 30 40 50 60 70

From the following question, which is directly connected with the previous
one, the 62% that still use travel agencies for the reservation of their holidays, still
have not booked their holidays online. But from the 38% that use the Internet for
online booking, 17% of the respondents once booked their holiday online, 8%
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answered that they booked their holiday from one to three times, and the same
percentage of respondents answered that they booked their holiday online from five
to eight times so far. Only 5% of the total of 38% that use the Internet for online
booking, booked their holiday at least ten times.

How many times have you booked your holidayso far

online?
Ten times and more
Five to eight times ~ m—
One to three times  m—
Once EEEE————

I still haven't booked my holiday 0N e

o

10 20 30 40 50 60 70
When analyzing the data, from the 38% of the respondents who previously
answered that they use online booking, we saw in the following question that 82% of

them are using online booking for international trips, and only 18% of the respondents
have used online booking for domestic trips.

I use online booking for holidays such as?

18%

82%

m Domestic trips  m International trips

From the next question, also connected with the previous ones, we can see that
the respondents can mainly use online booking for booking airline tickets a
percentage of 21%, and booking a room with 15%. Only 2% have used the Internet
for booking other services such as rent-a-car, tickets for tourist sites.

I use online booking for services such as?

Booking other services
Booking airline ticlk et |
Booking a room

0 5 10 15 20 25
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In addition to showing us the way of reservation of the holiday, the question
shows us that although the respondents from the municipality of Gevgelija use travel
agencies for reservation, they are also using the Internet for information about the
destination, a hotel, villa and other. Nevertheless, despite that, the respondents still
think that the information from the travel agencies is more relevant than that on the
Internet, 55% and 45% respectively.

Where do you get the most relevant data for reservation
of your holidays?

Travel agency I

Internet | —

0 10 20 30 40 50 60

For the respondents of the municipality of Gevgelija who use online booking,
foe 22% the price remains the main reason why they have chosen online booking.
However, saving time is also a factor for choosing online booking for 11%, and at
last we have the factor, multiple choices of destinations chosen by 5%.

I choose online booking because of?

Multiple choices of destinations I ———
Saving time I

P i C e

0 5 10 15 20 25

Regardless of whether the respondents of the municipality in Gevgelija use
travel agencies or online booking, 64% of them agree that online booking is secure.
Only 25% of them disagree and 11% are neutral. The pie chart clearly states that 64%
went for secure, but as seen from the previous question only 38% of the respondents
use online booking. This needs to be further examined, i.e. why the respondents
answered that they agree that is secure, but are not using it. Maybe they need some
guidance in the process of making an account, online payment and other problems
that can be solved with simple tutorials. A similar question was placed as a last one,
but we think that is far from understanding the problem.
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Is online booking is secure?

| agree | don't agree I'm not sure

As a last question, we asked: What do you think could improve online booking
and increase its use? We mostly got the following answers:

Bigger coverage on the social media

Easier accessibility to these types of websites for the tourists, meaning a
larger advertising campaign

Brochures, instructions for using online booking

Reliability, data protection.

However, there were also respondents who did not specifically answer this
guestion, but pointed out that whatever improvements would be, they would still
choose the travel agencies, and respondents who said they did not know how this type
of service could be improved. In addition, there were also answers from respondents
who already use this type of service, and think it did not need improvement.

Conclusion

From the conducted research, we can conclude that there is an increased the
representation of online booking as well as travel agencies. The population in the
municipality of Gevgelija has been active in the past few years in this area, and with
the different offers and cheap flights, the trips have increased even more. However,
in spite of that representation, during the implementation itself and the later analysis
of this research, we noticed respondents who are not familiar with this type of service,
and consider that in addition to the improvements, it is still unreliable and they would
not choose it as a way of booking their vacations, but some of them are open to
opportunities, although they have declared themselves neutral, but there were also
those who did not show a desire or an opportunity to get to know it better. Although
it is mainly about airline tickets, this suggests the possibility of further expansion.
And with their opinions on improving this type of service, we believe that online
booking would have a greater role and representation in the planning of their holidays.

Online reservations are the means that can connect the consumer (tourist) with
numerous destinations. It is true that travel agencies today offer many exotic and new
destinations. Nevertheless, the figure is limited. The world really takes advantage of
online booking, as an example of what we mentioned the Hilton Hotel, but when it
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comes to the Republic of Macedonia, the country understands online booking as an
offer, and it is placed as an offer on its menu, but is not active. This is a negative
picture, which is primarily reflected on the hotel itself, a travel agency and so on. And
this is the reason that regardless of whether it is Macedonian tourists or foreigners it
creates insecurity so they simply ignore this kind of reservations without thinking of
the huge advantages. This means that more attention needs to be put by the facilities
for this type of reservation, if they would like to achieve results, since it is a fact that
today they mainly realize their profits precisely through this type of reservation.
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