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IIPEAT'OBOP

®DakynTETOT 3a TypHU3aM U OM3HHUC JIOTUCTHKA MTPU Y HUBEP3UTETOT ,,I'o11e JlemueB* Bo
HTun, 6eme opranu3aTop Ha Tperara meryHapogHa HayuyHa KoH(pepenuuja ,, I Ipean3sunm Ha
Typu3MOT U O6u3Huc Joructrka Bo 21 Bek™. Kondepennujara ce oapxa Ha 13 HoemBpu 2020
roauHa Ha matdgopmara Microsoft Teams, co moBeke o 90 ydecHUIM O MaTHYHATA 3eMja U
cTpancTBo. OBaa roanHa MeryHapoJIHUOT HayuyeH KOMHUTET Opou eMUHEHTHH Ipodecopu of
Hamiara 3emja u Haja 15 crpancku 3emju kako M3paen, lllmanuja, @pannuja, Mongasuja,
Wranmja, I'puuja, Eruner, [loncka, Typuuja, Pomanuja, byrapuja, Cpouja, XpBarcka, bocHa u
XepuerosuHa u CioBeHuja.

Ilenta Ha oBaa KOH(QEpeHlHja € Ja MPOMOBHUpa IOrojeMo pa3Oupame Ha OU3HHC
aJIMUHUCTpAIMja, JIOTUCTUKATA, TYPU3MOT M YTrOCTUTEICTBO BO OJHOC Ha YIPaBYBamETO,
eKoOHOMHM]jaTa, 00pa30BaHUETO W MpeTnpueMHUINTBOTO. OBa moapazOupa neka (GoKycoT Ha
YUECHUIIUTE TO HACOUMBME KOH HajHOBHUTE TPEHAOBU M MPEIU3BUIIA BO BPCKa CO Pa3BOjOT Ha
TYpU3MOT, MEHAIUPAKHETO CO KOMITAHUHTE, Ma3apoT Ha TPy, MOKHOCTHUTE 3a MPUIOOUBKU U
npodut, U3rIeaAuTe 3a MoAoO0pa KOHKYPEHTHOCT Ha MeIYHapOAHHOT Maszap, IITO MaK €
UMIIepaThB 3a (PMHAHCHUCKATa CTAOMITHOCT Ha HaIlaTa 3eMja BO IeJTMHA.

HiMeHo, cO MPUCTUTHATUTE TPYIOBU U aBTOPCKUTE UCTPAXKyBamba C€ OCTBApH LieTa Ha
KOH(epeHIMjaTa - a Toa € OI[CHYBambEeTO Ha TEKOBHATA COCTOj0a M MAHUTE U3TIICAH 32 Pa3BO)j
Ha MHKpO IUIaH IITO C€ OJHECYBa Ha JIOMAIIHUOT Ia3ap, Kako U JIBH)KeWara Ha riodajiHara
€KOHOMHja, TIOATOTBYBAjKU ja OM3HMC 3aeTHUIIATA 33 MPEAU3BUIIMTE CO KOM K€ CE COOUyBaaT
IpU OCTBAPYBAHETO HA HHUBHHUTE MMM, WTO J¢ (aKTo BIMjae BP3 OJPKYBAKETO Ha
¢uHAHCHUTE 0COOEHO BO BPEMETO KOE TO JKMBEEME IO IPUTHCOKOT Ha MaHAeMHUjaTa.

[IpenopakuTe KOU ce MpeHecoa ce OJIHeCyBaaT KakKo Jia ce 3ajaKHyBa KalaluTeTOT Ha
KOMITAHUUTE KaKO M MPOMEHHUTE BO PETyJaTHBHTE KOM T'O AMKTHpAaT HAIIMOT mar KoH EVY.
Juckycunte BO TEKOT Ha KoH]epeHIMjaTa Oea ONrOoBOp Ha Toa Kako pearupaa u ce
MO3UIIMOHNPaa MEHalepuTe Ha (PMHAHCHUCKU CPEICTBA BO YCJIOBU Ha TOJIEM Ia3apeH PU3MK,
na3apHu LIOKOBU M TypOyJeHIMHM M Kako Tpeba Ja ce MOArOTBYBAaaT MHBECTUTOPUTE BO
MOCJIMHA CEKTOpU. TpyHoBUTE NpUKa)xkaa M3TJIeAN U KOH UIHATA MHTETpaIfja Ha 3eMjUTe OJl
3anazneH bankan, co OCBPT Ha Jl0CeralllHUTE MMOCTUTHYBamba U WIHUTE NPEAU3BUILIM IIpe]l OBHE
€KOHOMHH KaKO ¥ pa3MeHa Ha MICKYCTBa Ha CHTE YYECHHUIIM KO CMe JICHEC MTPUCYTHU OJ1 IIOBEKE
3eMjH.

Tokmy oBme mpenopaku Tpeba qa Ougat ABHTAaTe] Ha MpoIecuTe Ha pedopmara BO
HAacoOKa Ha MOJMramke Ha KBAINTETOT Ha 00pa30BaHMETO 3apajy MorojieMa MpoIyKTUBHOCT Ha
TPYAOT, KOHKYPEHTHOCT HAa €EKOHOMHjaTa U HaMallyBame Ha HEYCOTIaceHOCTa Ha MOHy/1aTa Ha
BEIITUHU U KOMIIETEHIIMY KaKo M modapyBaykaTa Ha a3apoT Ha TPpY/.

[TocTurHYBamETO HA OBHE IEJIM € 3aeJHMYKA 3a/1a4a Ha CUTE OHME IITO CE BO IMO3UIH]a
Jla TO J1a1aT CBOjOT MPHUA0HEC 32 UMIUIEMEHTalK]ja Ha pehOpMUTE BO OMIITECTBOTO. TOKMY THE
pedopmu, THEe TPOMEHN BO HAUYMHOT Ha MPUCTAI, METOI0JI0TH]a Ha padoTa U OpraHu3aIlyja, He
Tpeba Ja T'v mpaBUMe caMo 3a J1a CTaHeMe JIeN 01 EKOHOMCKHOT OJIOK, TYKy Ja Oujat BO HacoKa
Jla TIOCTUTHEME HEUITO APYro, MHOTY IMO3HAYajHO, OJHOCHO CHTE HAITOPH IIITO TH MPaBHME Ja
OujaT 3a ocTBapyBame Ha IMOBHCOK CTeNeH Ha OmarococrojOaTa Ha HAIIWTE rpafaHu, 3a
CO3/IaBamk-e Ha JIOCTOMHCTBEHH YCIIOBH 32 KUBOT M paboTa.

Bo peruonor, meryroa u mnomupoko, Bo EBpoma, ucKycTBaTa ce Hajpa3jIdyHH.
HannyBame Ha yclemHW, W Ha HE TOJKY YCHEIIHH Mojeld. TOKMYy BakBUTE HaydHHTE
KOH(epeHIMH, aedaTuTe ITO Ce pa3BUBAaT TyKa, c€ HajA0OpPHOT HAauMH 3a pa3MeHa Ha
HCKYCTBa, 32 WICHTH(HKANMja HA TMPEIU3BHIUTE W TEPCIEKTHBUTE, 3a CIIOPEoyBamke Ha
MOJIENIUTE ¥ TPETHUPAKHETO HA HUBHUTE HEOCTATOLM MIIM IIPETHOCTH, MEF'yTOA U MPE3EHTUPAE
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Ha MOYKHUTE HOBUM KOMOMHMpaHH Mojenu. Enxykanujara Ha HOBUTE TeHEpalluu KOU Ke Oujar
HNOATOTBEHH Ja CE€ COOYaT CO NMPEIU3BUIMTE LITO T'M HOCH Tio0aiu3anyjaTta, € 3aeIHUYKU
NpeIU3BUK Ha YHUBEP3UTETHTE, HA OM3HMC 3aeAHUIATA, HO U Ha IICHTpaJHaTa U JIOKaJIHaTa
BJIACT.

I Tym, ['maBen ypeaHuk
13 Hoemspu 2020 IIpo¢. a-p Tartjana bomkos, /exan



Third International Scientific Conference
CHALLENGES OF TOURISM AND BUSINESS LOGISTICS IN THE 21ST CENTURY »ISCTBL 2020«

PREFACE

The Faculty of Tourism and Business Logistics in Gevgelia, part of the University Goce
Delchev from Shtip, hosted the Third International Scientific Conference, "Challenges of
Tourism and Business Logistics in the 21st Century". The conference was held on 13" of
November 2020 on the platform Microsoft Teams, with more than 90 participants from the
country and abroad. This year the International scientific committee included eminent
professors from our country and more than 15 from foreign countries, such as Israel, Spain,
France, Moldova, Italy, Greece, Egypt, Poland, Turkey, Romania, Bulgaria, Serbia, Croatia,
Bosnia and Herzegovina and Slovenia.

The aim of this conference is promoting a greater understanding of the business
administration, logistics, tourism and hospitality in terms of management, economics,
education and entrepreneurship. In that context, the focus of our participants was on the latest
trends and challenges related to tourism development, company management, labour market,
opportunities for gain and profit, opportunities for better competitiveness in the international
market, which is imperative for the financial stability of our country entirely.

Furthermore, the conference papers and authors’ researches fulfilled the aim of the
conference, the assessment of the current situation and future prospects for the development of
the micro plan in terms of the domestic market, as well as the global economy changes, prepared
the business community for the challenges that will they face during their goal achievement,
which de facto affects the maintenance of finances especially in the time we live under the
pandemic pressure.

The detection of the conditions that have been presented is a real mirror of where we
are, where we have been, and what is even more difficult, to answer the question what next?
Achieving these goals is a common task of all those who are in a position to contribute to the
implementation of reforms in society. Exactly those reforms, those changes in the way of
approach, methodology of work and organization, we should not make only to become part of
the economic block, but to be in the direction of achieving something else, something much
more significant - efforts for achieving a higher degree of well-being of our citizens, for creating
dignified living and working conditions.

In the region, but also beyond, in Europe, the experiences are diverse. We come across
successful and not so successful models. Exactly such scientific conferences, debates that
develop here, are the best way to exchange experiences, to identify challenges and perspectives,
to compare models and how to treat their disadvantages or advantages, but also to present
possible new combined models. The education of the new generations that will be ready to face
the challenges posed by globalization is a common challenge of the Universities, the business
community, but also of the central and local government.

Shtip, Editor
November, 13", 2020 Tatjana Boshkov, Ph.D. Dean
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RURAL TOURISM IN VOJVODINA?
Research of achieved quality of service as perceptions of future development of rural tourist
product

Drago Cvijanovicl; Tamara Gajic2,; Dejan Sekuli¢3

Abstract

The topic of rural tourism is very attractive and current, as evidenced by the number of foreign
and domestic research. The authors of the paper investigated the degree of achieved quality of
services in rural areas of Vojvodina. The aim of the research was to establish the level of quality
of services provided to tourists in several rural households in Vojvodina, as an integral part of
the Republic of Serbia. The research sample included a total of 214 respondents. The results of
the research are processed in the SPSS software, with an emphasis on the technique of analysis
of variance in order to investigate the existence of differences in the arithmetic means of the
given research variables. The obtained results undoubtedly show that there are statistically
significant differences between the average values of the categorical variable of education and
the variable quality of services. The paper represents a significant scientific contribution in the
field of rural tourism development and scientific research sector, which the authors have been
dealing with for many years. Through critical analysis, scientific research, and domestic and
foreign literature, the authors have contributed to the enormous importance in the future
planning and strategic development of rural tourism in Vojvodina.

Key Words: tourism, rural development, quality, Vojvodina.
JEL classification: Q12, R1, Z32

Introduction

There is no strictly defined concept of rural tourism, but in the definitions of many researches
and theories, it is known to refer to areas where the natural environment prevails, rural
environment, villages, hamlets, isolated farms, small settlements, where agricultural production
is the main development branch. Agriculture and forestry are the main means of land use in
rural areas and therefore play a significant role in rural communities, as a basis for a strong
social structure and economic value, and as an instrument for managing natural resources and
the environment. The policy of rural tourism development is directed, through economic,
sociological and ecological activities, towards more intensive development and strengthening
of the sustainability of the agricultural sector and other branches of the economy in order to

! Drago Cvijanovi¢, PhD, Faculty for Tourism and Hotel Managament, University of Kragujevac, Vojvodjanska
No. 5a, 36210 Vrnjacka Banja, Serbia, e-mail: dvemmv@gmail.com and drago.cvijanovic@kg.ac.rs ORCID ID:
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research, South Ural State University, Institute of Sports, Tourism and Service, Chelyabinsk, Russia; e-mail:
tamara.gajic.1977@gmail.com ORCID ID: https://orcid.org/0000-0003-3016-8368
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revitalize rural areas. Proper rural development implies sustainable growth, the release of local
resources, the revival of the diversity of the rural economy, the development of employment
and the development of the local market. In contemporary literature and research, quality is
defined as the attitude of users about the excellence of a tourist service or perhaps even about
its superiority. Quality is certainly an achieved condition that reduces the gap between what is
expected and what is obtained. The achieved quality satisfies all market requirements
(consumer requirements), basic requirements (quality of life, employees, survival of the
company), company requirements (Albacete et al, 2007). The most important pillar of economic
development and market success on the world tourism market is certainly the quality achieved.
Thanks to numerous positive development trends, rural tourism is one of the more dynamic and
propulsive industries, with multiple multiplicative effects. This gives rural tourism a strong
generating function in a wide range of activities, and it is increasingly included in the priorities
of economic development of many receptive countries and their individual parts (Jeli¢ et al,
2010). Rural tourism seems to be an appropriate means of revitalizing abandoned rural areas
and ensuring their sustainability in the future through job preservation or job creation. The
authors of the paper investigated the quality of services in rural households in Vojvodina. A
total of 214 respondents from five rural municipalities of Vojvodina were included. The results
obtained indicate the level of quality of service provided, as well as that there are statistically
significant differences in the average values of the variable education and quality of service. In
this paper, the authors present and argue their own understandings and attitudes on a given
issue, which is a necessary feature of the importance of research for the entire economy and
development of society. Thanks to these data, it is possible to take corrective measures in order
to improve the rural tourist service and better market positioning of the given tourist and
catering facilities.

Literature review
The concept of rural tourism

Numerous world researches on the development and quality of rural services have their
estimates which indicate that about 75% of the total world tourist demand is directed towards
natural values and spaces, and that it is impossible to determine more precisely how much of
this huge world tourist wave flows to rural areas (Latkova et al., 2012). However, if we take
into account the dominant requirements of tourist demand, its pronounced selectivity and
motive determination, it can be stated that a significant part of it is really directed towards rural
areas. There are about 500,000 rural tourism providers in Europe with 5 - 6.5 million beds, and
rural tourism accounts for about 15% of total European tourist accommodation. It must certainly
be pointed out that rural areas are of extraordinary value, special ecological areas, which carry
traditional culture and diversity of ethno-cultural heritage (Cvijanovi¢ et al., 2020). Petrovié
(Petrovi¢ et al., 2018) points out that rural tourism benefits local communities in terms of
economic growth, socio-cultural development, provision of basic and non-essential services
and increasing living standards. Rural poverty is a factor that can slow down or significantly
reduce the intensity if the development of tourism is resorted to. Agriculture is the most
important segment of rural development, but it can certainly contribute much more to the entire
community in an integrated system with tourism. Peripheral rural areas are also considered to
be repositories of older ways of life and cultures that respond to the search for authenticity by
postmodern tourists. Encouraging rural tourism is increasingly becoming an everyday policy of
planned development. Rising to meet demand, rural tourism in Serbia offers an ideal market for
small businesses, directly and indirectly brings economic benefits to local businesses and
encourages the development of related small businesses (Flisher et al., 2000). Special forms of
rural tourism can be: tourism in rural households, hunting, fishing, ecotourism, health, sports
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and recreation, residential (holiday homes), educational, adventure, transit, camping tourism,
continental nautical tourism, gastronomic and ethnogastronomic (Buresova et al., 2020),
tourism of protected parts of nature, cultural tourism, religious, other special forms of tourism
(Cvijanovi¢ et al., 2018). There are different criteria for defining the very concept of rurality.
These are often demographic factors, income level, spatial criteria, and the basic activity of the
population in the territory that is defined as rural. Sociological aspects are rurally defined as a
space that lags behind in relation to cultural and technological development. The features of the
development of modern tourist demand are the return to nature, and green destinations, to non-
urban spaces. The concept and elements of rural tourism consist of natural and cultural
resources, rural heritage and activities, and the rural way of life and lifestyle (Gaji¢ et al., 2018a,
2018b). Factors include a healthy environment, clean air, absence of noise, preserved
architecture and heritage, free movement, conditions for recreation and leisure, specific catering
facilities, connection with urban areas (Hall et al, 2003; Andri¢ et al., 2010). Everything that
can no longer be found in urban areas, tourists find in the villages. These are spaces rich in
greenery, sources of oxygen and clean air, spaces for activities.

The state of rural development in Serbia

By the end of the 20th century, it can be said that rural tourism development in Serbia was
rather out of sync with other sectors, and uncoordinated, with a very undifferentiated offer. In
recent years, work has been done on planning a better tourist offer in the villages (Cvijanovi¢
et al., 2018). The vision of the development of Serbia as a tourist destination according to the
Tourism Marketing Strategy is the development of rural tourism in all districts. In addition to
quality and specific resources, Serbia must establish a more efficient organization and designed
marketing. An important segment of European tourism is certainly the rural tourism of Serbia
and all its parts. Due to many political and economic reasons, rural areas of Serbia are becoming
less populated (during the 1970s and 1980s, rural tourism developed sporadically and
unplanned), as evidenced by the 2011 census shows that demographic trends in Serbia,
especially in its rural areas, are becoming increasingly unfavorable (Novkovi¢ et al., 2013).
Looking at the example of the most rurally developed European countries, such as Austria,
Italy, Germany, one could look at this business model and significantly launch the tourism
product rural tourism in Serbia. In these countries, tourism was used as a complementary factor
to the economic development of rural areas (Petrovi¢ et al., 2018). Vojvodina has exceptional
resource values as a basis for the development of rural tourism. The development of tourism in
rural areas contributes to the revitalization of abandoned areas, provides new jobs and the return
of young people (Jeli¢ et al., 2010). In addition, emphasis is placed on the conservation of
natural resources as a basic goal of rural tourism development. The main actor in the
revitalization or renewal of smaller and dormant spatial environments, which creates economic
and cultural conditions for better recovery, is the rural tourist product (Gaji¢ et al., 2018). Also,
this form of tourism helps to restructure agricultural production. The area of Vojvodina, as an
Autonomous Province in the Republic of Serbia, is 21,614 km2, with a total of 467 settlements
and 1,881,357 million inhabitants. In the structure of GDP of AP Vojvodina, industry represents
53.4%, services with 30%, agriculture with about 10%, and construction with 6.9%, while GDP
per capita in rural areas is 74% of the national average. The agricultural population of
Vojvodina makes up 26% of the active agricultural population of Serbia (Petrovi¢ et al., 2018).
There is 0.88 hectares of arable land per capita. If we take into account that the average farm
size is about 3.59 ha of arable land and that each farm has about three separate plots, it can be
concluded that Vojvodina has a very unfavorable property structure. Significant characteristics
of Vojvodina's rural areas are the low level of diversification of economic activities and high
unemployment rate (over 20%) (Regional Spatial Plan of AP Vojvodina, 2011), and the rural
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population faces the problem of poverty (www.stat.gov.rs). However, the data point to the fact
that although the unemployment rate is high, it is still lower than in urban areas of VVojvodina.
A high degree of differentiation in terms of resource base, especially in the regional aspect,
characterizes the rural areas of Serbia. The heterogeneity of the same area in terms of economic
and social development is also one of the factors of rural tourism development (Jing, 2006).
Today, it is estimated that more than 32,000 beds (registered and unregistered) in rural areas
play a significant role in the rural tourism sector, and about 300 rural households with 8,000
beds provide catering services and realize more than 150,000 overnight stays per year
(www.mtt.gov.rs). According to the data of the Tourist Organization of Serbia (TOS) during
2016, tourist traffic was organized in 18 municipalities (44 villages, 140 households with about
750 beds), and in 2019 in Serbia tourism was organized in 41 municipalities (119 villages, in
which registered 164 households, with 570 rooms and 1,628 beds) (Cvijanovi¢ et al., 2020).
Domestic visitors are 100% of all visitors to rural tourism in Serbia (Tourism Development
Strategy in Serbia (2019, 2016)). On average, the price of accommodation in these facilities for
rural tourists is 15 euros, which means that the average earnings of rural tourism based on
accommodation and catering capacities around 6,200,000 euros (Tourism Development
Strategy in Serbia 2019, 2016)(www.mtt.gov.rs).

The concept of quality of tourist service

Quality is a set of specific characteristics of a certain tourist product that aims to meet the
identified and expressed needs of consumers. Quality is measured by the level of perceived
satisfaction (Berry et al., 1994; Blesi¢ et al., 2011). The quality of service is measured and
depends on the expectations expressed by the main actors either in tourism or tourism
consumers. The key to success lies in exceeding expectations. It is necessary to meet the
expectations to the extent set by the payment of the service by the tourist, but it is considered if
the expectations are exceeded that it is about the achieved quality or success in doing business
in the tourist market (Hensel et al., 1990; Rust et al., 1995). However, quality is a measure or
level of meeting certain requirements and expectations of tourism consumers. Not every
requirement or expectation is fully expressed, depending on the consumer and many other
determining factors. Very often there are hidden expectations, which refer to the human factor
(behavior towards consumers, respect for deadlines, etc.). In today's conditions of modern
achievements, tourists are becoming more demanding in terms of their expectations (Gaji¢ et
al., 2018). The tourist market is constantly demanding new forms of quality products and
services. Tourism organizations see success and the purpose of existence based only on the idea
of meeting all consumer needs and achieving more than their expectations. The fact is that
quality is viewed and interpreted differently, depending on who is the user of the service whose
quality is perceived. Service quality is the most commonly studied category in service
marketing. Also, quality is at the same time the most important factor of business performance.
Quality is an attitude about the superiority of services in tourism, which is formed based on the
assessment of expectations and perceptions (McGehee et al., 2004). Defining the concept of
quality is actually defining the concept of consumer satisfaction. Most authors agree with the
fact that quality differs from consumer satisfaction. Quality of service is a category in the form
of service, while consumer satisfaction refers to individual service encounters.
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Methodology
Phase |

In the first phase of the research, the authors relied on the collection of numerous statistical and
theoretical data on a given topic, using a large number of scientific research papers and
secondary documentation. The data used are available in a document entitled Rural Tourism
Development Strategy of the Republic of Serbia, as well as the Statistical Yearbook of the
Republic of Serbia. Based on previous knowledge and research, the authors gave themselves
the freedom to draw their own conclusions, which enhances the importance of research. In this
part of the research, the authors came to numerous data and presented them in a very clear and
understandable text in the paper, with a detailed analysis of contemporary literature and
research findings on the given and current topics. All facts are supported by statistical data and
available documentation, which increases the importance and seriousness of the research work
and the overall content of the paper. By accepting the ruling views, and emphasizing their own
and very convincing statements, the authors have shown responsibility and selfless scientific
commitment in their manuscript.

Phase 11

The second phase includes field research, where the authors in the period from October to
December 2019, conducted a survey in rural households in 5 villages of Vojvodina. The study
included a sample of 214 respondents. In the SPSS software, version 23.00, the authors
processed the obtained data and presented the results through a detailed analysis of all items.
Since all variables are normally distributed, the method of parametric statistics was used,
ANOVA test - analysis of variance to examine the differences between the arithmetic values of
the categorical variable of education and the interval variable related to the generally achieved
quality of services. Before starting the analysis of variance, it was necessary to examine whether
all preconditions were met. Levene's homogeneity test of variance proved that the precondition
is fulfilled, because the significance level of the homogeneity test is less than 0.05.

Table 1: Test of Homogeneity of Variances
Levene Statistic dfl df2 Sig. (p)
73,742 2 211 0,000
Source: author's research

Categorical variables are shown by relative (%) frequency. The central tendency of numerical
features is shown by the arithmetic mean (m), and the scattering by the standard deviation (sd).
The selected significance level is p <0.05, and the results are presented in a table.The
Cronbach's alpha coefficient determines the reliability of all items, more precisely the value of
Cronbach's Alpha is 0.916, which makes the questionnaire on the basis of which the research
was conducted, very reliable. The main hypothesis was set: HO = There is no statistically
significant difference in arithmetic means between the level of education and satisfaction with
the quality of services. As well as an alternative hypothesis: H1 = There is a statistically
significant difference in arithmetic means between the level of education and satisfaction with
the quality of services.
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Results and discussion

In the research 214 respondents participated, and the table 2. shows more detailed data on the
demographic structure of the respondents. Of the total number of study participants, 58.4% are
male, while 41.6% are female. When looking at the age of research participants, the percentage
of respondents in the interval from 31 to 60 years, is a total of 36.0%, while most research
participants over 60 years are 37.9%. Of the total number of respondents, 40.7% belong to the
group of secondary education. The level of earnings of survey participants is in the highest
percentage in the range of 200-500 e (42.5%).

Table 2: Percentage values of basic demographic characteristic of respondents
Gender (%) Age (%) Education (%)
More High
Male | Female | 18-30 | 31-60 than 60 Secondary o ducgtion MSc,Phd
58,4 41,6% 26,2 36,0 37,9 40,7 38,8 20,6
Earnings level (euros)
Less than 200 200-500 500-1.000 Above 1.000
12,1 42,5 37,9 7,5
Source: author's research
Table 3: Descriptive statistical analysis of items
Items of research | m sd

Dimension 1 |
11 - All tourist requirements are met 1,52 0,730
I2-Meeting the wishes and needs of tourists 1,83 0,846
I3-Providing assistance 1,92 0,889
14-Timely response to problems 1,81 0,870
I5-Care for a pleasant atmosphere 1,77 0,810
16-Each guest is treated as an individual 2,24 0,809
Dimension 2 |
I7-The hosts know a foreign language 2,10 0,810
I18-The hosts are doing the job properly 1,71 0,857
19-Hosts provide all information 2,04 0,774
110-Hosts are always present in the 1,65 0,852
household
111-The hosts are always available to guests 1,73 0,878
112-Hosts provide guide roles 1,96 0,746
113-The hosts know all the food 1,60 0,803
Dimension 3 |
114-Provided quality food 1,49 0,704
115-Hygiene at a satisfactory level 1,58 0,834
116-Homemade food and products 1,88 0,880
117-Souvenir availability 2,24 0,690
118-Preserved furniture 1,47 0,814
119-Interior authentic 1,38 0,645
120-Exterior rural 1,18 0,491
121-Provided security for guests 1,47 0,736
122-Marked all rooms 2,27 0,850
123-Credible marketing 2,50 0,603
124- The price is a reflection of quality 1,83 0,727
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125-Costume as a form of marketing 1,82 0,731
126-Animation of tourists 2,00 0,917
127-Sports-recreational activities | 2,02 0,688
128-Organized excursions | 2,40 0,803

*m = arithmetic mean, * sd = standard deviation
Source: author's research.

Table 3. shows a descriptive analysis of items grouped into three dimensions, which generally
make up the main variable related to the examination of the quality of services received. The
first dimension includes items related to the relationship with visitors. Item All tourist requests
are met with an average grade of 1.52 (sd = 0.730), while the item Meeting the wishes and
needs of tourists with an average grade of 1.83. Item that each guest is treated as an individual
carries an average arithmetic value of 2.24, which in this dimension is the highest ranked item
in terms of quality (sd = 0.809). Items of another dimension refer to the host as a service
provider directly to tourists. It can be noticed that the hosts are pretty well rated. The average
score of 2.10 (sd = 0.810) shows that the hosts know some of the foreign languages. The hosts
also provide all the information (m = 2.04), then are always available to visitors (m = 1.73), and
very often take on the role of a tourist guide (m = 1.96). Slightly worse was the item that the
hosts know very well all the foods with an average score of 1.60 (sd = 0.803). The third group
of questions referred generally to the quality of services provided to tourists in the villages. The
average value of the arithmetic mean for the item quality food is m = 1.49, while for the item
related to domestic food and products it is m = 1.88 (sd = 0.880). Tourists were also offered
souvenirs on offer (m=2, 24). Regarding the interior, as one of the indicators of the authenticity
of the rural environment, the average score was m = 1.38, while the exterior m = 1.18. The
highest average rating in the third dimension is carried by the item related to marketing, where
tourists rated well with an average rating of 2.50 (sd = 0.603). Items that talk about additional
activities in the villages during the stay of tourists carry ratings of more than 2. However,
tourists were not the most satisfied with the fact that the price is reflection of quality (m = 1.83,
sd =0.727).

Table 4: Descriptive statistical analysis of dimensions and quality variables

Dimensions and Variable Quality m* sd*
Dimension | (11-16) 1,85 0,358
Dimension Il (17-113) 1,83 0,419
Dimension 111 (114-128) 1,84 0,308
Variable Quality (DI, DII, DIII) 1,84 0,266

*m=arithmetic mean, sd=standard deviation
Source: author's research.

The table shows the descriptive statistical values of the three dimensions in which all items are
grouped, as well as the research variables in this paper, which refers to the general satisfaction
with the quality of services. It is noticed which items belong to which dimension, and the
average values of the arithmetic mean for each dimension, as well as the standard deviation.
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Table 5: ANOVA test for determining the difference of arithmetic means between education
variables and general satisfaction with services

Sum of Squares df Mean Square F Sig.
Between 2,341 2 1,170 19,786,000
Groups
Within Groups 12,481 211 ,059
Total 14,822 213

Source: author's research

The Anova test was used to observe statistically significant differences between the
demographic categorical variable of education level and the interval variable of service quality.
Based on the table, it can be noticed that there is a statistically significant difference, because p
<0.05. Based on this, in order to determine exactly where there are statistically significant
differences between the categories, the Post Hoc test within the Anova technique was
approached. It can be noticed that respondents with high school graduation have a statistically
significant difference in this respect, where it is noticed that respondents with high school or
college, while the least statistically significant difference is seen among respondents with MSc
and PhD diplomas, and there were also least in research. The demographic group of respondents
with college and university or faculty stands out.

Table 6: Multiple Comparisons Post Hoc

() The Mean 95% Confidence Interval
level of E)Jf) ;jti;fi\(l)er: Difference Esrtrdo'r Sig.  Lower Upper
education (1-J) Bound Bound
Secondary OHr'gFg CSLCI?;O' -22640° 03732 000  -3000 -1528
school MSc or PhD -17892° 04499 000  -.2676 -,0902
High Secondary 22640 03732 000 1528 3000
School or school
Faculty MSc or PhD 04748 04535 296  -0419 1369
Secondary 17892" 04499 000  ,0902 2676
MSc or school
PhiD High School _04748 04535 296  -1369 0419
or Faculty

*The mean difference is significant at the 0.05 level.
Source: author's research
Conclusion

It is a well-known fact that rural tourism, in an integrated systemic development with other
economic activities, can contribute to the overall social and economic development of a
country. A form of business that implies a small volume of production that can also be organic,
open spatial units, specific cultural, traditional heritage and society, and contact with nature is
a rural tourist business. Rural tourist product can be one of the main actors in the process of
revitalization of rural areas of VVojvodina. In addition, it can affect the redistribution of funds
through other economic and non-economic sectors, and the development of surrounding areas.
A rural tourism product could solve the problem of unemployment in Vojvodina and the state,
and thus affect the reduction of depopulation, which is primarily due to economic factors, ie.
unemployment of the population. The tourist product, rural tourism, is recognized as a factor in
preserving the local identity of a certain destination, preserving tradition, culture, indigenous
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production, etc. The basis of the development of rural tourism is its orientation towards global
trends and innovations, in order to remove or reduce dangers or obstacles in the development
and placement on the tourist market. This form of tourism valorizes natural values, return to
open spaces, protected environment and sustainable development.

Quality is a measure or level of meeting certain requirements and expectations of tourist
consumers. Not every requirement or expectation is fully expressed, depending on the
consumer and many other determining factors. Very often there are hidden expectations, which
refer to the human factor (behavior towards consumers, respect for deadlines, etc.). Every
interaction with people or products brings with it some hidden expectations. The fact is that
quality is viewed and interpreted differently, depending on who is the user of the service whose
quality is perceived. From the point of view of consumers of tourist services, quality is the
degree of value of a service or product that aims to meet their needs and expectations. On the
part of the service provider or seller, quality is a measure that shows how much a given product
has been placed on the tourist market, and to what extent it has managed to sell and meet
expectations. Quality is the degree or level to which services or products have traveled since
purchase and sale and how much profit they have made. Today, the achieved quality represents
the market, technical, economic, ethical and organizational segment of every business. In recent
years, the tourist market has differentiated a segment of tourists who find their motives for
travel in rural areas. Especially popular are rural areas which, in addition to their preserved
natural, also have cultural and historical autochthonous values, where tourists can satisfy
specific interests and which in their development respect the paradigm of responsible or
sustainable tourism. Today, rural tourism has become a reality, a need and a desire of most
tourists, but also a carrier of economic development in many areas. The authors of the paper
conducted a survey in several rural households in Vojvodina. The obtained results were
processed in the SPSS software, version 23.00, and a descriptive statistical analysis of the
anova, or analysis of variance, was performed. The aim was to determine the degree of quality
of services received, as well as the existence of differences in arithmetic values between
education variables and service quality. Descriptive analysis shows that the items for all three
studied dimensions were rated with an average score sufficient, with very small differences in
ratings. In general, visitors are satisfied with the services provided, although this is still not the
level of quality expected for better business in the tourism market. After the ANOVA analysis,
it is noticed that there are statistically significant differences in the values of average grades of
the categorical variable of education and quality of services. Namely, the least influence in all
answers had the respondents with high school and PhD, MSc diplomas, while the most with
college and university. This confirms the alternative hypothesis and denies the initial null
hypothesis. There are statistically significant differences in the values of the arithmetic means
of these two mentioned variables. The paper abounds in very interesting data and facts, with
current research topics in the world that have been processed so far, and therefore gained more
in its social significance. Based on the research data and the obtained results, it will be possible
to see the real state and possibilities of the quality of rural tourism development in this part of
the country. Accordingly, it is possible to conduct similar and broader research on a given topic,
and to construct strategic plans for the future development of rural tourism.
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