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IEVADS

Problemas nosadne

Tarisms Latvii dod ieerojamu ieguldumu nacioalaja ekonomik.
2008. gad ar firismu saisto pakalpojumu eksports sasniedza 380 milj. labu je
aptuveni 6% no Latvijas keja pretu un pakalpojumu eksporta apjoma (EM,
2009). Viesribas pakalpojumi veido ¢la no firisma nozares sniegtajiem
pakalpojumiem, piealajot izmitinaSanu, uzturu un afipu, tiem rakstuga
augsta saskarsmes ppk ar paretaju. Viesmlibas uaemumu paakumi liela
meéra atkafgi no piekgoSams sgjam pasivigi maingajiem apsgikliem,
konkurences Tgas, produkta viibas un kvalitatu persoalresursu
pieejanibas darba tirg

Persoalresursu kvaliite ir iz&kiroSais priekSnoteikums, grlojot uzmeémuma
darbibu ilgtermipa, jo atdariat cilvekresursuipa3bas konkurentu iga ir
praktiski neiespjami. Ja umémums dora par ilgtermha atistbu,
nepiecieSams nodrodin resursus, procesus un uzmman kas prveido
darbaspka prasmes atbilstoSiakotnes vajadibam daudzu gadu gardm
(Gratone, 2004).

Kaut af teowktiskajas diskusiis netiek apsidéta persoalresursu loma
viesmlibas pakalpojumu nodro$$anas procas toner zinatniskas atzipas
biezi palikuSas nesadziiths no valsts arisma un izdtibas pinotju,
istenotju puses. Apzinoties persairesursu noamigumu viesrilibas produkta
radiSars, zinatnieki vienlaikus uzsver valsts izgoSo lomu pinoSanas un
kontroles procesu nodro&Bari. Ari Latvijas ilgtsgjigas afistibas stragijas
pamatprincipos (2009) nadfits, ka tikai valsts akta fidzdaiba ieguldjumos
cilvekkapitala saglaBSara un politiska athiltba aktvas, konkugtspgjigas
sabiedibas veidoSannakotne var nodrosiat eventdli pieaugoSuiristu skaitu
ilgaka laika period.

Izglitiba un apraciba ir hitisks priekSnoteikumditisma atistibai valst, torer
izglittbas loma bieZzi netiek apzta un noerteta, formukjot un pknojot
tarisma politiku, un, pat ja phoSanas procescilvekresursu jadumi tiek
apzirati, istenojot tirisma politiku, tie nereti tiek ignéti (Clark, 1998).
Uzsverot, ka tieSi kvalifieti personlresursi ir tie, kas uztur ilglaigu attstibu
tarisma sektat, zinatnieki noiada, ka, formudjot priekSnoteikumus veiksigas
tarisma politikas veidoSanai, iragpziras nuzizglittbas loma persata
kvalifikacijas paaugstiasara un, tikai nodroSinot nozar nodarbiatajiem
reguiras apracibas un profesiao pilnveidi, iesgjams uztué nemaingi
augstu sniegto viesiitbas pakalpojumu kvaiiti.

Tarisma un viesiiibas izgitiba ir relaivi jauna izgitibas nozare gan Lataijj
gan vi& pasaul, ta ir strauji augoSa un ¥ili mainiga, vienlaikus vispdga un
plasu jomu spektru aptveroSa. Nav nozares ekormikdls titu \el tik dazados
veidos saista ar ciim nozaém (Edgell, 2006). Jau 2020. gaglairak nela
2/3 darbasgka his vecum virs 25 gadiem, tas nomg, ka izgitibas sistmai
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jaoriengjas uz mizizglitibas funkciim. Sobrd Latvija lielakas invesicijas ir
formalaja izglitiba, un invesiciju apjoms persaresursu atstiba darba vieis
ir salidzinoSi neliels, bet persalinesursu produktivitte pieaug sadizinoSi Eni,
un, lai Latvija sasniegtu ES nes imenim nepiecieSamo produktifit,
nepiecieSami namigi ieguldjumi stradajoSo atistba darba vieis (Latvijas
ilgtspejigas afistibas..., 2009).

Persoalresursu loma viestibas produkta nodro&iganas procas tikusi
apzirita un akcerta jau kop$S pafjusa gadsimta vidus, toeén akfvakie
petijumi un diskusijas ja@jumos par persafresursu kvaldtes un produkta
mijiedardbu pagdijas pagjus gadsimta 70.gadosidz ar strauju
aviosatiksmes izaugsmi. Analjpt Latvija veiktos g @tijumus firisma un
viesmlibas uaeémumu persofiresursu kvaldtes un nodroSiEuma jona,
jasecina, ka vairum gadjumu uzsvars ticis likts uzatisma produkta
piepraguma, piedvajuma, Grisma resursu gdjumiem. KopS Latvijas
neatkaibas atjaunoSanas izZ&litas vaifikas Latvijas iirisma produktu
attisttbas koncepcijas geonu griezum, veikti petjjumi marketinga, firisma
resursu, vides itisma, pakalpojumu kvafites jona, tonEr viesmlibas
personilresursu jadtjumi praktiski nav tikusi analiti.

Zinatniski petnieciskais darbs saibfi ar firisma jomu tiek veikts vaikas
augstskals. Liemmjas université zinatniski petnieciskais darbs norit divos
virzienos: ilgtsgjigs tirisms un vide unirisma stratgija. Petijumi par vides
tarisma probtmam un iespjamajiem risiajumiem tikusi prezeti zinatniski
praktiskajis konferengs Biznesa augstskol,Turiba” un Rzeknes augstskal
Rézeknes augstskolpetiti ar vides aizsardbu, ekolgiju un informacijas
tehnolgijam tirisma saistti jautajumi. Informacijas sisEmu menedzmenta
augstskdl zinatniski patniecisko darbuirisma veic doétaji Dr.oecV. Claizes
vadba. Latvijas Sporta pedagijas akadmija |. Zeka, |. Rudzte veikuSas
petijumus akiva tirisma jond. Latvijas Universiité zinatniski praktiskos
jautagjumus saigba ar firismu Eta do&taji M. Rozite, K. Berzipa, E. Leitis,
I. Medne u.c. J. Brencis veicisstjumu ,Tarisma izgftibas pilnveidoSanas
iesigja LU”, tarisma afistbas perspektas analigjusSi E. Leitis, G. Blunavs
u.c. Toner, ta ka Latvija netiek istenota institucionaléta un sisteratiska
profesionalas izghitibas g@tnieaba kopum (Sgja, 2009), ar petjumi
viesmlibas persaiiresursu jora padzlinati nav veikti. LLU izstadati divi
promocijas darbi: A. MuSka jrisma produkts un at kvalitate Latvijas
regionos” (2003), kur analéts tirisma produkts Latvijas geonu kontekst,
A. Zvaigzne ,Riska vatba Latvijas lauku @risma uzémumos”, analizti
Latvijas lauku trisma unémejdarbibu ietekngjoSie faktori. Dagji
persoalresursu proldmas analigjusi vierigi . Millere promocijas darb
,Darbibas procesidinaSanas uggmumos Latvijas r@onos” (2009).

Autores promocijas darbafjums veikts réionalas ekonomikas apaksSnozar
pamatojoties uz ES funkcigjosSo, ar Eiropas Parlamenta un Padomes Regulu
Nr. 1888/2005 noteikto ka@jas statistiski teritodlo vieribu Kklasifikatoru
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(NUTS). Saskaea ar So EPP klasifikatoru noteikti pieci NUTSgi@nu fmeni.

Promocijas darbpetijumi veikti NUTS-3 imen piecos pinoSanas fgonos.
Temas aktualitati nosaka &di faktori:

= glohalo politiski ekonomisko frmaipu procesu raiths probémas firisma
nozag;

= nepiecieSafiba identifi¢t  batiskakas  viesnilibas  persaiiresursu
nodrosiajuma un afisttbas prokdmas un to @onus resionu griezung,;

= disharmonijas pieaugums,aj@ sadariiba starp nozares mEMumiem;
arodizgitibas péinofajiem un nodroSiatajiem;

= nelidzsvarota viestiibas pakalpojumu kvafite Latvijas rgionos un
pagrétaju neapmieriatibas Imepa pieaugums.

Pettjuma objekts ir viesmlibas unémumi Latvijas rgionos.

Pettjuma priekSmets persoals viesmlibas upeémuna.

Promocijas darba hipoteze: sekngjot perso@lresursu kvalitavu izaugsmi un

nodroSijumu mijiedarliba ar viesnliibas unémumu ekonomisko izaugsmi

un profesioalas izgitibas @rmaigam, ir iesgjams hitiski uzlabot viesriibas

uznémumu pakalpojumu kvaliti un veicirat lidzsvarotu aistibu resionos.
Saskaa ar izvirato hipo€zi promocijas darba merkis ir izpétit viesmlibas

uzpémumu persodiresursu kvalidti un to ietekmjoSos faktorus Latvijas

regionu kontekst, identificgt galveras probémas un pieavat iesgEjamos

risinajumus.
Izvirzita merka sasniegSanai pakoti Sadi petijuma uzdevumi:

1.1zpetit perso@lresursu kvaliites teogtiskos aspektus un to lomu viesthas
pakalpojumu nodrosa$anas procés

2.Veikt viesmlibas upémgjdartibu un persailresursu kvalifikiciju
reglamentjosas tiesisks, instituciolalas un normavas kazes izértejumu.

3.Identificet un raksturot viesfiibas upemumu persofiresursu kvaliti
ietekngjoSos faktorus.

4.Analizet viesmlibas uzeémumu makroekonomiskos aditajus un
persoalresursu nodroSEumu Latvijas rgionu kontekst.

5.Raksturot @risma un viesntibas izgitibas procesus un jauno spistu
nodroSiajumu Latvijas rgionos.

6.Veikt viesmlibas upemumu persofiresursu nogrtéejumu un klasifikiciju
klasteros rgionu kontekst, nowertét to ietekmi uz sniegto pakalpojumu
kvalitati.

Petijuma metodes un metodika:

= monogtfiska jeb aprakstas metode, lai fikstu un nowertetu zimtniskas
atzipas un teorijas, interp@t iepriekS veiktos §ijumus un veidotu
secirgjumus;

= anaizes un dedukcijas metode, lai dpu atsevigus probémas elementus
un to savstamgjas sakaibas, sindzes, lai atsevi®s elementus apvienotu
vieno® sis€ma un izveidotu kofgu teoriju;

= klasteru anates metode dijuma datu apvienoSanaié@ atsevigam
pazmem;

= sakatbu noteikSana, lai piaditu petijuma izvirzito hipo€zi —
personlresursu kvaliites ietekmi pakalpojumu raghnas procas

= sociolgsisko pEtijumu metode — anke$ana ptijuma tika izmantota divos
virzienos: pirmlart, lai izpetitu viesmlibas unémumu un persafresursu
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kvantitatvos, kvalitaivos mditajus, un otrlért, lai izvertetu persoalresursu
ietekmi uz pakalpojumu kvaditi;

= ekspertu aptauja, lai noskaidrotuirisma un viesnliibas nozares
personilresursu apicibas un nodarbitibas procesos iesatst spedilistu
viedokli;

= datu statistisko #ijumu metodes — aprakstos statistika (vidjais
aritmetiskais, moda un meidtia), dinamikas rindu anak, datu grugsana un
saidzinaSana tika izmantota, lai integu aptaujas rezuita no dazdam
merka grug@m ieditos datus un veiktu to anai

= datu statistisks anaizes metodes tika pielietotasetjuma, izmantojot
statistisko datu apgles programmu SPSS.

Lai sasniegtu promocijas darb izvirzitos uzdevumus — igtitu

persoalresursu kvantitato un kvalitatvo nodroSigjumu Latvijas rgionu

viesmlibas unémumos un to ietekmi uz vieshbas pakalpojumu, tika veiktas

3 veidu aptaujasgdinaSanas un izmit@Banas uggmumos nodarbito —

vaditaju (217 respondenti) un darbinieku aptauja (440paedenti) un

viesmlibas unémumu apmeldtaju (500 respondenti) aptaujag, & intervijas

ar nozares ekspertiem un paSvald parstavjiem. Situcijas izfEtei

persoilresursu nodroSijuma viesmlibas nozar Latvija tika noteikti argjie

indikatori — nodarbiato skaita izmajas, izgttibas un kvalifilcijas praghas,

kvalificetu spedcilistu sagatavoSana nozarei un @S indikatori —

persoalresursu izgtibas imenis, darba pieredze, Ewumu [menis,

apmieriratiba ar darbu, z&Sanu un prasmju subjé@kais \ertejums, motivicija

kvalifikacijas paaugstiasanai.

Izmantotie materiali promocijas darba uzdevumu rigsanai:

= ES regulas, ghoSanas un sti&lijas dokumenti;

= LR likumi un Ministru kabineta noteikumiikojumi;

= LR Ekonomikas ministrijas un Iztfibas ministrijas, Profesiatis izglitibas
administacijas pinoSanas, stragijas dokumenti;

= Pasaules drisma organiacijas, Latvijas Tirisma afistbas genfiras,
Latvijas Viesiicu un restdnu asodicijas dati;

= statistikas dati ncEurostaf LR CSP, Nodarbitibas valsts gentiras un
citam organizcijam;

= Pasaules Ves#las organicijas, Rirtikas un veteriéra dienesta ziojumi un
vadiinijas prtikas dro¥bas jausjumos;

= Latvijas un arvalstu zimtnieku publikacijas un ptijumi, konferegu
materili, monog#fijas;

= specialigtas \ardricas, literaira, publikicijas medijos u.c. inforatijas
avoti, kas naditi literatiras sarakat

Planotas un ieditas zinatniskas novitates

1. Veikts visaptveroSs un detais viesnilibas unémumu persofiresursu
kvalitafivais un kvantitavais iz\ertgjums Latvijas rgionu griezura.

2. Pirmo reizi Latvijas irisma nozat izpetita persoala loma pakalpojumu
nodrosSinsSanas procas identificgti un sistematigti ietekmes faktori un
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izvertets nozarei sagatavotais d@kresursu potengls izghitibas iestdes
Latvijas rezsionos.

3. lzanalizta muzizglittbas politika, tostarpitisma izgttibas politika, to
reglamergjoSais tiesiskais un normighis pamats Eiropas un Latvijas
konteksi, sniegts sistematits izghtibas veidu dajums un skaidrojums.

4. Izstradata firisma nozares $ma, akcer@ot viesmlibas uneémumu
personlresursu latisko lomu, izveidota kvalitata viesnilibas pakalpojuma
defiricija.

5. lzverteta persoalresursu loma viesthbas pakalpojumu nodro$ganas
proceg, un apziati iemesli, kas ka& So procesu kvalitatu norisi.

6. Pirmo reizi noerteta viesnilibas unémumos Latvii istenoi persosla
apnicibas politika Eiropas Padomes regulu kontekst

Petfjuma tautsaimnieciskais noxrmigums

= Promocijas darbagijuma autore identifie galveras probEmas unargjos
ietekmes faktorus viesithas upemumu persofiresursu nodroSiEuma un
norada iesgjamaos risimjumus to noerSanai.

= Petijuma rezulita iegats visaptveroSs un detadts viesniltbas upemumu
makroekonomiskais raksturojumsi@nu griezura.

= Petijumu rezuliti izmantojami, izstidajot unistenojot nazizgfitibas politiku
valsts, paSvalithu un uneémumu fmen un nozaru griezum

Promocijas darba aizsivamas tezes

1.Persoalresursi ir centilie elementi viesntibas pakalpojuma nodro&sanas
proceg; to efekivai atistibai ir nepiecieSama fpiveidiga, koordigta
tarisma un izgtibas politika valst

2.Viesnilibas umémumu persofilresursu kvalitavais nodroSigjums ir
neatbilstoSs LR reglameajoSai likumdoSanai un nevierrigs Latvijas
regionos.

3.Parmainas viesrilibas spealistu darba tirgus kvantitataja un kvalitaivaja
piepraguma palartotas vaifikiem argjiem, tostarp politiskajiem, sadajiem,
tehnolgiskajiem un rgionalajiem vides faktoriem.

4.Viesnilibas spedlistu sagatavoSanas processs bveiksrigaks, ja tiks
istenota pastviga, produldva sadartba starp profesiatas izgitibas
sisemu, socilajiem partneriem un nozaresrptavjiem regionos.

5.Persoalresursu kvalidte hitiski ietekne viesmlibas produkta gydoSanas
apjomus un pastigo apmelkdtaju ipatsvaru ugémuira.

Pettjuma rezultati var tikt izmantoti

= Latvijas f@risma un viesmniibas persoilresursu aistibas stratgiskaja
planosan;

= tirisma afistibas pfinoSaa Latvijas rezionos;

= mizizghitibas afistbas pinoSaa un struktudlo, saturisko prmaipu
sagatavoSanprofesionlaja izgfitiba.
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1. PERSONALRESURSU UN VIESMILIBAS PRODUKTA
KVALIT ATES TEORETISKIE ASPEKTI

Nodga 20 lapas, 7 adli.

Nodda precizti promocijas darb izmantotie termini, to ekonomiskie
skaidrojumi, sniegts viesifibas produkta raksturojumsirisma nozares
kontekstd, izstradata irisma nozares ufilves sldma un kvalitaiva viesnilibas
produkta defifcija, analiti petijumi viesmlibas produkta un persglresursu
kvalitates jona, izverteta persoalresursu loma pakalpojuma nodraSanas
proces.

1.1. Viesnilibas produkta raksturojums tarisma nozares konteksi

Tarisma un viesitibas noza& umémejdartiba ir virdta uz pakalpojumu
nodroSiasanu, kur pamatprodukts sast no divam ddam: materila

pakalpojuma un nematel pakalpojuma. Vieshiibas produkta matéitd

pakalpojumu dias iedartha \ertsjama Kk islaidga, bet K ilglaiciga un
paliekoSa viesiiibas industrijas produkta atiek uzserta tieSi nemateglo

pakalpojumu iedafba (Kabuskins, Bondarenko, 2001). Viesbas upemumi

nodroSina dristus ar pamatvajattzam, piedivajot izmitinaSanu, edienu un
atpitu, tadgjadi tie ir poziciorgjami ka batiskakie tirisma nozares elementi.

tarists

viesmlibas pakalpojun
transportgpakalpojumi
izklaidespakalpojumi

infrastrukiira

Avots: autores veidota konstrukcija
1. att. Tarisma nozares uzlive

Skatjums uz firisma nozari no apmekhju vajadizbu viedoKa raksturo
viesmlibas upemumus & centalos elementusitisma industri (1. atels).
Divegjada viesmlibas produkta daba padara@&mgjdarkibas nozari kompliu
un saregitu, noteicoSo lomu viesiliibas nozares astiba piedvejot
personilresursu profesionatitei, kompetengm, ziraSarim un attieksmei, kas
nosaka gala pakalpojuma kvalit uzs\erusi dazdu valstu ptnieki (Harris
Michael S., Rigbert T., Clarks A. F. , Boella, Diokers, Tsang, Qu, Shurland,
u.c.). Savstarpja atkafba starp viesi un viesitbas upaémumu perso#u ir
kopgja tarisma tirgus neaemama sastvdaa.
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Vairaki autori kvalititi viesmliba trakie ka vajadzbu apmieriaSanas paipi
(Ukolovs, Mass, Bistrajakovs, 2006, Tyson, York,020Moutinho, 2002.
Kvalitate ir pakipe, kada tiek apmieriatas viesa vajadkas un ceibas,
visbitiskaka kvalitates pamme ir produkcijas spa sniegt to, ko no 1§
pakalpojuma cer sagatdapmekétajs. Apkopojot ziratnieku viedokus, autore
shiedz kvalitaiva viesnilibas produkta definiju: pakalpojumu kvalitte ir
produkta 7pa§bu kopums, ko nodroSina pémums un kas sasniedz vai
parsniedz apmektaja velmes

Pakalpojuma kvalites noerteSana viesitibas uaeémuna notiek vienlaitgi ar
pakalpojumu sniegSanas procesu, unéciska faktora mijiedariba nevar bt
standartizta, nav iespjams viesriiibas uaémumos nodroSit nevargjamu
pieredzi. Petot kritiskos aspektus pakalpojuma nodrasars, zimtnieki
V.A. Zeithaml, A. Parasuraman and L.L. Berry paga gadsimta 80. gados
izveidoja 5 galvefis pakalpojuma kvalites dimensijas (SERVQUAL), kam
jabut pakalpojuma sniegSanas pracedai rezulita apmekétajs batu
apmierirats. SERVQUALKkopS & ievieSanad988. gad lietots vaifikos simtos
petijumu un adapéts, lai izveidotu apmektaju apmieriritibas nariSanas
instrumentu izmitinSanas mnés LODGSERV un restodnu bizned
DINESERV (Bojanic & Rosen, 1994; Fu, Cho, & Par2900, Riemer &
Reichel, 2000, Stevens, Knutsons & Patton 1995ngeWong, & Qu, 2000,
Kim, McCahon & Miller, 2000; Wu, Hoover, & Williamai.c.). leprieks
mingtie zinatnieku [Etijumi viesmlibas produkta, kvalites un patrétaju
apmieriraitibas marijumu jona apstiprina persafresursus & centalos
elementus viesitibas pakalpojumu nodro&$anas procas

1.2. Personilresursu kvalitates teoftiskie aspekti

Persoalresursu nounmigums izpauzas @&sdienu ekonomisko apmainu
procesos, kurus raksturo dinamisma, #spdaudzveitba, netradicioflas
praktiskis pieejas un risijumi. Persoalresursu veidoSanos un iaftbas
tempus nosaka atseki§ individu persofga aktivitate, valsts forralas un
neformalas izglitibas modg un piedivajumi, gan vaiaki ekonomiskie, soalie
un politiskie faktori valst Petijumi par persofiresursu aistibu, tostarp
regionala skatjuma, ir veikti LLU (B. Rivza, V. Stikis, U. Rks,
M. Kriizmetra, M. PelSe u.c), LU (I. Mellsde, L. Frolova u.c.) u.c. Latvijas
augstskals. Persoalresursu kvaliti nosaka s#dajoSo darbsgas, kas
atkafigas no prasém, kas iegtas visjarigas un profesioflas izghtoSarmas
laika, un fkdzSirgjas darlibas laili iegatas profesioalas pieredzes, gan
darbinieku spju potencilla izmantoSanas, apmierinot pieauggpgiesu prabas
viesmlibas uaemumos (Diderihs, 2000)Kvalitativa servisa nodrosiSanas
proced butiskas ir ne tikai inditida iedzimis raksturapasbas, bet ardzves
laika iegatas prasmes — izgiba un kvalifikacija, pieredze.

Persoala kvalitate var tikt raksturota arar kompeter@m, kas ir persabu
raksturojosu faktoru kopums un kas nepiecieSambai,lasekrigai darba
uzdevumu izpildei. Persoala kompetences var tikt sag@tps vaiikas
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kompetedu grug@s, un viesrtiibas noza nodarbinata persoila kompetences
atbilst savstargjas paldzbas un servisa grupakam rakstuiga savstarga
palidziba, oriendcija uz klientu un servisu, éime un prasme pakalpot
(ESenvalde, 1993). Apkopojot zatmieku viedokus persogiresursu kvalites
joma, autore secina, ka viedibas jona persoalresursu kvaliti ietekne
argjas vides faktori, adi ka reglamergjosa likumdoSana un norniaie akti
valst, pasivod izglittbas sistma, starptautigs, valsts, pasvaidu atbalsta
programmas, ugmuma ndrki un straégija un iek$jie jeb subjekivie faktori,
kurus var iedat divas grugs: individa daves laila iegatas kvalitites (izgitiba
un kvalifikacija, pieredze u.c.) un iedziast kvalitites (dabiskais reakcijas un
uztveres atrums, naciSaris, apguves $as u.c.). Viesniibas nozares
darbinieku kvalitti ietekngjoSos faktorus autore apkopojusi 2&katt

Valsts

A4 4

Pasvaltbas Izglitibas iestdes

Uznémumi

Aréjie faktori Per sonilresursu
kvalitate

lek&ejie faktori

legatas kvalitates ledzimts kvalitates

Avots: autores veidota konstrukcija
2. att.Persoralresursu kvalitati ietekmejoSie faktori

Turpnekajas promocijas darba nofia persofiresursu kvaliti ietekngjoSo
faktoru sistematixija, anaize un nogrtejums veikts, balstoties uz 2. &tt.
Viesnilibas umemumu persorala sochlpsihologiskais portrets
Lidztekus tieSajiem piakumiem, kurus persatam uztiGts veikt, profesi
nepiecieSamsovaldit kopigas, specifisks un visprgjas prasmes. Jeopgas
un specifiskis prasmesvairak attieciimas uz konldto profesiju un nozari
kopunt un apgstamas racibu proces (piem., stidat ar iekartam, parzinat
édienkarti, sergt galdu), tadvisparejas prasmesvairak attiecirimas uz
individa persofgo ipa3bu atisiSanu — spju komuni@t, sadarboties ar
apmekétajiem un koEgiem, stadat grups, sgEt vadt kolekivu. Vispargjas
prasmes tiek sauktasigrar socizlo kompetenciSockla kompetence veidojas
un attstas visa cileéka miza garura (Garleja, 2006). RazoSamodarbirato
personlresursu (paaru, konditoru) prasem vaiak jabalsts uz specifiskm
prasngm, un hitiskaki ir endognie faktori, bet apkalpojas jomas
persoilresursiem noteic@S ir vismréjas prasmes un eksemgp faktoru
kopums. lzanalifjot individam nepiecieSais 1ipa3bas viesmibas
pakalpojuma nodroSiSanas proc@s autore izveidojusi 4 galvas
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personlresursu kvalidti raksturojo8s grupas: iedziras, iegitas ipa3bas,
demoggéfiskie un sodilie faktori (3. atels)

ledzimtasipa§bas: Demografiskie faktori:
= dotibas = dzimums un vecums
= darbaspjas = izskats

= inteligence = veseiba

Individa kvalitati
ietekmejoSie faktori

legutasipadbas: Socklie faktori:

= darba potenals = religiska parlieciba
= vertibas un vajadbas = tautba

= intereses = gimenes gvoklis

Avots: autores veidota konstrukcija
3. att.Persoralresursu kvalitati raksturojoSie faktori

Lidztekus jau migtajiem ietekmes faktoriemabiska ir amata pieviliba, ko
nosaka profesijas prestizs, izpildegttyas pakpe, nepiecieSafis ziraSanas un
prasmes, arpasci@a, pierakumi, iepriek$ja pieredze, izpildes veiksmes un
neveiksmes, individilas ipatribas. Viesniibas noza lielakoties nodarbiati
gados jauni cilgki, kam hitiska ir profesijas publigkpievilciba un sabiedbas
viedoklis par to. Izsfidajot izgltibas programmas uzdevumus Lielimiia, ka
viens no uzdevumiem tika apate karjeras @a spodriaSana viesitibas
industrig (Amoan, Baum, 1997Miasdienu dinamiskajlaikme#t informacijas
tehnolgiju ietekme uz ugémgjdarlbibas procesiem netiek apSaab ta&u ne
vienner tiek pietiekami nortéta no unemeju puses. Inforricijas tehnolgijas
ne tikai izmaina pakalpojumu raksturu un infaoijas apmajas atrumu, &s
ietver ar jaunus tehnolgiskos procesus un iakas, tehnolgiskas idejas,
inovacijas, jaunas z#@sanas.nformacijas tehnolgiju straup attistba izmaina
zinaSanu traldjumu firisma un aizvien vadk daAado darbasgka
pamatpraas atRirigas valsts, @s ietekng veidojas jaunas raZipt/pagretaju
attieabas, jauna dzvesveida nostiprasaris. Viesnilibas pakalpojumu
nodroSiaSanas procesu nepiecieSams @&tukopsot ar visjaudkajam
tehnolgzijam un virzieniem, un svagi, lai af darbinieku izgitoSanas process
atistis gan atbilstoSittisma dinamikai, gan izgibas videi, t&u no otras
puses — btiski, lai samaziatos jatigums pret nemigjaagm parmainam tirisma
nozat un hitu iesgjams radt stabilu vidi, kui piesaist un saglabt
darbaspku (Amoan, Vannesa, Baum, 1997, Boella, 1996)
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1.3. Personilresursu politika tarisma

Apzinoties persadiiresursu nounigumu viesriibas produkta radanas
proced, zimtnieki vienlaikus uzsver valstsatisko lomu pinoSanas un
kontroles procesu nodro&gara (Clark, 1998, Ukolovs, Mass, Bistrjakovs,
2006, Shurland, 2002)Tarisma izgitibas politika nedkst bit atrauta no
tarisma politikas valst toner vienlaiagi tai jabtt brivai no politikas, naida
S. Georgs$%. Georg no ASV. Izgitiba un apraciba ir kitisks priekSnoteikums
torisma aftistibai valst, diemzl izglitibas loma biezi netiek nesteta,
formulgjot un phnojot firisma politiku, un, pat ja phoSanas proces
cilvekresursu jad@umi tiek apzirti, 1stenojot @irisma politiku, tie tiek ignaati
(Clark, 1998).Ar1 Latvijas ilgtsgjigas afistibas straigijas pamatprincipos
(2009) noddits, ka tikai valsts akta hdzdatba ieguldjumos cilekkapitala
saglataiSars un politiska atbiltha akivas, konkugtspgjigas sabiedbas
veidoSaa nakotré var nodroSiat eventdli pieaugosSuitristu skaitu ilgka laika
periodi. Autore piekit petnieku apgalvojumiem, ka persdresursu atstibai
torisma, no vienas pusesiljut saskaotai ar fiisma aftistibas stratgijam un
planiem, no otras pusegisgko valsts mzizgfitibas programam, un valdbai

ir jauznemas gaija atbildiba, formugjot tarisma politikas unitrisma izgitibas
politikas nerkus.

Viesnilibas unémumi Latvija, tapat la citviet Eirom, kopuna ierindojami
mazo un mikrougemumu kategor§ (detali#taka infornacija promocijas
darba 3.noda), kam rakstuga augsta persainesursu izmantoSanas
intensiite. Mazo un mikrouemumu, gimenes ugémumu persoflresursu
apnaciba nav tikai Latvijas valstij rakstiga probEma. Lielbritanijas
profesionlas izgitibas frstavji uzsver, ka maz ir veikti gijumi un izdoti
raksti par apricibu un cilgkresursu atstibas vajadibam mazo ugemumu
1pasniekiem/vatajiem un vipu darbiniekiem, 8 mazk ir pétita paSusimenes
un mazo ugemumu aftistiba Anglija (Metley, 2002) Lidz ar to ir izveidojusies
situacija, ka lielo upemumu darbinieki ir izgtotaki, kvalificétaki un kvalitates
[Tmenis, ko vii var piedivat viesiem, ir auggaks — mazais uEgmums atpaliek
pakalpojumu un servisainhena nodroSiaSara. VajadZga ipaSa apmcibu
programma, kas pieejama Sairka grupai, ar elasgu studiju priekSmetu phu
un moduu saturu.

Persoalresursu pinoSanas teeétiskie pEtijumi aizekuSies jau 19. gadsimta
vidia. Nozamigako cilvekresursu politikas phoSanas teétiku, ziratnieku
atzinumi tiek plaSi izmantoti armasdienu persatresursu teorfis un
petijumos: Henrijs Fajols KHenri Fayol 1841-1925), Frederiks Teilors
(Frederick W. Taylar1856-1915), Rensis LikertR¢nsis Likert1903-198),
Duglass MakgregorsDpuglass McGregqr1906-1964), Frederiks Hercbergs
(Frederick Herzbery Uznemumos persailresursu politika tikusi nawrteta
jau kops$ pagjusa gadsimta 60. gadiem, kad, ietedjpties no Maslova un
Hercberga teorm, par Mutiskako faktoru tika at#s persofls socklaja
sisema. Roberts Bleiks un Jane Mouth letekmgu ieroci persoiia vadSanai
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izveidoja vadbas ikla slemu — konceng@joties uz persailu, vienlaikus
uzmémums koncengijas uz rezulitu. Zinatnieki no@ldija, ka auggikos
ienakumus kompnija var sasniegt, tikai oriegjbties uz darbinieku: apzinoties
personla vajadibas, izprotot atstibas dinamiku un efeiktas komandu darba
uzhives principus (Glass, 1998Attistiba ir izmahu process ar noteiktu
ievirzi, kuru uzémumos iespjams kontrot un virAt, izmantojot
personlpolitikas elementus (Vedins, 2008).

Darbaspka izmaksas viesifibas upémumos veido vienu no ligkajam
izmaksu kategordm, tadgjadi perso@lresursu politika ir neaemama
organiacijas vadbas un pinoSanas sastdda, kas sadv no vaiakiem
komponentiem: atlases, iecelSanas amapnacibas un atstibas kompnijas
un individa vajadtbu apmieriaSanai, ziASanu @rneses un izpl&anas
(Boella, 1996). Vaditajam maz mikrouzmémuna vienlaikus fipilda af
skoloja, mentora un psihologa funkcijas, liekot naticarbiniekam paSam
sawam sfgjam un iedveSot frliecibu par rezufttu.

Apkopojot iepriek§ migtos ziratnieku viedokus viesrilibas persaoila
kvalitates teogtisko aspektu jom autore secina, ka viedas
personilresursu kvaliites nodroSiaSara butiska ir idzsvarota, saskata un
koordireta valsts, paSvaidu un uzémumu darliba, ko koordia vienota
ilgtermina straggija, un persod@iresursu atbalsta politika valsts, pasSvaldun
uzpémumu imen.

2. UZNEMEJDARBIBU UN PERSOMLRESURSUS
REGLAMENT EJOSAIS TIESISKAIS UN
INSTITUCION ALAIS PAMATS

Nodda 15 lapas, 2 ad#li un 4 tabulas.
Nodda anali#ti tarisma un viesiibas upémgjdartibai un viesribas
personilresursu kvalitei saistoSie Eiropas Savibas un Latvijas ti@bu akti,
normaivie un pinoSanas dokumenti.

2.1. Tarisma nozari reglamengjoSie tiedbu akti un planoSanas dokumenti

Promocijas darb anali£tie tiegbu akti un pinoSanas dokumenti, kuri tie$
veida ietekn® viesmlibas upemegjdarbibu un nodarbifitibu nozag, klasificzti

4. atela.

Galveno normatvo aktu kopums, kuri attiecimi tieSi uz viesniibas
uzmémejdarbibu Latvija, ir neliels, jo viesttu un &dinaSanas ugemumu
dariba nav reglamegta profesionala darhiba. Ka jebkura cita veida
umeémgjdarbibas uzakSanu un atstSanu Latvii, to regué uz LR
uzemgjdarbibu attiecimmo likumu un normavo aktu kopums,até] turpnak

promocijas dar sniegtad likumdoSanas aktuapskat un anaize tiks iz\ertets

tikai tarisma nozari, Prtikas apriti un persaesursu  kvaliti

reglamergjoSais tiesiskais pamats.
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Eiropas Savienbas likumdoSanas akti

Tarisma nozari Persoalresursu kvaliiti
reglamergjosie reglamentjoSie

4

Latvijas Republikas likumdoSanas akti

Tarisma un viesntibas uagmgejdarbibu Persoalresursu kvaliti
reglamergjoSie reglamergjoSie

Uzpémejdarhkibu
reglamengjoSie

Tarisma nozari
reglamengjoSie

Partikas apriti
reglamengjoSie

Viesmlibas
persoila
kvalifik aciju

Arodapnacibu
uzgeémMumos
reglamergjosie

reglamergjosie

Avots: autores apkopota un veidota konstrukcia IpR un ES tigbu aktiem

4. att.Uzpemejdarb 1bai un persoralresursu nodroSimajumam saistoSie
starptautiskie un LR tiesiskie un normativie dokumenti

Latvija ir pilntiedga Pasaules ifisma organiacijas locekle, un likums ,Par
Pasaules irisma organiacijas staitiem” (2003) nosaka, ka Latvija ir
pienémusi un akcepfusi PTO staitus un turpraka dartiba tiek organigta
saskaa ar Siem stditiem. Izstadajot tirisma nozares phoSanas dokumentus
Latvija, saistoSas ir ES starptautiskkonvencijas, tieébu akti un starpvaithu
un starpresoruigumi. Nemot \era tarisma lielo lomu ES ekonomik Eiropas
Komisija 2006. gasl piegema dokumentu ,4jojums par atjaun@to ES
tarisma politiku — veidojot sgrigaku Eiropas drisma partnatbu attstibu”,
kura galvenais &rkis ir uzlabot Eiropasitisma nozares konkespsju un radt
vairak darbavietu, veicinotatisma notuigu izaugsmi Eirop un pasauw.
Projekts Padomes secifjumiem par atjauniatu ES #&risma politiku aicina
dafibvalstisipaSu uzmaibu piewerst persoalresursu uzlaboSanai, izmantojot
apnacibas un kvalifikcijas pilnveides pagkumus, ilakizglitibu; Ec iesgjas
pilnveértigak izmantot Eiropas finanSu instrumentus, kas piegjar firismu
saisttiem projektiem (Atjauniata ES firisma politika, 2006) Noturigas un
konkuetspzjigas Eiropas drisma nozares programmg007), aicina atrast
[1dzsvaru starpatisma galarérku pasivigu atistibu un vides aizsar@lzu, no
vienas puses, un konkispejigas ekonomisls darbbas aftisttbu, no otras
puses.

Latvija likumu un normavo aktu praghas, kas attiecimas tieSi uzirisma
nozari, tostarp viesitibas uaémgjdarbibu, ir defirttas viefigaja nozares
likuma — Tarisma likuna (1998), kadr saistoSs visiematisma pakalpojumu
shiedZjiem valsi. Likuma ieklautas tiegu normas, kas izriet no Eiropas
Padomes 1990. gada 18nija direkivas 90/314/EEC. Likumdefirgta irisma
politika, is nmerki un uzdevumi,istenoSanas veidi un valds kompetences,
tostarp & viens no uzdevumiem likuma 3.1. puhkhingts ,veicirat sniegto
tarisma pakalpojumu kvafites un @risma noza stradajoSo kvalifikacijas
paaugstiasanu”. Likums nenosakgasas prabas unémejdarbibas uzakSanai
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un atistiSanai viesmiibas unémumiem. Vaigki MK noteikumi, kas
reglament tarisma jomu (MK not. Nr. 943, MK not. Nr. 226, MK tid\r. 67
MK not. Nr.1017) nosakatutisma pakalpojumu sniedm registreSanos,
informacijas pararvalstu firistiem ievakSanu, kompleksaitisma pakalpojuma
istenoSanu u.c. ifisma politiku regd aif LR tiegbu akti, kas attiecas uz
atiistbas péinoSanu, resursu izmantoSanu un vides aizgaugdz
uzmémejdarbibu, nodokiem, vizam, pa€rétaju tiegbu aizsardibu, atbilsibas
NoVErtéSanu u.c. jorm.
Planojot tirisma afistibu, Latvijai ir saistoSi Eiropas Komisijas tibg akti un
atfisttbas programmas. Latgitirisma nozares phoSanas dokumenti tiek dal
istermpa un vidja termhpa pknoSanas dokumentos.idz 2009. gada
4. ceturksnim jopram nav pabeigts darbs pieskamo periodu pinoSanas
dokumentd_atvijas Tirisma atistbas pamatnogtines 2009.—2015. gadam.
Lidz ar to 2009.gad joprojam sgka ir Latvijas Tarisma atistbas
pamatnosidnes 2004.—2008. gada(EM, 2009). Btad arf Latvijas Tirisma
attistbas iicibas plins 2009.-2010. gada2009. gada beig el nav aktals.
Latvijas Tarisma atistbas i#cibas phna projeké 2009.—2015. gadam
persoilresursu atstibai kitiski pagikumi un aktiviites netiek gnotas, kaut
afn Pasaulesitisma organiacijas m@rstavji ka vienu no instrumentiem, lai
parvarctu pasaules ekonomigk kizes sekas, vaikkart uzserusi efekivas
personalvadibas un ap@cibas lomu (Carvao S., 2009).
Tarisma afistibas valsts politikasistenoSanu Latvj nodroSina Tirisma
attistibas valsts genfiras (TAVA). TAVA darlibas nodroSi@sanai ir izstidata
Tarisma atistbas valsts gentiras darlibas straggija 2007.—2009. gadankur
[1dztekus citiem uzdevumiem 14.4. punhktparedzts uzlabot drisma
pakalpojuma kvalitti, jo veiktapa stiproN\ajo puSu anake secints, ka kagjosi
faktori Latvijas firisma aftstibai ir:
= nepietieckamas ttisma nozares darbinieku né&mgjdartibas, vaibas,
informacijas, tehnolgiju un persoalvadibas un sveSvalodu a$anas;
= zema Latvijasitrisma unémumu darba piexvajuma konkugtspsja ar esoso
darba pieavajumuarzents;
= kvalificétu tarisma nozares darbinieku aigphna no Latvijas;
= zema ftirisma produkta konk@tsggja, ko rada ar nepietiekama tirisma
pakalpojumu un persala kvalitate.
Stratgija noradits, ka straujaisitisma pakalpojumu pieprgsma pieaugums ir
izraigjis tarisma pakalpojuma kvalites samazéiSanos, un, neveicot
paskumus & papaaugstiiBanai, paav risks pasliktiaties Latvijas tirisma
telam kopuna (TAVA, 2007). Tomer, izvertejot straggija planotos un daribas
period reali£tos pasdkumus persadiresursu kvaliites pilnveides jom autore
secina, ka ghveidigu un nrktiecigu firisma nozares dadnieku izgitoSanu
Turisma aftstibas valsts genfira straggijas realizcijas period nav veikusi.
Lidztekus Dartbas stragijai tika izstadata af Tarisma atistbas valsts
agentiras miarketinga straggija 2006.—2010. gadamkur no#diti TAVA
galvenie stragiskie nerki un uzdevumi to sasniegSanai, unasajratgija
23



nepafdas aktiviites saigba ar persoalresursu kvaliites paaugsti@sanu
(TAVA, 2006).

2.2. Rartikas apriti reglamentgjosi likumi un normativie akti

Latvija kopS 1992. gada ir FAGF¢od and Agriculture Organization of the
United Nation}y dalibvalsts un sgem af Codex Alimentariuskomisijas
izstradatos standartus un rekomeieias. Latvija ir unemusies starptautigk
saistbas un piekritusi, ka valsts tibs akti tiks piedgoti ES tiethu aktiem.

LR Partikas aprites uzraudbas likums noteic, ka prtikas apriti
reglamergjoSie likumi un normavie akti ir saistoSi viam partikas apri¢
iesaisttajam persoam, defirgjot, kapartikas apriteir visas darkbas ar prtiku
no fas ieguvesitlz pa€ripam. Tadgjadi ikvienam viesriiibas upemumam,
nodroSinot viesimédinaSanas pakalpojumus, ir saistoSi likumi un nofmet
akti, kas reg@d partikas apriti. To prabas ir \&rstas uz higinas normu
ieveroSanu prtikas umémumos, & aif uz produkcijas standartu un olalig
nekaitguma prafu saskaoSanu.

KopsS Latvijas iestSaris ES Latvijai ir saistoSa Eiropas Parlamenta un
PadomesRegula (EK) Nr. 178/200Xura paredz vispigus partikas aprites
tiesbu aktu principus. Viena no rioeigakajam reguim, kuras prabas ir
saistoSasdinaSanas uggmumiem, ir 2004. gada 29. @prpiepem& Regula
(EK) Nr. 852/2004 par grtikas produktu higinu. Regula nosaka:
= partikas nekailgumu nodroSiaSanas pamatprincipus;
= kontroles proceitas frtikas apri€ iesaisito atbilstbas uzraudbai;
= partikas nekaiilguma procetras balstas uz HACCP principiem;
= partikas nekailguma sistmas izveides principus.

Kaut af regulas prabas ir elaggas un var tikt piearotas atgirigi mazajiem
un mikrouzZi@mumiem, tordr Latvija nav nodroSiata normatva baze, kas
lautu piengrot Sos elasgos regulas nosgamus atkaiba no uzémuma veida
un lieluma. idztekus miatajam reguéim viesmlibas uaémumiem ir saistosas
ar citas ES regulas produktu razoSanaitikas nekaiiguma nodroSi#sanai.

EdinaSanas pakalpojumu nodro&anai viens no galvenajiem LR likumiem
ir Partikas aprites uzraudbas likuns. Likuma nerkis ir nodroSiat kvalitatvas
un cilveka davibai un videi nekaigjas frtikas apriti, nogrsot risku, veicinot
tirdzniedbu un aizsargjot pa€rétaju intereses (&tikas aprites..., 1998). No
Partikas aprites likuma izriet vaiki MK noteikumi, kas nosaka procads, kas
veicamas ganantikas uzémumiem, gan uzrautizas iestdem.

2.3. Viesnilibas umémumu persorala kvalifik aciju
reglamentjosa likumdoSana
Latvijas likumdoSam ipaSas prabas viesiiibas upémumos nodarbito
kvalifikacijai attiecirimas tikai uz persatu, kas iesaists kada no partikas
aprites posmiem — raZodartirdzniedba vai sagds. EdinaSanas uggmumos,
tostarp viesttas, athilstosi veicamajiem darba pikomiem ir nepiecieSams
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noteikts profesioflas kvalifikacijas Emenis, ko apliecina konéts
profesionlas izghtibas dokuments (MK noteikumi Nr. 409, 2005).

Mingtajos MK noteikumos nadits, ka, ja darbinieks wZmuma iepem amatu
athilstoSi 4. un 5. profesiatis kvalifikacijas fmenim, tam ir nepiecieSama
profesionla izglittba m@rtikas noza& Toner, analifjot MK noteikumus
Nr. 409 saigba ar citu likumdoSanu (LR likumiem, MK noteikumieng,S
reguim) un paSreigo sitlaciju darba tir@, noverojamas vaikas neatbilsbas
un pretrunas (5. &fk). Mingtas neatbilsbas un pretrunas detatak analiztas
talak.

MK not. Nr. 213 ES regula ,Par grtikas
.Par amatiem” higienu”

VIESMILIBAS
UZNEMUMU ©0000000000000000000000000 0

ecccooc
eeccccce

eecccccccccccccccccccccccoe

PERSONALRESURSI

&
MK not. Nr. 409 ,Par prtikas
aprit nodarbiato personu
kvalifikaciju”

Likums ,Par
amatnietbu”

eecccccce
woececcceod

Avots: autores konstrukcija

5. att.Pretrunas viesmlibas umeémumu persoralresursu kvalifik aciju

reglamentjoSaja likumdosana

Pretrunas padt starp MK noteikumiem Nr. 409 un ES regjl Par partikas
higienu un starp MK noteikumiem Nr. 409 un likunRar amatnietbu, un MK
noteikumos Nr. 213ar amatiem Tapat pnorada, ka pretrunas past starp
MK noteikumiem Nr. 409 un &o sitlaciju Latvijas darba tirg.
Saskaa ar Profesioalas izgiitibas likumuprofesioralas kvalifikicijas limenis
ir teortiska un praktisk sagatavaba, kas dod iesju veikt noteiktai
saregitibas un atbiltbas pakpei atbilstoSu darbu. Analijpt MK noteikumus
Nr. 409, redzams, ka para, konditora darba pigkumi un atbildba atbilst
3.vai 4. kvalifilacijas Emenim, bet Sefpava un/vai vattaja—
4. kvalifikacijas kmenim. Miretajos noteikumos nadits, ka, ja darbinieks
ienem amatu atbilstoSi 4. un 5. kvaliiitdijas Emenim, tam ir nepiecieSama
profesionla izglitiba m@rtikas nozak. No @ izriet, ka Sefpadra, padra
ienemamie amati athilst reglamétai profesioalai dartibai. Minimalas
pragbas reglameato profesigm nosaka likums Par reglamenitajam
profesim un profesiodlas kvalifikicijas atZSanu Toner Sajos sarakstos nav
atrodamas dafbas saigba ar édinaSanas pakalpojumiem un pau, konditoru
profesigm.
Minétie MK noteikumi disharmoh af ar visg@réjam &dinaSanas uzemumu
attistibas tenderwn pasau. Citviet Eiro@ ir safdzinoSi vienlarSi atwert
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edinaSanas ugemumu, & ir iesggja uzsikt uzmeémejdarkibu jebkura vecuma
uzmemgejam bez lieliem kapilieguldijumiem, bez attigigas kvalifikacijas un
diploma. Lai at@rtu edinaSanas ugemumu, tiethu akti nosaka viagi obligato
higienas pamatu apiuibu (Meriot, 2000).
Pec MK not. Nr. 409 pieemSanas, nozares sgisti paudusi viedokli arpar
pasivoSapm pretru@m starp midtajiem noteikumiem un ES reguoh.
Latvijai, tapat ka citam ES dabvalsim, saistoSa ir Eiropas Parlamenta un
Padomes Regula (EK) Nr.852/2004 (2004. gada 2digpPar partikas
produktu higénu, tomer ES regula nosaka, kaanpkas aprit iesaisttie
darbinieki ie¥ro visas dabvalsts tiebu aktu pragas, kas attiecas uzrtkas
nozags sthdajoSu personu apicibas vai izgitibas programam. Tadgjadi
formali MK noteikumi Nr. 409 nav pretrunar ES likumdoSanas pifasm.
Tomer ddgji varetu piekrist, ka prspijumi, kas noteikti MK noteikumos, ir
pretrura ar sitdiciju, kada Sobid verojama Latvijas darba tirgus nozar

Pawars un konditors ir profesijas, kas tiek uzstat par amatni@ou, noadits
likuma Par amatnietbu un MK not. Nr. 213Par amatiem.No mirgtajiem
noteikumiem izriet, ka darba u#$ana vai pakalpojumu sniegSana
amatnietbas profesiis praktiski ir nereglamegta. Iz\ertgjot likumu Par
amatnie¢bu un MK not. Nr. 213, tiek sediits, ka pagiv pretrunas starp MK
not. Nr. 409 un iepriekS méto likumu, defirgjot pavara, konditora profesijas
un pakalpojumu sniegSanu, kasa kamatniethas profesijas netiek
reglamernttas.
Pretrunas pa®t af saistba ar izgitibas programam — lielako ddu no
Latvijas izgitibas program@m, kas neattiecas uz aug@igi izglhitibu, var
uzskatt parreglamenégto izgktibu, jo tas vai nu apstiprina attiggas ministrijas,
vai aff to saturu nosaka ofidi izglitibas standarti. iSituacija rada prot@mas
profesionlo kvalifikaciju atzSanai Eiropas kontekistle factotam profesigm,
kas formali nebitu uzskaimas par reglamegtim. Ta ka pretrungs ir
jautagjums parédinaSanas ugemgjdarhiba iesaisito profesiju statusu, naviar
skaidrs, & paredzts nodroSiat cita ES daibvalst &dinaSanas jora iegito
profesionlo kvalifikaciju ataSanu Latvij un vai hitu japienero de factovai de
iure profesionla ata5ana.

2.4. Arodapmacibu uzpémumos reglamentgjosSie tiesiskie akti

Ar 2005. gada septembri ¥isEiropas Savieiha stjusies spka Eiropas
Parlamenta un Padomes Regula (EK) Nr. 1552/ 5statistiku, kas attiecas
uz arodmacibam uzemumosLidz 2010. gadam ES d@am raditajam attiedba
uz pieddlSanos mzizghtiba vajad&tu biat vismaz 12.5% pieauguSo
darbspgjiga vecuna. Vairakas Eiropas Parlamenta un Padomes Regulas ((EK)
Nr. 452/2008, Nr. 322/97 (17.02.1997.), (EK) Nr818006 (2006)) nada, ka
apsekojama un gdkinama statistisk informacija par arodracibu uzgémumos,
kas Kopienas imen ir batiska, lai izstidatu izghitibas un mzizgltibas
straggijas un uzrauditu to istenoSanas gaitu. Latvijas viedimas upemumos
istenois persodla apnacibu politikas noertgjums Ec Padomes Redul
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Nr. 1552/2005 izsadatajiem nuzizglitibas no@rteSanas kririjiem, izmantojot
autores ptijjuma datus, atspodpts promocijas darba 5. ndda

Latvijas viesritbas unémumos persailresursu aprcibu un kvalifikaciju
atbilstbu Eiropas Padomes Regulu un Latvijas Republikasniu pragou
normam uzrauga un kontrélvalsts arvaldes iestdes. Tietbu aktos noteilds
obligatas persoalresursu aprcibas jomas ir saigds ar prtikas drofbu,
ugunsdrobu un darba aizsarttu. Visam viesniibas upémuma persoilam
ir jaiziet instrukiza ugunsdraba un darba draba, partikas aprit
iesaisttajiem reizi divos gadosipoklaugs minimalais higenas kurss frtikas
apritt. Uzmeémuma vattajam vai atbildgajai personai atk&a no uzémuma
lieluma — profesioalas pilnveides programma (PPPjriikas nekaitgurrs,
PPP ugunsdra8as (vai vismaz 20 stundu kurss) un PPP darbardilsas
joma.

3. VIESMILIBAS UZNEMUMU RAKSTUROJUMS
TURISMA NOZARES KONTEKST A

Nodga 26 lapas, 11 a#li un 16 tabulas.

Nodda tiek veikta viesrmiibas unémumu darfibas un atstibas makro-
ekonomisks situicijas izfEte, lai veidotos #ize persofresursu kvalites
jautagjumu risiraSanai. Promocijas darbagtpieabas uzdevumu risi$anai
autore izelgjas fidus Aditajus: umeémumu pieauguma dinamika; pieviei®t
vértibas dinamika; persahlesursu izmaksas; kvariié u.c.

3.1. Tarisma nozares, viesniibas umemumu makroekonomiska attistiba

Viesmlibas upemumu makroekonomigkattistiba ir palirtota tirisma nozares
izaugsmes tempiem Eirdpun pasa@ Saskaa ar Pasaules ifFisma
organiacijas (PTO) datiemiarisma industrija Sofid pretend uz vienu no
vadoSajm vieam pasaules liako industriju vidi, veidojot 7% no kofja
pasaules eksporta. Pairisma straujo aistibu liecina af darba vietu skaita
pieaugums: Laika posinno 2003.idz 2007. gadam tas Eimpvidgji
palielimjies par 21.7%, bet nozares pievienetrtiba nerama 163 triljonos
eiro (UNWTO, 2008). Tirisms pasa@él 2008. gad veidojis visliehko darba
vietu skaitu (183 milj.) — katru 10. darba vietasaut, un tas tiek uzskas
par nozari, kuras a#fiba hitiski ietekn® vairaku citu ar to saisto nozaru un
I1dz ar to arvisas tautsaimnig&oas afistbu, ka af tas ir svaigs resionalas un
socilas atistibas faktors. Lai gan ilglaiga perspekliva tirismam, izértgjot
PTO prognozes, ir paredzama ndgar un sarmra strauja izaugsme Visos
pasaules rgonos, tondr 2008. gada pasaules banku un ekonoiniskze
nopietni sirusi af tirisma un viesniibas sektora atifibu.

Latvija tirisma nozare ir viena natrak augoSam nozaém. Lidz 2008. gada
vidum firismu Latvig raksturo straujSarvalstu ftiristu skaita pieaugums,
vidgjais arvalstu tiristu pieaugums no 2002dz 2008. gadam bijis 16.1% gad
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Strauji pieaudzis arviesncas un ciis naktsminés apkalpoto viesu skaits —
kop$ 2002. gada vl par 15.4% (1. tabula).

1. tabula
Arvalstu taristu skaits Latvij a no 2002.1dz 2008. gadam
Arvalstu taristi Uztur eSaras izmitinaSanas nitnes
Gads Taristu skaits, lkgadzjas Viesu skaits, | lkgadgjas izmaipas,
tikst. ciheki izmaias, % takst. ciheki %
2002 2273 - 666 -
2003 2470 8.7 769 15.4
2004 3033 22.8 901 17.2
2005 3774 24.4 1155 28.2
2006 4645 23.1 1330 15.15
2007 5236 12.7 1487 11.8
2008 5498 5.0 1 556 6.64
Vidgji - 161 - 154

Avots: @tijuma autores agiini, izmantojot PVD, CSP datus

Kaut af pedgjos gadositrisma notikusi strauja aistiba visos rgionos, tonar
nozag kopuna verojams liels jutgums pret ekonomisko, politisko un sdoi
procesu nori@m valsts un pasaulesénoda. Inflacijai pedejos gados bijusi liela
ietekme uz viesieu pakalpojumu cenu pieaugumiem. Strauji pieaigEiasSa
pagrinpa pr&u cenas 2008. gadaakeima pasau bija augsikas kop$
1990. gadu beign. (PTO, 2008). 1dz 2008. gadaakumam Latvii un cigs
Baltijas valsts bija verojams liels darbagfa trukums, kas bija saigé ar zemo
darba samaksu nozawun straujo darbasga migaciju (CSP, 2009). Kop$
2008. gada 3. ceturkd Latvija, lidzgi ka citas ES valgs, notiek strauja
viesncas un restamos nodarbifto atlaiSana. Darba mekiiju skaits pret hiwo
darba vietu skaitu veido attibei 1:10, K& liecina NVA dati (NVA, 2009), un
darba tirgus ir proriengjies no darbapéméja uz darba deju. Vaditaji
turpnak arvien lieiku uzmambu pieersis darba efektivitei, persoala
kvalifikacijai un &s paaugsti#Banai, lai darba procesu patiarprodukivaku
un kvalitatvaku pieaugoss konkurences apgios

3.2. Viesnilibas umeémumu ekonomiskais raksturojums Latvijas regionos

Viesricu un restdnu pievienais \ertibasipatsvaram tautsaimnig@s nozaru
strukiira nowerojams stabils ikgagls pieaugums, kopS 2002. gada sgpi
gados pieaugot no 1.2%dz 1.6%. Strauji izaugsmes tempi bijusit ar
pievienotai ertibai uz vienu skdajoSo, sasniedzot 8.4% pieaugumu §jid
tautsaimnietha 7.3%) jeb faktiskajs ceras Ls 12 390 uz vienu afiajoSo.
2008. gada beiig Latvija bija 491 izmitimSanas mines, t.sk. 256 a&dinaSanas
pakalpojumus sniedzoSiem g&numiem, un 3902 atida tipa edinaSanas
uznpeémumi — kopuna 4393 viesitiibas uneémumi (2. tabula).
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2. tabula
Viesnilibas umemumu tikls Latvijas regionos 2008. gaal

Viesricas, viesu njas Edln_asangs Kopa
uzpémumi
Regions skaits % no skaits, t.sk. ar
kond kopgja edingSanas skaits % skaits %
opa : - .

skaita uzzemumiem
Riga 118 24.0 44 2006 51.4 2124 48.3
Pieiiga 127 25.9 53 691 17.7 818 186
Vidzeme 64 13.0 58 254 6.5 319 7.2
Zemgale 36 7.3 7 256 6.6 292 6.6
Kurzeme 96 19.5 54 389 10.0 484 1110
Latgale 50 10.2 49 306 7.8 356 8.p
Kopa 491 100 256 3902 100 4393 100

Avots: @tijluma autores agiini, izmantojot PVD, CSP datus

Puse no viesu izmita$anas mném ir koncentétas Rga un Rgas régiona
(49.9%), ar edinaSanas uggmumu liebkkais piedvajums ir Rgas rgiona
(69.1%), karar pargjos resionos to ipatsvars ir no 6.5%1dz 10.0%.
Viesnilibas uaémuma koncenficija Rigas rgiona \ertgjama kK
likumsakartga, jo ir atbilstoSa iedweotaju un iebraukuSoitistu skaitamlai ai
nozares ugmumu dinamiku ietekm ied4votaju un firistu piepragums,
tomer ta liela mera atkafga atf no komersantuames uzgkt uzémejdarkibu
Sap joma. Lielaka uznemgju aktivitate ir Rigas pil§ta un Piefgas rgiona, kur
ekonomiski akivo umemumu skaits uz 1000 ietdotajiem sasniedz attiggi
68 un 49 ugeémumus.
Péc CSP datiem 2007. gad.atvija 87.8% unémumu ir mikrounémumi,
kuros nodarbifito skaits nefirsniedz 9 cilekus un gada apgrgams ir vierads
vai mazks ar 1.4 milj. latu (CSP, 2009) aHiecina autores veiktiegjumi, af
viesmlibas uneémumi visbieZk ir mikroumemumi, kur nodarbiati 8 cilveki
un apgrogums ir vickji Ls 145 000 gaal
Saskaa ar misdienu vatbanas teoriju, optiats darbinieku skaits elemeini
darba kolekwa athilst mazo grupu formulai 7 + 2, citagvaldes psiholgijas
eksperti uzskata, ka optifais darbinieku skaits ir 12. Kolaks ar liekiku
darbinieku skaitu ir gitak vadims, bet kolekt/a ar mazku nodarbiato skaitu
biezzk rodas konfliktsitacijas (Vedins, 2008). Toén viesmlibas
mikrouzpemumos nelielais darbinieku skaits sajieto vadbu, jo uzmeémumu
struktuiila komplicgtiba un likumdoSanas aktos noteikto Mioas bivums
apgmtina daudzo piegkumu sadali starp nedaudzajiem p&muma
darbiniekiem. 2007. gad_atvija viesncu un rest@anu nozag tika nodarbiati
2.7% no Latvijas darbsjigo iedavotaju skaita jeb 31 000 iedmtaji vairak
neka 4000 unémumos, no kuriem gardr puse ir Rga. Laika period no
2002. gada nodarkito skaits palieliajies no 24 tkst. lidz 31 fikst.
Dati liecina, ka nodarbitto skaits noza; lidztekus ugemumu skaitam, ir bijis
ikgackji pastivigi augoss un vigli gada tas palieligjies par 5.4% jeb 1500—
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1600 cilekiem. Riga nodarbiati ir 65% no visiem viesfitbas jom
nodarbiratajiem. Rirgjos rezionos nodarbiato skaits s@rstis no 1500 1dz
2700 regiona (6. atels).

2737 1710

20701

Riga EPiefiga 0OVidzeme B Zemgale @ Kurzeme 0O Latgale

Avots: CSP, @tijuma dati, autores konstrukcija

6. att.Viesnilibas umeémumos nodarbinato skaits Latvijas

regionos, 2007. gaal

Sakot ar 2008. gadu nodarhio skaitu viestcas un restamnos CSP uzskaita
kopa ar tirdznietha nodarbiatajiem, ®dgjadi predzi noteikt noza¥
nodarbirato dinamiku kopS 2007. gada nav iggms, tomdr, nemot \era
taristu skaita un viestiibas upémumu pieaugumu, autore uzskata, ka ar
nodarbirato skaitamidz 2008. gada 4. ceturksnim bijis pieaugums.

Riga nodarbinti ir 65% no visiem viesifiibas jom nodarbiatajiem. Firgjos
regionos nodarbifito skaits sgrstas no 15001z 2700 rgiona. Nozares vidja
alga veido tikai apgram 60% no vidjas algas tautsaimnigaa, kas ir zerak
atalgot darhibas joma (7. adts)
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Avots: CSP, autores konstrukcija
7. att.Vid€ja neto neneSalga Latvija no 2002.1dz 2008. gadam

Izmaksu samaziijums, kas bal#ts tikai uz stidajoSo algu samaziijumu, rada
rezuléitu, kads \erojams nozar — kvalificéta persoala trikumu, bieza kadru
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mairiba. Latvijas darba deju piedavatais atalgojums viesou un restanu
noza€ nav konkugtspejigs ne tikai ES, bet amlatvijas kontekst Pie &da
atalgojuma imepa nav iespjams piesaist kvalificétu darbaspku, tapec
nozares uggmumos Latvifi nereti aizstj pamatdarb stradajoSos ar sezonas
darbiniekiem un praktikantiem. Tusklpec Latvijas iesiSaris ES ir raduSies
lab\eligi nosa@umi darbaspka bivai kusibai starp ES d#dvalsim, ko
izmanto arf specilisti ar kvalifikaciju viesmlibas joma. Piengram, Irija, uz
kuru visbiezk dodas labka atalgojuma me&umos, mininala darba alga no
2007. gada 1. jamva ir EUR 1403 (Ls 986) (Eurostat, 200Tpasi kritiska
situacija darba algas izmaks \€rojamas réionos, K liecina CSP inforracija,
vidgja meneSa bruto darba samaksa Latgalgtora laika posm no 2005. gada
I1dz 2008. gadam bijusi gandrdivas reizes maka nelk Riga. Ari pargjos
Latvijas rezsionos atalgojums idiski atkiras no vi&jas neneSa bruto darba
samaksas 1§a un Rgas rgiona.

3.3. Viesnillibas umeémumu kvalitativais raksturojums

Lidztekus likumiem un norn@gjiem aktiem, kas regul viesmlibas
uzmeémgjdarbibu, Latvijas viesttu un restainu asodicija izstadajusi Viesricu
kvalitztes atbilstbas novrtéeSanas standartyskas nosaka viestu un citu
izmitinaSanas mnu kategorijas. Kvalitates atbilstbas noertgjums ir
brivpratigs process, ko veic Viemu un restainu centrs un kura rezats viesu
izmitinaSanas un apkalpoSanagtme saem noteiktas kategorijas atbilshs
sertifikatu. ApsekoSanas komisija veic viesu izmifianas un apkalpoSanas
mitnes apsekoSanu atbilstoSi valsts standartu LVS12@1:2004, LVS 200-
2+A1:2004, LVS 200-3+A1:2004, LVS 200-5:2000, LVVE026:2000 prakam
(LVRA, 2008). Latvia pavisam uz 2008. gadu ir sertifia 181 viestta, 137
nesertifictas (CSP, 2008). Visvai tiek sertifictas 3 zvaig#u viesncas, no
kuram Riga atrodas 11, ggonos 65. KopS 2006. gada augusta Latvija
ieklavusies vienat Ziemdvalstu—Baltijas viesicu klasifikacijas sistma. Kaut
an sertificcSanas procaga paredzts nowrtet pilnu pakalpojuma spektru,
tomer praktiski tiek \ertets tikai materlais viesiicas produktu piedvajums, lai
nowertetu nematetila pakalpojuma kvalitti, viesrncu sertifi€¢Sanas komisijai
butu jaapseko ugeémums Kk nezimtmajam viesimKaut ar brivpratiga Latvijas
viesncu kvalifites \ErtéSanas si§ta ir paakusi atpazstambu Latvijas un
arvalstu firistu vidi un \ertgjama K objekiva un atbilstoSa citviet pasaul
shiegto viesriibas upémumu pakalpojumu kategaiip, toner Latvija
arvalstu fristu vidi 2007.gad veikta aptauja par Latvijas ttisma
pakalpojumu cenas un produkta athilst pafdija, ka tikai puse no visiem
respondentiem raksturo ta kabu (TAVA, 2007).

3.4. Viesnlibas umemumu argjas vides raksturojums

Pamatojoties uz ieprieffds noddas veikto firisma nozares tiesisg,
institucioralas un normavas kizes izértejumu, firisma, tostarp viesitibas
uzmémejdarkibas afistibas tendefu izvertejumu Latvija un pasaules kontelast
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ka an viesmlibas uaémumu un
PEST anari, autore veikusirgjas vides faktoru iz&rteSanu.

persaresursu raksturojumu, interpegit

Pozitivie faktori

Negativie faktori

Ekonomiska vide

strauja  trisma  afistiba
nakotne

persomlresursu kvalites
pieaugums

pieaugoSa pievientertiba

Tiesiska vide

bezvzu reims
pievienoSaas
[igumam
prioritate firisma atistibai
atseviku pasvalibu atbalsts

Sengena

darbaspka mainbas

samaziasaris

Tehn
elastga [arvaldes strukira
strauja tehnolgiju attisiba
strauja IT afistiba

Dabas un kultiirvide

mazs apdwotibas bivums
merenais klimats

bagita un maz prveidot
daba

kultarvesturiskais mantojums
arhitektiras mantojums
tradicijas un naciodlie s\etki

= thristu skaita samazijums
= zemais valsts finaRpims pirktsgjas
samaziasaras

pastiprirata darbinieku atlaiSana
zema darba samaksa

nelab\&liga kredi€Sanas politika
kompliceta ES fondu administéana

= darbaspka migiacija
birokratiskas procetras izam

D.

specifiskas kvalifigcijas prathas
normatvo aktu pragu blivums
mairiga, nestabila likumdo3ana
= PVN likmes paaugsti$ana

Socala vide

= darbinieku migicija

= iedavotaju pagrina strukfiras
izmainas

= zems profesijas prestizs

= jauno spedilistu neatbilstba tirgum
ologiska vide

= v3j$ valsts tla marketings

= pakalpojumuimena samaziasaras

= augsts nematala  pakalpojuma

ipatsvars
= smagi darba apsili
» nesabalar&as investijas

» nesalrtota infrastrukira
= neprognogjami laika apstkli
= piesirpotas upes, mezi

= vietgjo iedZvotaju negaitvisms
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Lai nowertetu apkirtejas vides un viesiffibas unémumu persciiresursu
savstarpjo mijiedarlibu, autore promocijas darbveikusi anabi izmantojot
M. Portera piecu konkurencesékp modeli. Jaunu tehnaglgu un produktu
ievieSana uggmumos, atpastamu Imolu ierikSana tir@, strauja inforracijas
tehnolgiju atistiba, pir€ju daves stila un kvaliites pragbu izmapas veicina
personilresursu kvalitavu izaugsmi.

4. TURISMA UN VIESM ILIBAS PROFESIONALAS
|IZGL ITIBAS POLITIKA

Nodda 22 lapas, 3 a#li un 9 tabulas.

Nodda tiek analigti ES profesiodlas izglittbas politikas, izérteta
profesioralas  arodizditibas sistma, jauno viesdlibas spealistu
sagatavoSanas process un nodapdins Latvif.

4.1. I1zghktibas veidi: formala, neformala un informala izglitiba

Eiropa ar izgitibu saista s jedzienus — forrala, nefornala un infornila
izglititba. Formala izglitiba saists ar skaim un nacibu iesidem un ietver
pamatizgitibas, vidjas izghtibas un augskas izghtibas pakpes (Izgitibas
likums). Neformla izghtiba saists ar sabiedbas grupm un citim
organizcijam, ir elasigaka unatrak rease uz notiekoSam parmaigam darba
tirgt. Savulart informala aptver atlikuso gfu, piengram, attietbas ar darba
kolegiem, draugiem, @& ir izglitoSaras process mra garura, prasmes un
zinaSanas no ikdienas pieredzes (Coombs and Ahmed,).18&formalas
izglitibas veidi pagawv arpus fornilas izghititbas un veidojas akreakcija uz
formalas izglititbas ierobezojumiem un nepibam, tade] to izpratre batiska ir
formalas izghtibas, fis ierobezojumu un nepilou izpratne (Kravale, 2006).
Tomer daZi autori uzskata, ka nefoftas izgfitibas funkcijas ir nodroSii
izglitibu tiem, kuriem nav iegpams to ie@gt formala cda. Autore nepiekit
Sim viedoklim, jo neforrala izglitiba tiek uzskata par atsevi@u izghtibas
sisemu, kud ir daudz plagkas aktiviites nek formalaja izgfitiba.
Arodizgfittba, kas prinari balsds uz praktisko iema apguvi un
nostipririSanu, inforralajai izghtibai ir nenoertégjama loma. Viesitibas
uzpémumos, 1dzgi ka daudzos citos wemejdarbibas veidos, infor@a
izglitiba nereti ir jauno darbinieku iaghSaras pamatveids: aroda afpgana
norit, macoties caur &roSanu ugémuma, stiadajot un komunigjot,
daloties pieredz

4.2. ES profesionlas izghtibas politikas esturiska veidoSaras un ES
dalibvalstim saistoSie reglamer#&oSie dokumenti

Profesionlas izghtibas politikas veidoSanas aksmi ielikti 1963. gad, kad
Eiropas Padome noteicalss vienotas Eiropas politikas veidoSanai. 1975agad
tika izveidots Eiropas Profesialas izgitibas aftstbas centrs — CEDEFOP,
lai veicimatu informacijas apmaju un nacibu standartu savstap
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saidzinaSanu. Bitiskaks pawrsiens ES profesiatas izgiitibas politik tika
sasniegts aMastrihtas Figumu 1993. gad. Eiropas profesioilas izghtibas
politika tika noteiktaiguma 127. paat kas bija d& no Kopienas politikas.
Lisabonas stragija (2000. gada marts) ragfits, ka naciSaras procesam
jaklust pieejamakam, elaggakam daZdam iedavotaju grupmm (Briges
iniciativa, 2001; Ahenes vieno3as, 2002 MiZizglitibas memorands, 2002).
Par nozmigu starptautisis sadartbas intensifieSara profesionlas izgfitibas
joma tiek uzskata Kopenlagenas deklatcija, kas tika pieemta 2002. gad
Vienotu principu izveide, lai paktu vienveidgu atestcijas sistmu; prasmju
un kvalifikaciju uzlabo3anas veiciBanu nozaruiinert; vienotu principu
izveide infornalas, neformlas izgiitibas nogrteSanai.

2004.gada 14.decembrMastrintas Komunik iezmgja jaunu posmu
profesionlas izgitibas atistba Eiropa. Komunilke uzswerta tlakizglitibas
veicimSana un nodrosiSana mzizglitibas kontekat 2006. gad LR Izglitibas
un ziraitnes ministrija apstiprija Latvijas gataibu ieviest EKI — Eiropas
kvalifikaciju ietvarstrukiiru, 2008. gadl oficiali pienem@ Eiropa kvalifikacijas
ietvarstrukiirai ieKlauta Maizizgitibas politikas pamatnaatines 2007.—
2013. gadam”.2008. gad Latvija piepéma Emumu neforrala veida iegatu
zinaSanu un prasmju akanuprioritari nodroSirat pieauguSajiem profesialas
kvalifikacijas iegiSanai bez nepiecieSa@mas apmekt formalas izglitibas
programmas. Kaut atatvija ir uzsikts neformalas izgiitibas at&Sanas sistmas
sagatavoSanas process, ®omvél arvien nav izveidoti meimismi, kas
nodroSiratu nefornala un informala cda iegato ziraSanu pialdzinaSanu

4.3. Profesiomlas izgitibas sisemas raksturojums

Profesionlas izghtibas likums nosaka Rietumu standartiem afigilst
profesionlas izgiitibas sistmas kvalifikiciju, un idz ar to mcibu programmas
ir kluvuSas starptautiski sdrinamas. Latvijas izgtibas sistma ir noteikti
pieci profesionlas kvalifikacijas imeni darbam attiemaja nozae.

Atkariba no iedistanas izghtibas profesioflas izghitibas programma tiek
iedaita:
= profesionlas pamatizgtibas programmas;
= arodizgitibas programmas;
= profesionlas vidgjas izglitibas programmas;

= pirma [imega profesionalas augsikas izglitibas programmas;
= profesionlas flakizglitibas programmas (Profesidiis izglitibas
likums, 1999).

Viesmilibas jon ir izstradats 21 profesiju standarts. Apdojot viesmlibas
nozares speciadites apstipriatos standartus kopuin jasecina, ka tie ir
sadrumstaloti un savstar@ at&iras nelatiski. Piengram, eédinaSanas jorm
izstradati Sadi standarti:
= gdinaSanas pakalpojumu spaiists;
= gdinaSanas pakalpojumu organizators;
= restofinu pakalpojumu spedists;
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= viesmlibas pakalpojumu spetists;

= restofina pakalpojumu komercdarbinieks.

Viesmlibas izgditibasistenojams programmas ir paregtas gan pamatskolu,
gan vidusskolu absolventiem. Sagkaar 1ZM datiem Latvij 2008. gad ir
84 valsts palaufbas pamata un \ghs profesionlas izglitibas iestdes
(4. tabula), kas kopuin realiZ 163 arodizgtibas, vi&jas izghtibas,
profesionlas pilnveides unatakizglitibas programmas nozar

Mazajos un mikro viesthbas upémumos stida 5-20 nodarbiftie, tie ir
pavari, viesmli, istabenes, administratori, biezi vienam nodaaijam pveic
vairaki pienakumi, notiek amata pi@kumu apvienoSana.apec jaizverte, vai
lietdefigs ir tik specializts un plass programmu un standartu pigpims.

4.4, Profesiomalas viesnilibas izgitibas iz\ert gjums Latvijas regionos

Lielako izghitibas iestzu ipatsvaru veido valstsapaudaba esods, t&u Rigas
regiona liels ir af privato izglitibas iestZzu skaits. Gan attiecinot pret 10 000
darbsgjigajiem iedzvotajiem, gan pret 100 viesiibas uaemumiem,
redzams, ka Tas rgiona profesionlas izghtibas iestZzu skaita attieba ir
vismazka (4. tabula).

4. tabula

Pamata un vidcgjo profesionalas izghtibas iestizu skaits
viesnilibas specialiates 2008. gad

2 o |3 2 | = Attieciba pret Attieciba pret

S © |S 5] 7 | g | 10000 darbsp- 100 viesrilibas

& S gel 2|2 jigiem VIESTH

04 o o iedzvotajiem uzpémumiem
Riga 10 1 18 0.27 0.61
Vidzeme 10 - 3 13 0.62 4.08
Kurzeme 9 - - 9 0.55 1.85
Zemgale 3 2 - 5 0.20 1.7
Latgale 9 - 2 11 0.35 3.08

Kopa 41 | 3| 12| 56 vidji 0.38 vidaji 1.27

Avots: @tijjuma autores apikini pec PIA un CSP datiem

Pirma un oth limepa profesionlo augsiko izghtibu Latvig nodroSina
3 augsikas izglitibas iestdes, kas atrodas daibs regionos. Laika posmno
2001. idz 2005. gadam augstskslgad vidgji tika sagatavoti 99 viestiibas
uzpémumu vadaji, bet kops 2006. gada absolventu skaits pieanglffadivas
reizes, jo Vidzemes augstskolun Latvijas Lauksaimnigbas universiite
viesmlibas upémumu vadaju kvalifikaciju iegast af nepilna laika stugjoSie.
Lai nowertétu valsts finango izgfitibhas iestzu atdevi, tiek izmantots Wéfhis
audzknu skaits, kas beigusi atbas laika posmno 2002.1dz 2008. gadam
profesionlajas izglitibas iestdes, iegistot kvalifikaciju (5. tabula). Vidji gada
viesmlibas programmas absel#299 jaunie spedlisti, un to skaits btiski nav
mairijies pedéjo 5 gadu laik. Lielakais m@rsvars sagatavoto viedlibas
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specilistu vida ir Riga un Piefgas r¢iona (36.6%), argjos resionos
personlresursu nodroSijums darba tirgumge videjas profesioalas izghtibas
absohgSanas &rtejams ki lidzigs un swrstas robes no 12%idz 19%.

5. tabula

Absolventu skaits viesrilibas specialiités Latvijas regionos
2002., 2005., 2008. gad

Gads Vidgjais Absolventu

Regions 2004 2005| 2008 absol\(entu igatsvars

skaits regionos %

Riga un Pieigas rgions| 458| 508| 455 476 36.64
Vidzemes réions 101 158 232 164 12.6
Kurzemes rgions 162 215| 246 208 16.0
Zemgales rgions 274 236| 255 255 19.6
Latgales rgions 163 198| 227 196 15.9
Kopa 1158 1315 1415 1299 100

Avots: @tijjuma autores agikini pec IZM datiem

Izvertejot absolventu skaitu attigsa pret viesriltbas uneémumu skaitu, vidji
valst katram uzémumam pdgjo cetru gadu laik ir ticis sagatavots viens
jauns spealists (6. tabula).

6. tabula

Vidgjais absolventu skaits pret viesmibas umeémumiem Latvijas regionos
no 2002.1dz 2008. gadam

Vidgjais audzeknu | Viesnilibas| Absolventi
. skaits 2002.—2008| uzpeémumu pret
Regioni . . -
uzzemt| absohgjusi skaits we_snihb_as
’ 2008. gad | uzpémumiem
Riga, Pietgas rgions 695 476 2942 0.16
Vidzemes rgions 366 164 318 0.52
Kurzemes rgions 342 208 292 0.71
Zemgales rgions 333 255 485 0.52
Latgales rgions 372 196 356 0.55
Kopa 2108 1299 4393 0.26

Avots: @tijuma autores apiini, izmantojot 1ZM, CSP datus

Riga profesionlo izglitibas iestzu un to piedvato programmuipatsvars ir
visaugsikais, tongr, rekinot proporcioali uz viesmlibas uaémumu skaitu, 5
attieaba ir vismazka — 0.16 speciilistu uz vienu ugemumu gad.
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4.5. Neformalas un informalas izgitibas nodroSirajums,
novertesana un atiSana

Izglitibas kvalifikicijas, studiju periodu un ieprielfs izgitibas atwana,
tostarp neformlas vaipieredz gutas izglitibas at®Sana, ir latiska sastvdda
gan Eiropas augsitas izghtibas telpas (EAIT) ietvaros, gan gibd konteksi.
Lidzigi citam ES valstm af Latvija ir 2006. gad tika skis darbs pie
normatvas kazes pilnveides neforitas izglittbas at®danas jom un
kreditpunktu sistmas ievieSanas profesidaja vidgja izglitiba. Kaut ar darbs
pie vienofis metodikas izsides tika pabeigts jau 2007. gatlatvija vel arvien
nav izstadats un ieviests meimisms neforrilas izglittbas atiSanai un
kreditpunktu sistmas ievieSanai profesidlaja vidgja izglitiba. Nowertgjot
izstradata materila saturu, redzams, ka nefalds izglitibas at@Sanas un
prasmju nogrtéSanas procadlas realiacija Latvija vel atrodas tikai &kuma
stadi, kaut daudzs ciais ES valgs Sobid jau sekrfgi darbojas, piem.,
Somija, Vacija. Petijuma dati liecina, ka likumdoSan noteiktagm
kvalifikacijas pratham atbilst tikai 53% darbinieku un tikai 5% \iggu, tadel
svafigi bitu ieviest elasgu neformala un infornala cda iegito zimaSanu un
kvalifikacijas atzSanu, radot iesju nozag nodarbiatajiem aplieciat
pieredz, pasmcibas céa, kursos un semimos iedito profesionaliti.

5. PERSONALRESURSU NOVERTEJUMS
VIESMILIBAS UZNEMUMOS

Nodda 28 lapas, 18 a#ti un 17 tabulas.

Lai sasniegtu promocijas darkzvirzitos uzdevumus un nésétu kvantitatvo,
kvalitaivo persoalresursu nodroSijumu Latvijas rgionu viesnilibas
uzpémumos, & af nowertétu persoalresursu ietekmi pakalpojumu &dnas
proceg, tika veiktasedinaSanas un izmit@anas uggmumos nodarb#ato —
vaditaju, darbinieku aptaujas un vieslfthas upemumu apmeldtaju —
aptauja.

5.1. Rtifjuma metodes, instrumentriji un pamatjaut ajumi

Primaro datu ieguve orgaridta 5 virzienos visos Latvijas NUTS-3gienos:

= viesmlibas upemumu vadtaju un noddu vadtaju aptauja ar ankefanu;

= viesmlibas upemumu darbinieku aptauja ar ank&nu;

= viesmlibas upemumu apmeldtaju aptauja ar anke$anu;

= paSvaldbu vadtaju aptaujas ar anketana;

struktugtas intervijas ar institucictiajiem gsentiem.

Petfjuma izlases. Viesmlibas uaémumu vadtaju un darbiniekuizlases.
Kvantitaivo petijumu genealkopas viesrmiibas unémumu vadtaju un
darbinieku apta@p veidoja Latvij registrétie viesmlibas upemumi:

= atklata tipagdinaSanas uzemumi: resto#ini, kafejrncas u.c.;

= jzmitinaSanas uggmumi areédinaSanas ugzgmumiem.
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Paraugkopas reprezentatitéi pientrota stratificeta jeb tipologiska
gadjumizlase — paraugkopas elementu skaits ir propafts genealkopa
parstaveto elementu skaitam katiLatvijas pinoSanas fgona. Izlase veidota
athilstoSi pinoSanas ggonu sadajumam, un izlas ieklauti nejausSi izgléti
1842 viesriibas upemumi Riga un rezionos, kas veido 36% no visiem diiel
tipaédinaSanas uggmumiem 2006/2007. gad

Viesnilibas uaémumu apmelkdtsju izlase Viesnilibas unémumu
pamatprodukts igdinaSana un izmitiaSana. kdz ar to kvantitava petijjuma
genealkopu veido viesrlibas uaeémumu pakalpojumupeémgji — Latvijas
iedzvotaji, kas izmanto kafejicu, restoinu, atras apkalpoSanas s@mumu un
viesu izmitiraSanas mnu pakalpojumus. Pavisam aizptias un par dégam
atztas tika 500 anketas. Izfaretika iekautiarvalstu viesi, jo viu viedokli par
viesmlibas pakalpojumiem Latdijkatru gadu noskaidro un apkopo Valsts
Tarisma afistibas genfira. Rtjjuma piedaljas atkiriga vecuma, izgiibas,
ienakumu un nodarboSaa respondenti no visiem Latvijagzreniem.

PaSvaltbu izlase. PaSvalibu izlases kopas veido3Sanai tika atks
75 paSvalthas, kuru teritorf atrodas ptijjuma izlag ieklautie viesrilibas
uzpémumi, k& an pasvaldbas, kuru teritorf§ atrodas profesiaas izgiitibas
iestides viesrlibas jomas spetlistu sagatavoSan Petijjuma neiesaigfas
mazo paSvalthu parstaviji, lai gan anketas tika iafitas. lidz ar to viedolus
par viesrilibas upemumu darlbu parstyv tikai pilsstu pasvaltbas.
Institucioralo ekspertu izlaselzlas ieklauti respondenti no institijam, kas
saisttas ar vieshtibas nozari: izgtibas iestzu, firisma nozares, valsts
parvaldes, nozaru asagciju, uzmémgjdarbibas vides #rstavji. Ekspertu
kompetencei autore izgtiaja noteiktus atlases kéitjus.

Petijuma datu ieguveddgji veikta Eiropas Sodala fonda finanatas aktiviites
,,»Atbalsts darba tirguséfijumu veikSanai” ietvaros laika poamo 2006. gada
oktobra tdz 2007.gada feb&um un no 2008. gada septembidzl 2009. gada
februarim (viesmlibas upemumu apmekitaju aptauja).

5.2. Persoalresursu kvalitativais un kvantitativais nodroSirajums
viesnilibas umeémumos

Persoralresursu demoguafiskie raditaji. Viesnilibas upemumu vadtaji ir
viennerigi sadaiti pa vaitkam vecuma grugm — vecuni no 31-40 gadiem ir
32% vaditaju, bet no 411z 50 gadiem — 31% vadju. Tikai nedaudz mak
vaditaju (23%) ir vecurd grumm no 21-30 gadiem. Darbinieku [li¢dais
ipatsvars ir vecuma grago 21 idz 30 gadiem (47%), bet gafceturtajai
ddai darbinieku ir 31-40 gadi (23%). Palielinotiescamam, nodarbitiba
samazias: 41-50 gadu vecuhwiesmlibas uaemumos vairs stida tikai 14%,
bet 51-60 gadu vecuntikai 7% no kopjo nodarbiato skaita.
Persoralresursu izghtiba un kvalifikacija. Viesnilibas uaémumu
darbinieku vidi domirg vidgja izgfittba (81%), un 43% no vifb izglitibu
guvuSajiem darbiniekiematir saistta ar profesioflo darhibu. NoZmigam

38



darbinieku ipatsvaram (14%) ir augéé izglittba. Tomgr vinpu darba
pierekumu izpildei pietiek ar vigja [imepa profesioalo.

7. tabula
Viesmilibas umémumu persoralresursu izgfitiba Latvij a
Vaditaji, % Darbinieki, %
Izglitibas izglitiba profesi- izglittba profesi-
pakape kopi | nesaistta onala kopi nesaistta ar onala
ar nozari izglitiba nozari izglitiba
pamata - - - 5 5 -
vidgja 78 61 17 81 38 43
augstka 22 12 10 14 10 4
Kopa 100 73 27 100 53 47

Avots: @tijjuma dati, 2007. g.

60% viesrilibas upemumu darbinieku darba pieredze ir neliela — 1-4ugad
nozag strada 42% darbinieku, 17% nozarstiada pirmo gadu. Torr, ka
liecina 7. tabulas inforatija, profesioalas kvalifikacijasipatsvars pieaugdz
ar nostidato gadu skaitu.  ka darbs viesniibas unpémumos ir fiziski un
psiholazsiski smags un karjeras iegps ierobeZotas, tad ilgstoSi a&tjoSu
darbiniekuipatsvars samazis pieredzjuso darbinieku vid.

Tikai 50% viesriiibas uaémumu darbinieku ir kvalifieti, proti, ieguvusi
profesionlo kvalifikaciju specialité, beidzot ledu no profesiofias izghtibas
iesadem. A vairums ptijuma aptaujto ekspertu nada, ka nozares
viesmlibas upémumu persofiresursu kvalifikicija ir neapmierinoSa. Uz
kvalifikacijas un pieredzes@kumu noida af pasi darbinieki, jo tikai 43%
darbinieku uzskata, kanu ziraSanas pietkumu izpilcE ir pietiekamas.

5.3. Invesicijas persoralresursu kvalitates nodroSirajuma

Viesnilibas uagémumu persofiresursu nodroSEjuma istenoSah piedais
valsts, paSvalthas, unémumi ar savu finarggumu, ES fondi un atbalsta
programmasJomas, kurs viesnilibas uznpemumu darbiniekiem nepiecieSams
papildirat zinaSanas araria veida salirtotas 8. tabal

8. tabula

Jomas, kuras viesnilibas umémumu darbinieki izj at zinaSanu trakumu
Rangs Edinaganas unémumu darbinieki Viesnicu darbinieki

1. SveSvaloda Svesvaloda

2. Banketu apkalpoSana Saskarsmes psiijalo

3. Produktu apsides tehnolgijas Pagkumu organizcija

4, Saskarsmes psihgif@a PardoSanas veicii$ana

5. Edienu gatavoSana Viesugemsana

6. PardoSanas veicii$ana Viesu apkalpoSana

7. Viesu apkalpoSana iffSanas tehnofgjas

8. Veseigs uzturs Higinas prathas

9. Produktu uzskaite Istabu uzkopSana

10. Higienas pragas Cits
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Avots: autores veidota tabul@&ppetijuma datiem, 2007. g.

Aptaujas dati liecina, ka otra puse (50%) viddmas uaemumu darbinieku
nesaem profesioalo apnicibu viesnlibas unaémumos. Teditisku atbalstu
persoalresursu potengla paaugstiaSanai ir izteikuSi gantr visi vadtaji,
tatu finangt kvalifikacijas paaugst@sanuarpus unémuma gatavi tikai 42%
uzpémumu, savuirt 45% vadtaju uzskata, ka kvalifikcijas paaugstiasanai
nepiecieSamais finagisims pdala fdzigas ddas ar darbinieku (8. &), 8%
uznémuma vataju uzskata, kaatir darbinieku atbiltba.

3%

12%

45%

40%
O lidz 20 Ls® 20-50 Ls O 50-100 Ls@ vairak ka 100 Ls

8. att.Gada budZets persoala apmacibai uz vienu darbinieku

6% viesnilibas upemumu ir centuSies piesaistES strukiirfondu kdzeKus
persoila apnacibai. Tongr lielaka dda uzemumu (60%) nav doausi par
to, kur rast finargumu persofgla apnacibai.

5.4. Viesnllibas umemumi paSvaldbu skajuma

Pasvalibu attieksme pretitisma afistbu ir divgjada: no vienas puses,
nepiecieSamas lielas invasfas infrastrukiira un cilvekresursos, no otras
puses, itrisms var nodroSit noamigu ieraikumus déu pasvaltbas budzeat
radit papildu darba vietas un piesdisinvestorus. Atsevi@s paSvaldbas,
pieneram, Ventspils, Liefja, Jirmala, tirismu izvirgjuSas k& vienu no
svafigakajam prioritarajam nozaém. Liagums paust savu viedokli tika ##s
pasval@bam, kuru teritorii esoSie ugémumi iesaigjas petijuma. Toner uz
petijjuma izsatitajam ankeim neatsauts mazo paSvaitu parstviji. Viedoklus
par viesrilibas uaémumu darlbu parstiv tikai pilsstu paSvaltbas —
Altksne, Aizkraukle, Dagda, Daugavpilgkdbpils, Kuldga, Livani, Madona,
Tukums un Valka. Latvijas pgonu aspekt Sis griezums nav proporcidls,
tade] regionali viedokli salidzinati netiks. Divas no aptaditajam paSvaltbam
plano piewrst uzmafbu viesnilibas upemumu kvalifites uzlaboSanai. &
paSvaldbu parstavji uzskata, ka tirgus aptlos pasvaltbam nav jiejaucas
kadas konkgtas nozares pakalpojumu kvaldés uzlaboSan lzpemot vienu
pasvaldbu, kug nekas 3a&j joma nav phnots, [@argjas devias atzina, ka tieSi
vai netieSi ugemgjdarhibas afisibas iespjas tiek veiciatas, nodroSinot:
= nodoKu atlaides ugzemgjdarhibas veiciasanai;
= konkursus, kuros tiek evteti labakie nozares ugmumi, un konkursa

rezultti tiek publiskoti vai atemgti pilsetu s\etkos;
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= paSvaldbas iestdes — firisma infornacijas centri, izgkibas centri
sadarbojas ar uzmumiem informacijas un reldmas jona;
= ripes par kogo infrastruktiru un tiristu piesaisti.

Visas aptaujtas paSvalthas sadaribu ar viesriibas upemumiem atzina &
abpusji nepiecieSamu un naomigu pilstas kogja iespaida uzlabosan
Kopuni paSvaldbas apzias viesnilibas pakalpojumu kvaiiti ka vienu no
pasvaldbas &lu ietekn€joSiem faktoriem un at talako ietekmi uz @risma
attisttbu pil€ta vai lauku pasvalitha. Kaut ar atsautba no pasvaitham bija
loti neliela, iegtie rezulati liecina par paSvaitu ieinterestibu viesnilibas
uzpémumu un to persaifresursu atstiba sawas teritorijs.

5.5. Viesnilibas umeémumosistenos persoralresursu apmacibu politikas
izvertgjums ES regulu kontekst

Ar 2005. gada septembriapisies spka Eiropas Parlamenta un Padomes
Regula (EK) Nr. 1552/2005 par statistiku, kas a#tee uz arodactibam
uzpémumos, kas pareda ka instruments, lai pigrstu uzémumu uzmatbu
personlresursu pilnveidei darba vietun darba laik, jo abi Sie aspekti ir
noamigas nuzizglitibas dimensijas. Lai neéxetu Latvijas viesmiibas
uzpémumos istenoto persaita apnacibu politiku, anakzei tika izmantoti
petijuma dati un Eiropas Parlamenta un Padomes Rebul 1552/2005
izstradatie muzizghtibas nowrteéSanas kritriji. Rezultati liecina, ka Latvij
2007. gad viesmlibas upemumos realiztas persodla apnicibas politika
noertgjums ir 41% no nepiecieSamTeicamais &rtejums saemts, noertgjot
dzimumu un vecumu diskriminiju. Nowertgjumu ,labi” saéemusi divi
kriteriji: valsts pagkumu ietekme uzatakam arodnmacibam, kas iegts, nemot
véra ES atbalsta programmu nodragimu, un unémumu \ErtéSanas un
uzraudzbas krtiba attietha uz @lakam arodnacibam, ko &dinaSanas
uzpémumos un viedieas nodroSina #tikas un veteriirais dienests. Ka
kopun® vertejums ir vaiiik negalvs. Kritiskakie aspekti apacibu pinoSaa
un organizcija ir uzmémumos ateletais niedgais finansjums alako
arodapracibu nodroSigjumam un apracibu stratgijas trukums, nepietiekams
uzpémumu vadbas darbs &tibu pEnoSaa un organizSara. Ka neatbilstoSa
ES pratham nowrtéta darbinieku apatiba informicijas un sazias
tehnolgiju izmantoSaa. Vajas sadartbas ar soalajiem partneriem rezdta
uznémumi neefelvi izmanto ES strukirfondu un valsts atbalsta programmas.

5.6. Persoalresursu loma viesnilibas pakalpojuma nodroSiraSana

NowverteSanai tika veikta viesthbas uaemumu apmeldtaju aptauja ar
anketSanu. Neviennamigs ir Latvijas iedwotaju viedoklis, noertgjot
édinaSanas uggmumu shiegto pakalpojumu un cenu atfiilst 1/3 aptadijto
respondentu nada, ka cena ir neadeita saemtajam pakalpojumanmidizigs
produkta @rtejums tiek dots aredinaSanas ugemumiem viesrcas un lariem.
Vertgjot izmitinaSanas mnu pakalpojumus, puse aptaig respondentu
uzskata, ka viestfibas upemumu sniegto pakalpojumu kvatlie tikai dagji
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atbilst produkta cenai. Visatbilstd& cenas un kvalites atbilsiba ir 4 un 5
zvaigu viesricam, bet visneatbilsta&a cenas un kvalites atbilsiba ir viesu
namiem. Veiktaj aptauj, nowertgjot &edinaSanas ugemumu darbinieku
kompetenci un zi#sanas pakalpojumu nodrofsanas procasrespondentiat
atzinuSi k& apmierinoSas @vmegiem un viesnliem, augstks \ertg§jums ir
pavaru profesionaliitei. Respondentu aptaujas amel paiida, ka vaiik nela
puse respondentu biezi (Vakr neld katru treSo reizi) vai sa@ra biezi (3—
5 gadjumos no 10) ir bijusi neapmiefiti ar édinaSanas uggmumu sniegto
pakalpojumu kvalitti (9. atels).

4%

26%

33%
lotireti O reti (mazk ka katru 10. reizi)
O vidgji (1-3 gadjumos no 10) O sangra bieZi (3-5 gagumos no 10)

B biezi (katru otro reizi)

Avots: @tijuma dati, 2009. g.
9. att.Pater&taju neapmierinatiba ar edinasanas pakalpojumu kvalitati

Atbildot uz jauijumu ,Vai un cik biezi esat veicis makzu pastijuma
apjomu darbinieku nekompetences/neieint@meas &/?", ¥ dda no
aptaujitajiem respondentiem rmda, ka samra biezi nav veikuSi papildu
pagsitjumu vai veikuSi maaku pasitijumu, ki sakotrgji planots, tieSi
nekompeteras un neieinteretas apkalpojod perso@dla rcibas @]. 12%
aptaujito uzskata, ka maku pasitjumu veikusi vismaz kadrotrag pirkuma
reiz€. Aptaujas anadte pieida, ka ardoSanas apjoms proporcidinatkangs no
apkalpojo8 persoala velmes vai spjas mrdot produktu. Edzgi rezulsti
aptauji tika konstadti, nowertéjot viesncu darbinieku profesionaditi — 39%
aptaujito nomlda, ka ir atteikuSies no turgkiem konkgtas izmitiraSanas
mitnes pakalpojumiem sliktas apkalpoSanas ietekiairak neld 50%
respondentu nadijusi, ka ntdz atteikties no iepriekS nezima uzmemumu
planota apmeldjuma sliktu rekomenritiju dél. Persoalresursi viesmibas
uzpémuma nodroSina prirro saikni starp produktu un pattaju, darbojoties
ka starpnieki preces vitzara uz patretaju. Petijums apliecina, ka, samot
nekvalitatvu apkalpoSanu produktu igdes proces tas negavi ietekme
pagrétaja turpnako iz\eli par labu konk&tajam uzémumam.

Nowvertejot sochldemogéfisko raditaju ietekmi uz Latvijas iedzotaju
apmieriatibu  (dzimuma, vecuma, Uesvietas, viesfiibas uaemumu
apmekéjumu biezumu Latvij un arvalsfs), tika izmantotas divu neatkgu
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izlaSu datu sadlzimSana SPSS védar analzes Tku CrossStabAnalize pafda,
ka, palielinoties respondentivalstu apmelkdjumu biezumam, proporciah
samazias Latvijas pakalpojumu kvalites \Ertejums pret citviet Eirop
esoSientdinaSanas servisa pakalpojumiem.

Lidzga sakaba pafidas starp to, cik biezi patetaji izmanto atérta tipa
édinaSanas uggmumu pakalpojumus Latdj un/vai cik biezi bijusi
neapmieriati ar édinaSanas pakalpojumu kvadlit (10. at€ls).

70% -
60% -
50% -
40% -
30% -
20% -
10% - -
0% - I miE
3-5reizes 1-3reizes 1-3reizes daZzas reizes praktiski
neckla un neckla nmenes gad neizmantoju
bie&k
Apmeklgjuma biezums
@ Joti reti reti (mazk ka katru 10. reizi)
O vidgji (1-3 gadjumos no 10) O sangra bieZi ( 3-5 gagumos no 10)

B bieZi (vaiak ka ¥2 gadjumu )

Avots: @tijuma dati, 2009. g.

10. att Sakanbas starpedinaSanas upémumu izmantoSanas biezumu un
neapmierinatibu ar pakalpojumiem

= Respondentiem, kas &&t izmanto edinaSanas uzgmumu pakalpojumus,
apmieriratibas tmenis ir auggks. Katrs otrais apmekthjs, kasedinaSanas
pakalpojumus izmanto regui, noradijis, ka vaiek nela ¥ gadjumu bijis
neapmieriats ar pakalpojumu kvatiti.

= Patretaju apmieriratibas Imenis nav sai#ts ar respondentu vecumus &i
butiski neatgiras sievieSu uniieSu viedoklis kvalites \Ertgjuma.

= Apmierimati ar &dinaSanas pakalpojumu kvaitt ir lauku teritorips
dzivojoSie respondenti (68%), zéks apmieridtibas fmenis ir rajonu
pilsetas (54.2%) un Rya (36%) davojoSajiem.

= Pieaugot p&tetaju zinaSaram un pieredzei, pieaug pibas @c kvalitaiva
produkta, patrétajs, kas regudri apmeké viesmlibas unémumus, ir
zino&ks un inforngtaks par prmaipu procesiem un viediibas produktu
attistbas tender@n tirgn pretstad darbiniekiem, kas ikdienveic viena
veida pakalpojumu razoSanu.
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Ja persoflam netiek nodroSiia pasiviga profesioala pilnveide, rodas
plaisas starp pafetaja velmém un cetbam un persofiiresursuizpratni par
pakalpojumu, jo darbinieku izpratne par izcilu seuwnesalit ar viesa izpratni,
ko apliecina ar petijjums — pieaugot apmedthju pieredzei, pieaug
neapmieriatiba ar pakalpojumu kvaiiti.

6. VIESMILIBAS UZNEMUMU
PERSONALARESURSU KLASTERI

Nodda 11 lapas, 4 a#li un 4 tabulas.

Nodda Klasteru anake izmantotas promocijas darba apiaujeditas
statistiskis datu mateatiskas apstides SPSS programmas matrievadtas
respondentu atbildes. Izmantojot programmas SP3%zas tku K-Means
atsevi&i identificétas un klasifietas pammes viesriibas uaémumu vadtaju
klasteriem un viesttibas uaémumu darbinieku klasteriemg®nu kontekst.

6.1. Viesnlibas umemumu vaditaju klasteri Latvijas re gionos

Klasteri tiek veidoti ar matefitisko un statistisko metozu pdtibu ar ngrki
samaziat lielu datu kopu uz objektu nbmigam apakSgrufim, lai identifictu
[idzibas starp cilgkiem vai objektiem. Klasteru lielumi un to vigjais
nowertejums 15 Intiskakajiem jaugjumiem ir sumndts 9. tabu.
9. tabula
Viesnilibas umemumu vaditaju klasteru centri

Raksturigakas paames/jautajumi 1 KI2a steru n; mur 7
Motivs darbam viesttibas unemuma 2 3 2 4
Persoala apnaciba 0 1 1 1
Partikas dro¥bas vatha 0 1 1 1
Finan3u vatba 0 1 1 1
Jaunu tehnolgju, iekartu ievieSana 0 1 1 1
Komunikacijas prasmes 4 4 4 3
SvesSvaloda 3 3 4 2
Praktiskis iemaas 4 4 4 3
Sadarliba ar profesioilas izglitibas iestdem 0 0 0 0
Labas komunikcijas sgjas 0 1 1 0
Uznemuna tiek istenotas persata apnacibas 1 3 1 1
Persoala apnacibu regulariite 2 0 1 2
Apmacibu izmaksas uz vienu darbinieku, Ls p 0 2 2
Citas iespjas apracibu finangSanai 8 8 2 3
Attieksme pret racibu atvdinajumu 2 2 2 2

Avots: @tijuma dati, 2007. g.
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Veicot klasteranati, autore izskafa vairakas klasteriacijas iespjas, k
optimalais variants ®rtgjams sadajums 4 klasteros. Pavisam Kogetros
klasteros tika ierindotas 212 anketas, par ngaieratatas 12 vadaju anketas.

10. tabula
Att alumi starp klasteru centriem, vacitaju skaits
Klasteris 1 2 3 4 Respor_ldentL
skaits
1 2.741 5.623 5.953 34
2 2.741 6.097 6.540 90
3 5.623 6.097 2.780 68
4 5.953 6.540 2.780 20

Avots: @tijuma dati, 2007. g.

1. klasteris. Uzpémuma vaitaji ir bez athilstoSas profesialas izgitibas, dja
izpratne par vathas darba piakumiem, darbinieku atlases proaes
nesadarbojas ar profesid@jam izgfittbas iestdem, tonEr apnacibas
uzpémums organiz Vvidgji reizi gadi, no Ls 20 idz Ls 50 robe¥s vienam
darbiniekam.

2. klasteris pec rakstutgako paimju iedafjuma un atilumiem no klasteru
centriem ir at§irigakais. 2. klastera vatiji vienlaikus ir af uzmémuma
ipasnieki vai to radinieki, vatdjiem rakstutga neizpratne par vaths darba
pierakumiem. Uzemumi nenodroSina darbiniekiem raela veida apiacibas,
nepkno gada budZetu apieibam, neintere§as par iesgiam piesaist ES un
citus finanSu avotus amtibam. Toner & klastera vatajus interes jaunu
tehnolgsiju, inovaciju ievieSana.

3. un 4. klasterissaw starf ir [idzigakie. Tiem ir gandiz identisks vaifaja
veicamo darba pi@kumu raksturojumsjdizigi arodskolu iemgu no\ertgjumi.
So klasteru vaithju viedoklis sakit 8 no 15 elementiem, klastera wthalieki
piegkir nozamigumu persoflapmacibu jaufjumiem, af pasu vataju attieksme
pret veicamajiem darba pighumiem raksturojama ar augstu atildlds sajtu,
jo vadtaji savu veicamo darba pigkumu sarakat nosauc gan apiuibu
veikSanu, gan finanSu vdmi, gan ar partikas dro¥bas vatbu un jaunu
tehnolgiju ievieSanu. Atgirigi vertejumi So klasteru vathjiem ir attieaba uz
persoilapmacibu bieZumu un gada izmaksu budZetu vienam nodsatgm.
Profesioalakie un zino8kie vadtaji ir koncentgjuSies 3. klast&r kur
apnacibas tiek organitas vismaz divas reizes dadpiesaists af ES
finansjumu un apracibam at\eléts lielakais budzets.

Regionalaja griezuna vérojams 2. klastera vagdju parsvars Latgales pgona,
otra klastera vadaji péc sniegtajm atbilem tika klasifiGgti ka
neprofesionlakie (11. attls).
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6.2. Viesnilibas umeémumu darbinieku klasteri Latvijas re gionos

Kopa 5 klasteros tika ierindotas 452 darbinieku ankgtas neddagam atatas
8 anketas. Autore veica vakus klasterizcijas variantus, & optimalo
novertgjot darbinieku sadgumu 5 klasteros.

11. tabula
Att alumi starp klasteru centriem, darbinieku skaits
Klasteris 1 2 3 4 5 Respor)dentL
skaits
1 3.532 | 3.628 2.702 | 4.395 86
2 3.532 1.908 | 4.181 2.231 176
3 3.628 1.908 4.085 2.703 75
4 2.702 | 4.181 | 4.085 3.631 26
5 4395 | 2231 | 2.703 | 3.631 89

Avots: @tijuma dati, 2007. g.

1. klasteris se\d apvieno viesttu darbiniekus ar augéo izglitibu, atbilstoSu
kvalifikaciju. Respondenti uzsver afanu noumnigumu darba procés

2. klasten darbinieku ir visvai@k, un ieditais sadajums raksturo jau
iepriekEjas promocijas darba noda uzserto problenatiku: viesmlibas
uzpeémumi nereti izélas nodarbiitos bez atbilstoSas iajbas un pieredzes, tie
parsvag ir jaunieSi, kuri darba attigiwas viesriibas uaeémuma izvelgjuSies
nejausi, nereti ugmuna tiek nodarbiati islaiagi, sezonas darbiem.

3. klastera respondenti nodarkiti nozag 1-4 gadus, savas prasmes un
zinaSanas ®rte ka pilniba pietiekamas, komunikijas prasmesarté ka labas,
praktiskis iemaas teicamas, ir viga izglitiba.

4. un 5. klasterisapvieno darbiniekus, kam darbaZzst uzémuna ir 15 gadu
un vaimk, tonmer darbinieki savas prasmes una&anas §rte ka pilniba vajas,
tostarp komunikcijas prasmes, praktisk iemaas, sveSvalodu ziSanas.
Klasteru sadaums apliecina, ka ilglaigak nodarbiatie darbinieki, kas
izglitibas iestdes absoljuSi pirms 15 gadiem un s@g vairak izjat
nepiecieSaftu ziraSanu papildiaSanai.
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Latgales regiona ir lielaka zemas kvalifikcijas darbinieku koncericija.

50% no visiem Latgales g®na darbiniekiem ierindojas 2. klaste& klastera
darbinieki ir bez atbilstoSas iafjbas un kvalifikicijas, ar mazu darba pieredzi.
Latgak ir vislielaka ai 4. klastera darbinieku konceiftija, persoala, kas
nodarbirats nozag vairak nekd 15 gadu, torr savas prasmes un z#anas
verte ka pilniba nepietiekamas. Kap2., 4., un 5. klastera darbinieki Latgales
regiona sasida gandiz 80%, bez tam proporciainvismazik Latgales rgiona
ir 1. klastera darbinieku — nodarbto ar augdtko izglitibu, teicaram
sveSvalodu un profesialajam ziraSaram. Proporcioali pret pargjiem
regioniem Latgales rgona perso@lresursu kvalite ir viszenaka. Kurzemes
regiona noverojama otra liekka zemas kvalificijas darbinieku
koncenticija. Kurzeng ir otrs liekkais 2. klastera un 5. klastera darbinieku
ipatsvars, k afn otrs zermakais 1. klastera darbinieku ar audst izglhitibu,
ipatsvars.

Rigas, Vidzemes un Zemgalesegionos darbinieku izvietojums klasteros
vertejams k lidzgs, un latiskas atgiribas klasteru izvietojuinnav \Erojamas.
legitie persoalresursu klastericijas rezuldti liecina, ka persailresursu
kvalitate rezionos nav sai#fa ar izgitibas iestzu izvietojumu un absoéuso
audzknu skaitu (sk. 4. noda). Ar vairaki eksperti (profesioilo izglititbas
iestizu prstavji) uzs\erusi, ka sagatavoto spelistu skaits ir pietiekams,
tomer daudz profesiaito izglitibas iestZzu absolventu negla specialitte.
Zemas kvaliites darbinieku koncentiju Latgak un Kurzend autore di;ji
skaidro ar nozarapnacito spedcilistu migraciju ne tikai uzarzenem, bet ar
uz blakus rgioniem. Migracijas negavais saldo Kurze (1339 personas) un
Latgak (1612 personas)apshiedz &ditajus Zemgales un Vidzemesgienos.
Tas liecina par iegpamo starprgionu konkurenci cilgkresursu pieejathas
jautagjumos. Sekojot vispéEjai Latvijas tendencei, arLatgaE un Zemgal
specilisti ar videjo specilo un arodizgitibu ir pamat bezdarbnieku
segmertt. Viesmlibas joma nodarbiato migracijas negatvais saldo ar viesu
izmitinaSanu un&dinaSanas pakalpojumiem sataja joma sasida 6.5% no
visiem 2007. gad migrejusajiem. Visvaiik cilveku — katrs ceturtais
(24.5%)— uz arzenmem migrjis no Latgales rgona un no Kurzemes
(15.7%), iemesli tam me¥bmi augstgg bezdarba % un zenaajdarba
samaks, pientram, Latgales rgona ménesa vidja bruto samaksa 2008. gad
bija tikai nedaudz vaik nela ¥ no darba samaksasgR(CSP, 2009).
Safdzinot vadtaju un darbinieku klasterus, 11.&# redzams, ka Latgalun
Kurzent 2. klastera &rojams vattaju (nekompeterako) parsvars, tas
apstiprina ieprielk&as noddas apgalvojumu, ka vash, kas neizprot aprtibu
noZzmigumu, nenodroSinag af saviem darbiniekiem. agjadi autore secina,
ka nevis arodskolu izvietojums gienos, bet apactibu kvaliites
nodroSiajums, vadbas attieksme un jauno sp#&tu motivacija darbam
viesmlibas jom ieteknE persoalresursu kvaliti regionos.

49



SLEDZIENI

Promocijas darba autore ir:

= izpetijusi persoalresursu kvalites teogtiskos aspektus un lomu viesithas
pakalpojumu nodrosasars;

= veikusi firisma, tostarp viestibas unémgjdarbibas vides anai un
viesnilibas uaemumu makroekonomisko raksturojumu;

= jzpetijusi viesmlibas uaeémumu persofiresursu kvaliti un nodroSiajumu
Latvijas rezsionos, to ietekmi uz sniegtajiem pakalpojumiem;

= analizjusi persoalresursu izgtibas politiku niizizglitibas kontekst

= veikusi viesrilibas upémumu vadtaju un darbinieku klasteriziju
personalresursu kvaliites nodroSigjuma aspekt Latvijas reionu kontekst.

Promocijas darbam izvirzitie uzdevumi ir izpilditi, un merkis — izpetit

viesmlibas unémumu persofiresursu kvaliti un to ietekmjoSos faktorus

Latvijas rezionu kontekst, identificet galveras probémas un sniegt iesfamos

risinajumus —sasniegts

Autores izvirzita hipoteze par to, ka, sekgjot persoalresursu kvalitavu

izaugsmi un nodros$ajumu mijiedarbba ar viesnilibas uzemumu

ekonomisko izaugsmi un profesibis izglitibas prmaipam, ir iesgjams

batiski uzlabot viesniibas uaémumu pakalpojumu kvaliti un veicirat

[1dzsvarotu atstibu rezionos, irapstiprin ajusies

Petfjuma zinatniskais noamigums

= sniegts visaptveroSs un detatiz viesnilibas upémumu persofiresursu
kvalitativais, kvantitaivais iz\ertejums, klasteriacija Latvijas rgionos;

= izvértéts nozarei sagatavotais perslesursu potenals izglitibas iestdes
Latvijas rezionu kontekst;

= izstradata jauna dirisma nozares ufibes skma, akcergjot viesmlibas
uzpémumu lomu, izveidota kvalitata viesnilibas pakalpojuma deficija;

= veikta detalizta viesnilibas upemumuargjas vides elementu anaé un s
ietekme uz persairesursu kvaliti;

= jzverteta persoflresursu ietekme viesifibas pakalpojumu rashnas
proceg, apzirati iemesli, kas ka& So procesu kvalitatu norisi;

= pirmo reizi nowerteta viesnilibas unémumos Latviji istenod persosla
apnicibas politika Eiropas Padomes regulu kontekst

Petijuma tautsaimnieciskais nozmigums:

= promocijas darbaatijums identifi@ galveris probémas unargjos ietekmes
faktorus viesrmiibas upemumu persofiresursu nodroSEjuma, normda
iesfEjamos risiajumus to noersanai;

= petijjuma rezulita iegits visaptveroSs un detadis viesnilibas upemumu
makroekonomiskais raksturojums;

= petijumu rezultiti izmantojami, izst@dajot unistenojot naZizglitibas politiku
valsts, pasvaithu un unémumu imern.
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GALVENIE SECIN AJUMI

1. Divgjadais viesmiibas produkta raksturs padaran&mumu sniegto

pakalpojumu kompligtu un saregitu, nosakot cerdto lomu kvalitaiva

pakalpojuma nodroSiSara un viesrilibas uaEémumu izaugsm

personalresursiem:

= viesmliba pakalpojumu kvalitte ir produktaipadbu kopums, ko nodroSina
uzpémums un kas sasniedz vairgniedz patrétaja velmes. Pakalpojuma
nowerteSana viesitibas uaemunma notiek vienlaiggi ar pakalpojumu
sniegSanas procesuddjadi radot produkta kvalites atkaibu no persoiia
kvalitates;

= persoalresursu politikai ugémuma ir jaseko vatbas program@am, tai
janodroSina un Fsaglald persodla kvalitaiva un kvantitalva sasiva
Iidzsvars ar orgarizijas pratham, persodla kvalitate ir iz&iroSais
priekSnoteikums, phojot uzmeémuma darfbu ilgtermia;

= personlresursu kvaliti ietekn® argjie faktori, no kuriem nomnigakie ir
valsts, paSvalthas, izditibas iestdes, urémumi un iek8ji faktori, kur ka
butiskakie viesmlibas persoila kvalitates raksturdii ir iemagas, ziraSanas
un motiacija.

2. Viesmlibas umémumu tiesisko un norm@b pamatu veido LR

uzmemgjdarbibu, @irisma nozari un Ptikas uzemumus reglamegjpso

dokumentu grupas. Lielais reglamgoBo normawo dokumentu apjoms

apgfitina mazo un mikro viesitibas uaeémumu funkcio@Sanu:

= Latvijas firisma nozares phoSanas dokumenti neietver permogsursu
kvalitates pilnveides pakumu phnus un neturpina Eiropas Komisijas
politiku perso@dlresursu mizizghitibas joma. Tarisma izgitibas straigijas
neesariba kae persoadlresursu idzsvarotu aistibu, k& af mazina Latvijas
tarisma unémumu konkugtspeju Eiropas tirg;

= LR likumdoSana neparedz diferene pieeju attieha uz artikas apriti
uzpémumos, atbilstosi #tikas likumam viesniibas uaemumi ierindojami
partikas uzi@mumu grug un tiem ir saistoSi likumi un normate akti, kas
reguk partikas apriti neatkagi no uaémuma razoSanas apjoma;

= viesmlibas umémumu persofiresursu  kvalifikiciju reglamergjosa
likumdoSana Latvi ir pretrungi veértejama un neatbilstoSa darba tirgus
nodroSimjumam Latvijas rgionos nozares wZmumu afisttbas tender&@n
Eiropa.

3. Viesmlibas unémumi Latvija, lidzgi ka Eiropa, vairak neld 90% gagumu

ir mazie un mikrougemumi, ko raksturo straujS pievieaet \Ertibas

pieaugums un jilbu pretargjas vides izmajam:

= kaut ar vairak nela 50% viesficu un restgnu atrodas Ry, tomer
ekonomiski alkvo umémumu vidi viesmlibas umémumu ipatsvars ir
viennerigi izvietots visos Latvijas ggonos un proporcicils iedavotaju
skaitam rgionos;

= viesmlibas uaeémumuargja vide nozares attibai \ertejama Kk nelabliga,
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lielakais negato faktoruipatsvars &rojams tiesisks un ekonomisis vides
joma. Sitlacija ipaSi negava izveidojusies 2008. gada ofrgus, kas sakit
ar pasaules finanSu siBtas kizi un Latvijas ekonomiskas straujo lejups|

= globalo ekonomisko prmaigu ietekng, pieaugot iekSzemes logumu
ipatsvaram un samazinoties uzBaris ilgumam un dienasériniem,
palielinas viesnilibas upemumu persofila loma @ardoSanas veicisari;

= piepragumu pec kvalitatviem persoalresursiem viesfifibas upemumos
veicina jaunu tehnofgju un inovaciju ienakSanu ugémumos, piréju dzves
stila un kvalifites prathu izmahas.

4. ES dabvalsim saistoSie izgfibas politikas dokumenti uzsver foilas un

informalas izghktibas nommi persoalresursu atstiba Eiropas kopja darba

tirga, nosakot vienotu principu izveidi nefoditas izgitibas noerteSanai. Kaut

an Latvija ir uzsikts neformalas izglitibas atBSanas sisias sagatavoSanas

process, toRr vl arvien nav izveidoti meamismi, kas nodroSkiu So ziraSanu

pielidzinaSanu:

= Latvija viesmlibas upeémumu persofiresursu sagatavoSana nodratn
Viennerigi visos reionos, tondr izglitojamo un absolventu miggija uz
Rigas réionu liecina par kvalitatu praksu vietu ftkumu un dju sadarkbu
ar darba desjiem citos rgionos;

= viesmlibas joma tiek realiftas 163 izgtibas programmas 56 \dgds
izglitibas iestdés vienn®rigi visos Latvijas rgionos, ir izstadats 21
profesiju standarts, todnprogrammu saturs un standartos ditfie prasmes
butiski neat&iras saw starg, ir sadrumstalotas un disharndoar nozares
uzpémumu vajadibam;

= valst vidgji gada viesmlibas specialites tiek uzemti 2000 audsknu,
tomer profesionlas izglitibas iestdes absol® tikai nedaudz vaiik par pusi.
Lielais audzknu atbirums skaidrojams arajajam audzknu ziraSaram,
motivacijas un sadafbas tikumu starp darba deyem un izgitibas
iesadem.

5. Viesmlibas unémumos istenoi persodlresursu aprcibu politika

neveicina pieredgusu un kvalifié¢tu darbinieku nodarbiitibu un

muazizglitibas procesu asibu nozag:

= no\ertgjot edinaSanas ugzemumu sniegto pakalpojumu un cenu atidist
1/3 aptajto uzmemumu apmekitaju norada, ka cena ir neadeita
saiemtajam pakalpojuma, ak vajakos posmus viesitfibas pakalpojumu
nodrosiaSanas procés nosaucot  vienaldau, persodla ziraSanu un
motivacijas tiikumu;

= tikai 5% vadtaju ir izglitiba, kas atbilstoSa MK not. Nr. 409, kas nosaka
partikas apri€ iesaistto personu kvalifigciju. Neatbilsto8s kvalifikacijas
augstaisipatsvars skaidrojams ar nozares straujtsfiittt un darba vietu
skaita pieaugumugoigjo desmit gadu laik

= kritiskakie aspekti ap@cibu pBnoSam un organiicija ir uzémumos
atveletais nepietiekamais finagisms un apracibu stratgijas trikums. 85%
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uzpémumu finangjums apnacibam paredzts ne vaiik ka Ls 50 gad uz
nodarbirato vidgji, nosedzot tikai vienas dienasiaibu maksu gaal

= Latvijas viesriiibas upeémumos istenoto persata apnicibu politiku
novertgjot pec Eiropas Parlamenta un Padomes Reghk. 1552/2005
izstradatajiem  krigrijiem, redzams, ka EK izviilbs uzdevumus
muzizglititbas jom Latvijas viesriitbas upémumi nodroSina tikai par 40%.

6. Viesmlibas upemumu persofiresursu neviendrigais kvalitalvais

nodroSirajums rezsionos nav saifis ar arodizgtibas iestzu izvietojumu un

absolventu skaitu pgona, toner to ietekng jauno spediistu kvalitate un

socilie, ekonomiskie faktori rgona:

= viesmlibas uzmémumu vadtaji péc klasteriacijas pazmem sadaimi
4 segmentos, ligkais klasteris  §c datbnieku skaita  ir
vadtaji/privatuzneémeji bez izgitibas nozat, ar nepildigu izpratni par
vadbas darba pietkumiem un neieinterédbu persoala izaugsra. Latgales
regiona vérojama augaka negaivo vadtaju koncenticija, kur 2. klastera
vaditaju ipatsvars veido garir30%;

= viesnilibas unémumu darbinieku li@kais klasteris ar 176 darbiniekiem
apvieno gados jaunus nodarios bez athilstoSas iaibas, kvalifikicijas un
pieredzes — iegjais sadaJums raksturo jau iepriekfs promocijas darba
noddas uzseérto problenmatiku: viesmlibas upeémumi nereti darbam
umémuma izvelas zemas kvalifikcijas nodarbiatos bez atbilstoSas
izglitibas un pieredzes, nepilna laika nodattuis, @rsvag jauniesus;

= Latgales rgiona verojama liehkka zemas kvalifikcijas darbinieku
koncentécija: 50% no visiem Latgales gena aptaujtajiem darbiniekiem
ierindojas 2. klasterKopa 2., 4., un 5. klastera darbinieki, kagrtgjami ka
nepietiekoSas kvalificijas darbinieki, Latgales g@ona veido gandiz 80%,
bet proporcioali vismazk Latgales rgiona ir 1. klastera darbinieku —
nodarbirato ar auggiko izgltibu, teicaram sveSvalodu un profesialajam
zinaSaram;

= otra liekka zemas kvalifilicijas darbinieku konceriitija nowrojama
Kurzemes rgiona, kur izvietojies otrs liglkais 2. klastera un 5. klastera
darbinieku ipatsvars, & af otrs zerakais 1. klastera darbinieku —
nodarbirato ar augstko izgltibu —ipatsvars;

= persollresursu kvalidtes atgiribas Latgales un Kurzemes gi@nos
skaidrojamas ar zemo viedibas uaémumu koncenticiju Sajos réionos,
zemo darba samaksu, nagatmigracijas saldo, augsku bezdarba %apasi
Latgales rgiona;

= petijjums liecina, ka zenkas kvalifikacijas vadtaju klasteri rgionos athilst
zenakas kvalifikacijas darbinieku klasteriem, kadauj seciat, ka
persodlresursu  kvaliti uzpemumos ietek@ uzmémuma vadtaja
kvalifikacija un izpratne persalvadibas jon.
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GALVEN AS PROBLEMAS UN TO
RISINAJUMU IESPEJAS

1. Viesnilibas upemumu persofia neatbilstof kvalifikacija likumdoSanas

aktiem kae viesmlibas unemgjdarbibas atistbu un persoiiresursu

izaugsmi.

ProbEmas risiajums:

= Partikas un veteriirajam dienestam izgat grozjumus MK noteikumiem
Nr. 409 (14.06.2005.Partikas apriz nodarbinito personu profesiaiias
kvalifikacijas prasbas kas reglame#tpartikas aprie nodarbiato personu
kvalifikaciju.

2. Jauno spealistu migracija un nodarbistiba ar viesmibas jomu

nesaistas specialéites liecina par absolventu prebtam atrast darbu ggonu

UZgémumos.

ProbEmas risinjums:

= profesionlas arodizditibas piinotijiem un istenofjiem istenot ciezku
saikni ar nozares asacijam un uzémumiem prak3u nodrogidara. Veidot
nozaru kompetetu padomes latkas prakses un gzmumu sadaibas
izplatibai;

= turpinat samaziat sadrumstaloto izgibas programmu skaitu viedfivas
joma, tas apvienot un sabalagtsar mazo un mikro viesiibas ugemumu
vajadZbam;

= |ZM sakt un sekot Wdzi efekivai ERAF 3.1.1.1., 3.1.3.2.,akafn KPFI
finangjumu izlietoSanai matedii tehniskas thzes uzlaboSanai profesia
skolu viesrilibas programmu praktisko apaibu kvaliites pilnveidoSanai
regionos;

= samaziat prasbas formlas izghittbas nacibu proces iesaisitajiem
pedagogiem, lai praktisko nodabh nodrosSiasanai lnitu iesggjams piesaist
specilistus no nozares,adgjadi jau nacibu proced nodroSinot ciedku
sasaisti ar ugmumiem;

= [ZM izveidot elastgaku 1. un 2. kvalifikcijas imena spedilistu apnacibu
procesu, delgjot ddu apmacibu programmu realiicijas mentoriem
uznEémumos;

= palielimt vakarskolu lomu, veidojot sadablo: usmémums — vakarskola,
radot iespju nodroSiat uzemuma specilo macibu priekSmetu apguvi un
prakses, vakarskas visgrizglitojoSo nacibu priekSmetu apguvi, tostarp e-
apnicibas forna;

= veidot zélu, mAceu programmas w#&Emumos, un pie nozares
profesionaliem atverot meistarklases (@an, birmepu u.c.). Ratt
metanismu augstas kvaldites praktisko iemau apdiSanai un nodrosit to
atZaSanu nazizghtibas kontekat

3. Valst nefunkcioR miZizghitibas nogrtéSanas un atzanas meinismi.

ProbEmas risiajums:
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= salartot likumu un normavo aktu fzi, kas reglamestu mazizgltibas
atziSanas #rtibu;

= delgigt neforngla un infornala cda iegato zimaSanu atdanas proceaglu
ievieSanas un uzrauils funkcijas soalajiem partneriem, nodro§ifanas
funkcijas valsts un pratajam izghittbas iestdem un nozares w&gmumiem;

= izglitibas iestdem nodrosiat vienlidzigas iespjas perso@iresursu kvalites
paaugstiaSanai viesmriiba nodarbiatajiem neatkagi no dives vietas,
vecuma, tadbas, izveidojot elagju moddu sisEmu, pieejamu r&onu
izglitibas iestdes un e-via;

= uzpgémumos atert sertifikacijas centrus Pamata un Eksperimaéag
maciSaras akrediicijai (APEL) visos rgionos Latvij.

4. Viesmlibas unémumu persogiresursu politika neveicina persdresursu

izaugsmi valat regionos \Erojamas persatresursu kvalitava nodrosinjuma

atXiribas.

ProbEmas risiajums:

= aktivizét un pilnveidot persairesursu atsfibas atbalsta palsumus,
atvieglojot ES fondu apguves nofamus LIAA un sniedzot noddu
atvieglojumus ugemgjiem;

= regionos pasSvaldbam aktivizet konsultaivo darlibu miZizgfhitibas joma, kas
sekn&tu persoalresursu atstibu un izaugsmi uEmumos;

= valst veicirat privata kapitla iepkiSanu izdiiba, motivgjot uzmemgejus
lidzfinangt izghtibas programmas un agibu procesa nodroiBanu
arodskais;

= jeviest individ@los naciSaras kontus, veicinot nodarkitos ieguldt
finangjumu macibam caur ipasSiem uzkgumiem un depadtiem, kas
piesaista papildu valsts un pate fondu stipendijas un priekSibas;

5. Latvijas rgionos (izemot Rgas rgionu) ir maz profesiaiio konsultaivo

uznémumu, kas piedl/a persoalresursu pilnveidi mzizghtibas jon.

ProbEmas risiajums:

= veicinat uzpémejus investt konsuliciju pakalpojumos saviem darbiniekiem,
rast iedzvotajiem ies@Eju saemt valsts aizdevumu apgibam un
profesionlajai pilnveidei;

= izveidot elaggu pieauguso izglibas iestZ?u uzraudibas un akreditijas
kartibu, izstadat metinismus izgitibas iestdes kvaliites noertejumam fgc
rezuléta.

6. Valst nav defigta tirisma izgitibas politika un izsfidata ilgtermipa

straggija regionu skatjuma.

ProbEmas risiajumi:

= tirisma afistibas valsts gentirai sadartha ar EM un 1ZM defigt tarisma
izglittbas politiku valst izstadat ilgtermina Tarisma izgitibas afisbas
straggiju regionu skatjuma un paredzt instrumentusats realizcijai;

= paSvaldbam regionos ilgtermpa tirisma afisibas pinoSanas dokumentos
integeet tarisma nozares persairesursu atstibas stragiju.
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INTRODUCTION

Problem Definition

The tourism industry in Latvia is a major sourcere¥enue for the national
economy. In 2008 the export of tourism related ises/reached 380 million
lats or around 6.0% of the total annual export @dds and services in Latvia
(Ministry of Economics (hereinafter — MoE), 2009jospitality services are
part of the tourism industry and they include lodgicatering and recreational
services and they are characterized by high le¥eHirect contact with
consumers. The success potential of hospitalitynesses largely depends on
their ability to adapt to the constantly changingumstances, competition,
product orientation and availability of quality elmpees in the labour market.
The quality of human resources is the decisive gudition for planning
companies’ long-term business strategies, because highly unlikely to
imitate the qualities of human resources of ottmnpetitors. If a company is
looking forward to long-term development, it shotiéke care to ensure the
necessary resources, processes and focus for dexgline personnel’s skills
accordingly to meet the future needs for yearotae (Gratone, 2004).
Although in theoretical discussions the role of lamnmesources in the process
of providing hospitality services is not disputget the scientific findings are
often ignored by those responsible for planning @ng@lementing national
tourism and education policies. Given the role oiman resources in the
development of hospitality products, scientistesdrthe state’s decisive role in
the process of planning and control. Also among liasic principles of the
national sustainable development strategy of Lat2209) it has been stated
that only active state participation in the preaéibn of human capital and
political responsibility for developing active, cpetitive society could
eventually contribute to a growing number of tetgiover an extended period
in the future.

Education and training are key preconditions fovedlgpment of the national
tourism industry, nevertheless, the role of edocats often disregarded and
underrated when formulating and planning tourisnlicpgs, and even if the
human resources’ issues are acknowledged in th@niplg process, they are
still ignored when implementing tourism policies ldfk, 1998). By
emphasizing that it is qualified personnel thatueassustainable development
in the tourism industry, the scientists point otiatt when formulating
preconditions for successful tourism policies, thée of lifelong learning in
personnel development must be acknowledged and athigt by providing
regular training and professional development opymities for those employed
in the industry it will be possible to continuoushtain high quality standards
of hospitality services.

Tourism & hospitality training is a relatively neaducational discipline both in
Latvia and in the rest of the world; it is growirapidly and vitally changing, at
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the same time it is comprehensive and coveringetyanf different areas. No
other sector of the economy is linked to otheramsadn so many different ways
(Edgell, 2006). Already in 2020 more than 2/3 dark force will be aged 25
and above, which means that the education systemidhbe oriented towards
lifelong learning. However, for the time being, ibatvia the biggest
investments are made in formal education, and theme of investments in in-
house training of human resources is relativelylisraad the productivity of
human resources is increasing relatively slowlyd #on make sure that Latvia
eventually achieves the productivity necessaryetich the average quality of
life in the EU, substantial investments in persdisria-house development are
required (Latvian sustainable development strat2g99).

Although the role of human resources in the provisdf hospitality services
has been acknowledged and stressed since the noifi#ist century, the most
active studies and discussions regarding the atioel between the quality of
human resources and services took place in thesl$fiulated by the rapid
expansion of the airline industry. By analyzing #tedies conducted in Latvia
regarding the quality and availability of humanaases in the tourism and
hospitality industry, it is obvious that in mosttbe cases they have focused on
analyzing the demand & supply of tourism produatsl dourism resources.
Since Latvia regained its independence, serieson€eaptions for developing
national tourism products in regional contexts hbgen developed, studies in
such areas as marketing, tourism resources, em@ntal tourism and service
quality have been conducted; nevertheless, theessselated to hospitality
personnel have been hardly ever analyzed.

Scientific research in the area of tourism is ongan several higher education
institutions. In Liegja University scientific research is done in twaeas:
sustainable tourism and environment and tourisategiy. Studies on problems
of environmental tourism and possible solutions ehdeen presented in
scientific conferences in the School of Businessnidstration ,Tuiba” and
Rezekne Higher Education Institution. Issues rdlate environmental
protection, ecology and information technologieghia tourism industry have
been studied in &ekne. In the Graduate School of Information System
Management scientific research in the area of $ouis carried out by lecturers
under the leadership of dr.oat Claize. In the Latvia Academy of Sports
Education I. Zala and |. Rudite have conducted studies in the area of active
tourism. In the Latvia University the scientific dapractical issues related to
tourism are studied by lecturers M. Rez K. Berzipa, E. Leitis, . Medne and
others. J.Brencis has conducted a study ,Potefatiadlevelopment of tourism
education programmes in the Latvian University”urtem development
perspectives have analyzed by E. Leitis, G. Blursmg others. However, as in
Latvia no institutionalized or systemic studies dome in the area of vocational
education (T.§a, 2009), likewise, there have been no in-deptidist in the
area of human resources in the hospitality industrylLatvia University of

Agriculture two Promotion papers have been doneMiska ,Tourism
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product and its quality in regions of Latvia” (2Q03vhere tourism products

have been analyzed in the context of Latvian regi@md A. Zvaigzne ,Risk

Management in Latvian rural tourism operators”, kehne factors influencing

Latvian rural tourism businesses have been analyaqghrt the issue of human

resources has been analyzed only by I|.Millere im Reomotion paper

“Functional processes in catering companies aceggons of Latvia” (2009).

As part of this Promotion paper, the Author hasiedrout her research in the

regional economy sub-sector based on the commasifitation of territorial

units for statistics (NUTS) functioning in the Elth accordance with the

European Parliament and Council of Europe Reguiaio. 1888/2005. Five

levels of NUTS regions have been defined in acawdawith this EPP

classification. As part of this Promotion papereaagh has been conducted on

NUTS-3 level in five planning regions.

The following factors contribute to thepicality of the research subject

= The effects of the global economic downturn ontth&ism industry;

= The need to identify the main problems concerningilability and
development of hospitality personnel and theisoes in regions;

= The growing disharmony and underdeveloped coomeraamong the
industry’s businesses, planners and providers céditvonal training;

= Unbalanced quality of hospitality services acrdss tegions of Latvia and
growing level of consumers’ discontent.

The object of researchis hospitality operators in the regions of Latvia.

The subject of researchhuman resources employed by hospitality industry.

Hypothesis of the Promotion Paper: by promoting development and

availability of high-quality human resources alani¢h the economic growth of

hospitality businesses and improving vocationaining opportunities it is

possible to substantially improve the quality afveges provided by hospitality

operators and to promote balanced developmentiretions.

Given the above hypothesis, theal of the Promotion Paper iso study the

quality of human resources in the hospitality indusand the influencing

factors in the context of Latvian regions, to idgnmain problems and propose

possible solutions.

The following research objectiveshave been put forward to reach the above

aim:

1.To study the theoretical aspects of quality of homesources and to assess
their relevance for providing hospitality services;

2.To study the legal, institutional and regulatorysibagoverning hospitality
entrepreneurship and personnel qualification;

3.To identify and describe the factors influencinge thuality of human
resources in hospitality industry;

4.To study the macro-economic indicators of hospitabbusinesses and
availability of human resources in the context afian regions;

5.To analyze the available education and traininggranmmes in the field of
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tourism and hospitality and the availability of nepecialists in the regions
of Latvia;

6.To perform an assessment of the human resourcedoyedp by the
hospitality industry and to classify them into ¢krs in regional context, to
identify their impact on the quality of serviceadered.

The methods and methodology of research

The following quantitative and qualitative reseansbthods have been applied

for achieving the goal and objectives of this PrtoroPaper:

= Monographic or descriptive method for identifyingdaanalyzing scientific
findings and theories and interpreting the resoftprevious studies and for
drawing conclusions;

= Analysis & deductive method for studying certalaneents of the problem
and their interconnections, and synthesis methodcémsolidating all the
individual elements in a joint system and develg@rcommon theory;

= Method of cluster analysis for combining the reskadata according to
particular features;

= Correlation method for proving the research hypsitheegarding the impact
of personnel quality in the process of developnoéiservices;

= Method of sociological research — opinion surveggdionnaires were used
for two purposes: first, for analyzing the quanttaa and qualitative
parameters of hospitality operators and their huneaources, and secondly,
for assessing the influence of human resourceb@nuality of services;

= Experts’ opinion surveys to find out the views gperts involved in training
and employment of human resources in the tourisrd &Aospitality
industries;

= Methods of statistical data research — descripstadistics (the mean, the
mode and the median), dynamic series analysispgrguand comparison of
data were used for integrating and analyzing tha dhtained from different
target groups as result of the survey.

= Methods of statistical data analysis were appligduking the statistical
analysis programme SPSS.

To achieve the objectives of this Promotion Papamely, in order to study the

availability of human resources in terms of qualdpd quantity in the

hospitality businesses across Latvia and theiuémfte on hospitality services,

3 types of surveys were conducted: opinion surviegroployees of catering

and lodging operators, including managers (217ardpnts) and regular staff

(440 respondents), was carried out as well as arioopsurvey of customers of

hospitality operators (500 respondents), as welindésrviews with leading

experts in the field and representatives of localegnments. For analyzing the

current situation in regard to the availability bfiman resources in the

hospitality industry in Latvia, the following extal indicators were identified

— changes in the number of employees, education qudlification

requirements, training of qualified specialists fbe industry as well as the

following internal indicators — personnel’'s eduoatilevel, professional
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experience, income levels, job satisfaction, subjecopinion of one’s

knowledge and skills, motivation for improving osejualification.

Materials usedfor the purposes of research:

= EU regulations, policy planning and strategy docuotsie

= Latvian national laws and Cabinet regulations aectees;

= Policy and strategy documents of the MoE, Ministdy Education and
Science (MoESc) and Administration of Professidedilication;

= Data of the World Tourism Organization, Tourism BPkpment State
Agency, Association of Hotels and Restaurants a¥iba

= Statistical data of Eurostat, Latvian Central Statal Bureau, State
Employment Agency and other organizations;

= Reports and guidelines of the World Health Orgaiora and the Food and
Veterinary Service (FVS) concerning food safety;

= Scientific publications, studies, conference matsriand monographs of
Latvian and foreign scientists;

= Specialized glossaries, literature, publications niass media and other
sources of information listed in the bibliography.

The projected and derived scientific novelties:

1.A comprehensive and detailed qualitative & quatitiea assessment of
human resources in hospitality businesses in regminlLatvia has been
performed.

2.For the first time in the Latvian tourism industhe role of personnel in the
process of rendering services has been studiedhanthctors influencing it
have been identified and systematized. The poteafidlauman resources
trained by specialized educational institutions Ibasn assessed in a regional
context.

3.Lifelong learning policies have been analyzed idioig tourism education
policies, the relevant legal and regulatory framewn the context of Europe
and Latvia, and a systematized classification agstudption of the various
forms of education has been provided.

4.A new structural model for tourism industry hasmdeveloped emphasizing
on the role of hospitality operators, as well adefinition of high-quality
hospitality services.

5.The role of personnel in the process of develogiogpitality services has
been analyzed and factors adversely affecting tiadity of these processes
have been identified.

6.For the first time personnel training policies ot&l hospitality businesses
have been assessed in the context of the Coungilmipe regulations.

The economic relevance of the research

= As result of the research, the Author has idemntitiee main problems and
external factors affecting the availability of hdapty personnel and
proposes possible solutions for tackling theseeissu

= As result of the study, a comprehensive and intdepiacro-economic
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characterization of hospitality industry has beeamiviéd in the context of
regions.

= The results of the study may be used for developraad enforcement of
lifelong education policies on state, municipal @odporate levels as well as
on sectoral levels.

Theses proposed in the Promotion Paper:

1.Human resources are the key element for providogpitality services, and

the development and implementation of a purposefafrdinated national

tourism education policy is a precondition for theffective development.

2.The current quality and availability of human res@s is not coherent with

the actual development of hospitality industryfie regions of Latvia and the

existing legal framework and national tourism pyplic

3.Changes in the labour market demand for hospitafigcialists in terms of

quality and quantity are linked to a range of endtincluding political, social,

technological and regional factors.

4.Continuous and productive cooperation among vogalio training

institutions, social partners and industry’s repraatives in regions will

contribute to more effective training of hospitalipecialists.

5.The quality of human resources impacts the saldsmeas of hospitality

services and percentage of loyal customers.

6.By promoting development of lifelong learning itud be possible to

eliminate the current differences in the qualityhafmnan resources employed in

the hospitality industry in different regions.

The results of this study may be used for the folleing purposes:

= For strategic planning of the development of theviaa tourism industry and
hospitality personnel;

= For planning the development of tourism industryhia regions of Latvia;

= For developing lifelong learning policies and fgguading the structure and
contents of vocational training programmes.

1. THEORETIC ASPECTS OF THE QUALITY OF HUMAN
RESOURCES AND HOSPITALITY PRODUCTS

The section comprises 20 pages and 7 pictures.

In this Section the terms used in the PromotioneP&pve been defined, their
economic interpretations have been provided as agltharacterization of a
hospitality product in the context of the tourisndustry, a structural diagram
of the tourism industry and the definition of a bifyahospitality product have
been provided; the existing studies in the areguality of hospitality products
and human resources as well as the role of humsurees in the process of
providing services have been analyzed.

1.1. Analysis of hospitality products in the contetxof tourism industry

In the tourism and hospitality industry businessnisrmally oriented to
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providing services, where the main product congitavo parts: the tangible
service and the intangible service. The tangiblt gisa hospitality product has
only a short-term effect as opposed to the lastongg-term effect of the

intangible part of a hospitality product. (Kabu&inBondarenko, 2001)
Hospitality operators take care of tourists’ basieeds by providing

accommodations, catering and recreation, and thexs @are positioned as the
fundamental elements of the tourism industry. Ifotok at the tourism industry
from the perspective of consumers’ needs, it canséen that hospitality
operators are the central elements of the tounishastry (see figure 1).

tourist

hospitality service
transportation sefvice

entertainment service

infrastructure

Source: The Author’s construction
Figure 1.Structure of the tourism industry

Due to the dual nature of hospitality products, gervices rendered by
hospitality operators are becoming increasingly glem and challenging, and
the personnel’s professionalism, competency, kndgéeand attitude are the
key factors for ensuring the quality of the endvieer, as has been stated by
various researchers abroad (Harris Michael S., &igh., Clarks A.F., Boella,
Dz.Yokers, Tsang, Qu, Shurland and othef$le mutual dependency between
the customer and the hospitality personnel is &gl element of the joint
tourism market.

Several authors interpret the quality of hospiabervices as the degree to
which needs are met (Ukolovs, Mass, Bistrajako@)62 Tyson, York, 2000,
Moutinho, 2002 Juran J.M). So quality means the extent to which the clients
needs and expectations are met, and the most iampaign of quality is the
product’s ability to deliver exactly what the cusier is expecting from itBy
summarizing scientists’ opinions, the Author hasmeoup with the following
definition of a quality hospitality producthe quality of services is the set of
features of a certain product, which are providedits producer, that meet or
exceed the customer’s expectations.

The services provided by hospitality operators assessed at the very same
time they are being provided, therefore it is resitpossible to standardize

62



human interaction nor to ensure invariable expesgewith all hospitality
operators (Bowie, Buttle, 2006). When studying tbetical aspects of
providing services, in 1980s scientists V.A.ZeithaA.Parasuraman and
L.L.Berry defined the 5 main dimensions of serviuality (SERVQUAL),
which must be provided in the process of rendesenyices to ensure customer
satisfaction.Ever since it was first introduced 988, SERVQUALhas been
applied in hundreds of studiesd adapted to develop a customer satisfaction
measurement tool for lodging providersLODGSERV,and for restaurant
businesses - DINESERV (Bojanic & Rosen, 1994; Fho,G& Parks, 2000,
Riemer & Reichel, 2000, Stevens, Knutsons, & Patt®85, Heung, Wong, &
Qu, 2000, Kim, McCahon & Miller, 2000; Wu, Hoove& Wiliams and
others). Studies conducted by these scientistseimtea of hospitality products,
quality and customer satisfaction measurementsircothat human resources
are the central elements in the process of progitlspitality services.

1.2. The Theoretic Aspects of Quality of Human Resoces

The role of human resources has become very obvausg to the current
economic transformations, which are characterizedymamic pace, variety of
opportunities, non-traditional practical approaches solutions. The pace of
development of human resources depends on theragraotivity of certain
individuals, the available models and alternatieésformal and non-formal
education in the country as well as on a rangecohemic, social and political
factors in the country. Studies on human resoudes®lopment, incl. from a
regional perspective have been conducted in LURi{Ea, V.Stikis, U.Rks,
M.Krazmetra, M.PelSe etc.), in LU (I.Meflode, L.Frolova etc.) and in other
universities in Latvia. The quality of human resources depends on the
personnel’s work capacity, which, in its turn, dege on the skills acquired as
result of comprehensive and vocational schoolind previous professional
experience as well as on the extent to which th@l@yees’ potential is
exploited in meeting the growing customers’ dematasards hospitality
services (Diderihs, 2000T.0 ensure quality service not only the personatstra
of character of an individual matter, but also Hidlls that he or she has
mastered incl. education and qualification, expee
The quality of human resources may be analyzed thlsmugh competencies,
which are a set of factors possessed by a persachwvdre required for
successful and productive job performanéersonnel’s competencies may be
classified into several competency groups and | Hospitality industry
personnel’s competencies fall within theutual assitance and service group
which is characterized by mutual assistance, custoand service-orientation
and the wish and ability to serve (ESenvalde 1.93)9 By summarizing
scientists’ opinions in the area of personnel dqyate Author has found that in
the hospitality industry personnel quality is aféetby such external factors as
the national legal framework, existing educatiorsistem, international,
national or local government support programmesnpamnies’ goals and
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strategies and internal or subjective factors, Wwidan divided into 2 groups:
the qualities acquired during an individual's lifieducation and qualification,
experience etc. and inborn qualities: the natupaed of reaction and
perception, learning capacities etc. Below in feg@rthe Author has compiled
the factors influencing the quality of hospitalggrsonnel.

State
A A .
Local governments > Educational
instrument
A 4
Business
External factors ) <
Quality of Personnel
Internal factors
Acquired skills ] Inborn qualites

Source: The Author’s construction
Figure 2Factors influencing quality of personnel resources

In the subsequent section of the Promotion Papsesatization, analysis and
assessment of the factors influencing the qualitihiioman resources is done
based on the model illustrated above in diagram 2.

Socio-psychological profile of hospitality personre

In addition to the direct responsibilities that gmnel are entrusted with, it is
also necessary to possess certain common, spacidigeneral skillsCommon
and specific skillsare more related to specific professions and imndgsin
general and can be trained (for example, to opexppdiances, to have good
knowledge of the menu, to lay the table), howegemeral skillsare more
related to the development of an individual's paeo qualities —
communication skills, interaction with customer aradleagues, team-working
abilities, leadership skills. The general skille also referred to asocial
competenceFormation and development of social competenca Igelong
process (Garleja, 2006). Personnel engaged in ptioduprocesses (cooks,
confectioners) should possess more job-specifitsskind endogenous factors
are more relevant as opposed to the servicing peesdor whom general skills
and exogenous factors are more essentilving analyzed the personal
qualities necessary for providing hospitality seeg, the Author has derived
the 4 main groups of factors and qualities influegcquality of personnel:
inborn and trained qualities, demographic and $éacors (figure 3).
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Inborn qualities: Demographic factors:

= Natural gifts; = Gender and age
= Work capacity; = Appearance
= Intellectual ahilitie = Healtk

Factors influencing
individual qualities

Acquired qualities: Social factors:
= Work potential; = Religion;

= Values and needs; = Nationality;

= Interestc = Familv statiic

Source: The Author’s construction
Figure 3.Factors characterizing quality of personnel

In addition to the above, other influencing factowslude job appeal, which
depends on the prestige of the specific professlemel of complexity,
necessary knowledge and skills as well as seleasteesponsibilities, previous
experience, successes and failures of job perfarejandividual traits. In the
hospitality industry mostly young people are emplbyfor whom a
profession’s public appeal and the public’s opin@mout it are important.
When defining objectives for education programmeshie United Kingdom
(UK), improving the prestige of a career in the pitdity industry was
identified as one of the objectives (Amoan, Bauf97). In our contemporary
and dynamic age the impact of information techn@e@n business processes
is no longer doubted, but it is still occasionaligderrated by entrepreneurs.
Information technologies not only have changedviry nature of services and
the speed of information exchange, but it also atsap new technological
processes and equipment, technological ideas, aimmms and new knowledge.
The rapid development of information technologieas hchanged the
understanding of knowledge in the tourism industng it has contributed to
further differentiation of basic requirements fabour in different countries,
formation of new forms of relations between prodatmnsumers and new
lifestyles. The process of providing hospitality\sees must at all times keep
up with the latest technologies and trends, anid #lso important that the
personnel training process develops in sync withdpnamics of the tourism
industry and educational system, but on the otlaedhhe sensitivity towards
the constant transformations in the tourism ingustrould be reduced so that it
would be possible to create a stable environmenatiacting and preserving
personnel (Amoan, Vannesa, Baum, 1997, Boella, 1B86ms)
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1.3. Human resources policies in tourism industry

Given the role of human resources in the developraghospitality products,
at the same time scientists stress the state’dgpivole in the planning and
supervision processes (Georgs S., 2002, Clark, ,1B@gberts T., Ukolovs,
2006, Harris, 1997).Tourism education policy cannot be viewed sepayratel
from the national tourism policy, but at the saingetit should be independent,
as S.Georg, US, has pointed out. Education andirnicpiare essential pre-
conditions for tourism development in any countygt still the role of
education is often underrated when formulating plaghning tourism policies,
and even if the human resources’ issues are ackdget in the planning
process, they are still ignored when implementiagrism policies (Clark,
1998).Also among the basic principles of the nationatanable development
strategy of Latvia (2009) it has been stated thét active state participation in
the preservation of human capital and politicapoesibility for developing
active, competitive society could eventually cidnite to a growing number of
tourists over an extended period in the future. Phghor agrees to the
scientists’ view that, on the one hand, human nessudevelopment in the
tourism industry should be in sync with tourism elepment strategies and
plans, but that, on the other hand, they should bésin line with the national
lifelong learning programmes and the governmentukhdake the ultimate
responsibility by formulating the goals of tourightourism education policies.
Hospitality operators in Latvia, like elsewherebarope, are mainly small and
micro businesses (for more detailed analysis setid®e3 of the Promotion
Paper), which are characterized by high persompelti Latvia is not the only
country facing the problems related to trainingpefsonnel for small and micro
businesses as well as family businesdRaspresentatives of UK vocational
training institutions are of the opinion that natoegh studies have been
conducted and only few articles have been publigiethe subject of training
and personnel development needs of the owners/raeagd employees of
small businesses, and even less studies have beenod the development of
family-owned & small businesses in UK (Metley, 2002 has lead to a
situation when employees of big companies have ebetducation,
qualifications and, as result, they can offer retpeality to their customers,
because the small businesses lag behind in teropsatity and level of services
that they can provide. Special training programmaecessary for this target
group with more flexible curriculum and contentdraining modules.
First theoretical studies of personnel planningedsdck to the middle of 19
century. The findings of most prominent theoristsl a&cientists in the area of
human resources’ development policies are commounbed also in
contemporary theories and studies in the fieldwhan resources: Henri Fayol
(1841-1925), Frederick W.Taylor (1856-1915), Renkiker (1903-1981),
Douglass McGregor (1906-1964), Frederick Herzb8igce 1960s assessment
of corporate human resources’ policies has becometipe, and it has been
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influenced by the theories of such scientists asldaand Herzberg, by
acknowledging personnel as the main factor in tdwas system. Robert Blake
and Jane Mouth developed a management network schema powerful tool
for personnel management - by focusing on persotimeelcompany is at the
same time focusing on achieving the set result®enBsts have stated that
companies can be most profitable only if they a@uéing on their employees
by acknowledging their needs, development dynaraic$ understanding the
principles of effective teamwork. Development igansformation process with
a certain direction, which can be controlled angaed by the businesses by
using elements of personnel policies (Vedins, 2008)

For hospitality businesses labour costs are orteeobiggest cost items, hence
personnel policy is an integral part of companiesanagement and
development planning system and it comprises aerafigelements: selection,
appointment, training and development to meet dmepanies’ and individuals’
needs, transfer and spreading of knowledge (Boed86).In small and micro
businesses the managers should also act as teatlesters and psychologists
to make employees believe in their own skills abititg to be successful.
Based on the scientists’ opinions on the theoretispects of the quality of
hospitality personnel as mentioned above, the Authas concluded that
balanced, coherent and coordinated action by statal governments and
businesses coordinated by a joint long-term styateapd personnel
development support policy on the level of statcal governments and
businesses are the essential preconditions for riagsthigh quality of
hospitality personnel.

2. LEGAL, INSTITUTIONAL & REGULATORY
FRAMEWORK FOR HOSPITALITY INDUSTRIES
AND PERSONNEL QUALIFICATION

The section comprises 15 pages, 2 pictures anfildéga

In this Section the regulatory enactments and pglanning documents of the
EU and Latvia governing tourism and hospitality inasses and quality of
hospitality personnel qualification have been arady

2.1. Legal & policy planning framework of the tourism industry

Below in diagram 4 a synopsis of the legal acts policy documents which

are binding for the hospitality industry and itsgmnel and which have been
analyzed in this Promotion Paper, has been provided

As a matter of fact, there are not many nationgllaory enactments that are
directly applicable to hospitality businesses, lbsea hotel and catering
businesses are not regulated as professional tagiviAs any other type of

business that is started and run in Latvia, theyragulated by the national
legal acts regulating entrepreneurship, therefoea¢view and analysis of legal

acts featured in this Promotion Paper will focudyoon the legal
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framework of the tourism industry, handling of foadd quality of personnel
resources.

Legal acts of the European Union
Regulatory framework of the Regulatory framework of the quality
tourism industry of personnel resources
v v
Legal acts of the Republic of Latvia
Regulatory framework of the Regulatory framework of the
tourism & hospitality industry quality of personnel resources
Regulatory Regulatory Regulatory
Regulatory frlz;gel\],:gtﬁ(r%f framework of framework of | framework of in-
framework of tourism handling of qualification of | house vocational
entrepreneurshif industr food hospitality training
y personnel

Source: ascheme compiled by the Author based donadiand EU legal acts

Figure 4.Structure of international and Latvian laws and regulations in the
area of entrepreneurship and human resources

Latvia is a full member of the World Tourism Orgaation (WTO) and the
Law on the Statutes of WTO (2008)ipulates that Latvia has adopted and
accepted the Statutes of WTO and any further gietviwill be organized in
line with these Statutes. When drawing up tourissticg documents, Latvia
must follow the binding EU and international contiens, legal acts and inter-
governmental and inter-institutional agreementse@ithe tourism’s major role
in the EU economy, in 2006 the European Commisisisued a communication
on ,A renewed EU tourism policy..dimed at improving the competitiveness
of the European tourism industry, creating moresjabd promoting sustainable
growth of the tourism industry in Europe and woridev The document
Council Conclusions on a renewed tourism pol@jls upon the Member
States, among other, to pay special attentiong¢aipigrading of relevant skills
through training and education and to make bestafisavailable European
financial instruments for tourism-related proje@@®mmission Communication
on "A renewed EU Tourism Policy", 2006Agenda for a sustainable and
competitive European tourisf2007), in its turn, calls for a balance between
the continuous development of tourism destinatiand the environmental
protection and promoting competitive economic aigs.

In Latvia, however, all regulatory requirements laggble to the tourism
industry, incl. hospitality businesses are stiprdain the sole industry’s law —
the Law on Tourism (1998), which is binding for aurism operators in the
country. The law incorporates the legal norms magisirom the Council
Directive 90/314/EEC of 13 June 1990. The law defiiourism policy, its
goals and tasks, ways of enforcement and the gmemtis competence;
among others, the following task has been definefriicle 3.1 of this law: ,to
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support the raising of the quality of tourism seed and the qualifications of
those employed in the tourism industrfhe law does not specifically regulate
business start-up and development requirementfidepitality operators. A
number of Cabinet Regulations apply to the tourigmustry (Cabinet
Regulations N0.943, No0.226, No.67 and No.1017)niledi the procedure for
registering tourism operators, collection of infation on foreign tourists,
providing complex tourism services etc. In addifitourism policy is regulated
by the national laws governing such areas as dpxeat planning, utilization
of resources and environmental protection, entreaneship, taxation, visas,
protection of consumers’ rights, conformity assemsnetc.
In planning tourism development, Latvia must folldwe binding legislator acts
and development programmes of the European Conuonissn Latvia the
tourism policy planning documents are divided istwrt-term and medium-
term planning documents. By thé" 4uarter of 2009 the policy planning
document for the next peridburism Development Guidelines 2009-2045
still not been finalizedAs a consequence, in 2009 fheurism Development
Guidelines 2004-2008MoE, 2009) are still in effect as opposedLlatvian
Tourism Development Action Plan 2009-2p%hich at the end of 2009 still
has not become effective. In tiaft Latvian Tourism Development Action
Plan 2009-2015, however, no any major incentives or mness have been
proposed for personnel development, despite the tfec representatives of
WTO have repeatedly stressed the role of effegamsonnel management and
personnel training as a tool for overcoming thebgloeconomic decline,
(Carvao, 2009).
The Tourism Development State Agency (TAVA) is m@sgble for
implementing the national tourism policy In Latvi@AVA functions in
accordance with th&trategy of the Tourism Development State Agen@y-20
2009, where Clause 14.4 provides for improving the dyabf tourism
services, because as result of a SWOT analysi$olibaving factors hindering
tourism development in Latvia have been identified:
= |nsufficient knowledge of tourism personnel in suchreas as
entrepreneurship, management, information techiwdopg personnel
management and language skills;
= The low appeal of job opportunities available wlititvian tourism operators
compared to job opportunities abroad;
= Qutflow of qualified tourism personnel from Latvia;
= Low competitiveness of tourism products, which, amothers, is due to the
insufficient quality of tourism services and penseh
In the above strategy it has been pointed out thatsoaring demand for
tourism services has led to deteriorating qualftyoorrism services, and if no
measures are taken to improve the quality, the evhohge of Latvian tourism
might be jeopardized (TAVA, 2007However, having analyzed the measures
personnel development measures proposed in thegtrand undertaken in the
implementation period, the Author has come to thectusion that during



the strategy’s implementation period TAVA undertakany systematic and
purposeful tourism personnel development measimeaddition to the above
strategy, also thélarketing Strategy of TAVA 2006-201Was drawn up to
define the strategic goals and tasks of TAVA, lul$o did not include any
activities related to personnel quality improvemgRAVA, 2006).

2.2 Legal regulation of handling of food

Since 1992 Latvia is a member of the Food and Ajtice Organization of the
United Nations (FAO) and is receiving also the dtads and recommendations
of the Codex Alimentarius Commission. Latvia haslentaken international
commitments and has agreed to harmonize its |¢igislavith EU legal acts.
The Law on Supervision of Handling of Food statest faws and legal acts
regulating handling of food are binding for all p@s involved in handling of
food by defining thathandling of foodincludes all activities involving food
from the moment it is produced until its final cangption. Hence any catering
operator, which provides catering services, mushplg with the laws and
regulations governing handling of food. They arentyaaimed at ensuring that
hygiene standards as well as production standands rmandatory safety
requirements are duly met by the catering busirsesse

Since Latvia joined the ES, Latvia must comply witte Regulation (EC)
N0.178/2002 of the European Parliament and of tbenCil of 28 January
2002 laying down the general principles and reeuinets of food law. One of
the principal regulations binding for food businegerators is the Regulation
(EC) 852/2004 of 29 April 2004 on the hygiene addetuffs which lays down
the following:

= Fundamental principles of food safety

= Control procedures for monitoring compliance ofddmusiness operators;

= Food safety procedures based on HACCP principles;

= Principles for establishment of food safety system.

Although the provisions of the above regulation feerible and can be adapted
to accommodate for small and micro companies, itvihathe current legal
framework does not allow any flexibility in applginthe provisions of the
regulation to adjust for the type and size of thenpany. In addition to the
regulations mentioned above, hospitality operataust comply with other EU
regulations concerning production and food safety.

For catering service providers one of the principational laws is the Law on
Supervision of Handling of Food, the aim of whightdo ensure handling of
food, which is qualitative and harmless to humaralthe life and the
environment, the elimination of risks, the promaotif trade and the protection
of the interests of consumers (1998). Based onlLitwg, a humber of Cabinet
Regulations have been issued laying down procedapgdicable to food
business operators and supervisory authorities.
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2.3. Statutory qualification requirements for hosptality personnel

According to the national legislation, specific tfieation requirements are
applicable only to hospitality personnel involvedainy stage of food handling
- production, selling or procurement. In cateringibesses, incl. hotels, based
on the specific job functions a certain level obfpssional qualification is
required that must be certified by a document vgisitey that the employee has
undergone the necessary vocational education (€aBagulations No. 409,
2005).

According to the above Cabinet Regulations, if anpyee occupies a
position corresponding td"and %' professional qualification levels, he or she
must have the necessary vocational education id fiodustry. However, when
analyzing the Cabinet Regulations No. 409 in thetext of other legal acts
(national laws, Cabinet and EU regulations) andsittmring also the current
situation in the labour market, several discrepesand contradictions can be
found (figure 5). Below these discrepancies andredictions are analyzed in
more detail.
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Figure 5.Contradictions between European and LR regulationdws

There are discrepancies between the Cabinet RemndaiNo.409 and EU
regulation on food hygiene and between the CaliRegjulations No.409 and
the Law on Craftsmanship and the Cabinet Regulatin.2130n posts and
positions Besides, the Cabinet Regulations N0.409 cannseba as adequate
given the current situation in the Latvian laboarket.

According to the Law on Vocational Education, levef vocational
qualification means theoretical and practical pregaess, which enables one
to perform work of a certain level of complexitycaresponsibility. According
to the Cabinet Regulations No.409, the functiond @sponsibilities of cooks
and confectioners correspond t8 and 4" qualification levels, but those of

master chefs and/or managers — to theydalification level. The above
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Regulations state that if an employee occupiessitipn corresponding to"4
and %" professional qualification levels, he or she mhave the necessary
vocational education in food sector. This obviousigans that the positions of
master chef and cook meet the criteria of regulgteafessional activity.
However, the minimum requirements for regulatedfgesions are laid down
by the Law on Regulated Professions and RecognitbnProfessional
Qualification and it does not list any activitigsvolving catering services or
professions of cooks and confectioners.

Besides, the above Cabinet Regulations are outraf with the general global
trends for development of catering businesses.whisee in Europe it is
relatively easy to start a catering business; @nipportunity for becoming an
entrepreneur at any age without excessive capitaéstments, necessary
qualifications and diplomas. To start a cateringibess, the laws only require
undergoing mandatory training on basic hygieneirequents (Meriot, 2000).
After the Cabinet Regulations No0.409 were adoptadustry experts have
raised concerns over the contradictions betweesettend EU regulations.
Latvia, like any other EU Member State, must follthe Regulation (EC)
852/2004 of the European Parliament and of the €ibofi29 April 2004 on
the hygiene of foodstuffs, which states that pemsbmvolved in handling of
food must comply with all statutory requirementstbé respective Menber
State that are applicable to training and educgimyrammes for personnel
working with food. Thus, formally the Cabinet Reafibns No.409 do not
contradict EU requirements, yet, it can still betijpdly acknowledged that the
excessive requirements laid down by these CabinsguRtions are not
adequate given the current situation in the Latlaéour market.

According to the Law of Craftsmanship and CabinegiRations Nr.213 on
Posts and Positions, cooks and confectioners fatleu the category of
craftsmanship professiondudging by the above Regulations, taking up aojob
providing services as part of craftsmanship prafessis virtually unregulated.
Analyzing the Law of Craftsmanship and the CabiRegulations Nr.213,
discrepancies between Cabinet Regulations Nr.4@83fanlatter law have been
found as definition of the professions of cook andfectioner and provision of
services are given despite the fact that they atgegulated as craftsmanship
professions.

There are discrepancies also between educatiormrgmoges as most of the
Latvian education programmes, which are not corszkmith higher education,
may be seen a®gulated educationbecause they are either approved by the
competent ministries or their contents are deveald@esed on official education
standards. This situation causes problems in regardrecognition of
professional qualifications in the European contgetfactofor professions
which formally should not be interpreted as regdaprofessionsSo, the
current regulation of the status of catering prsifass is rather contradictory
and it is also unclear what will be the procedurerécognizing in Latvia the

professional qualifications in the catering seaequired in other EU
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Member States and whethde factoor de iureprofessional recognition should
apply.
2.4. Regulation of in-house vocational training irenterprises

Since September 2005 the Regulation (EC) No 158%/2tf the European
Parliament and of the Council of 7 September 2005statistics relating to
vocational training in enterprises has become &¥fedn the EU. By 2010 the
average EU rate of residents involved in lifeloegrhing should be at least
12.5% economically active adults. Several Regutati@C) No. 452/2008, No.
322/97 (17.02.1997), (EC) No. 198/2006 (2006) af Huropean Parliament
and of the Council lay down the requirement to pescand compare statistical
data about vocational training in enterprises ihatlevant on the community’s
level for develop education and lifelong learnirtgategies and supervising
their implementation. In Section 5 of the PromotiBaper the Author has
presented the results of the assessment of peldoainéng policies of Latvian
hospitality enterprises that was done based orctiteria for assessment of
lifelong learning opportunities defined by the Coiin Regulation
No. 1552/2005 and the research data collectedétithor.

In Latvia state authorities are responsible for itwoimg and controlling
compliance of personnel training qualificationshiospitality enterprises with
the requirements of Council Regulations and naticegulations. According to
the current regulation, mandatory personnel trgirdre required in such areas
as food safety, fire safety and work safety. Alspitality personnel must be
instructed on fire and work safety, and all cagnrersonnel once every other
year must undergo a minimum course on hygiene mdliveg of food. Chief
executives of companies or competent officials ddpgy on the size of the
company must undergo professional development progre (PDP) on food
safety, a PDP on fire safety (or at least a 20-lwourse) and a PDP on work
safety.

3. HOSPITALITY BUSINESSES FROM THE
PERSPECTIVE OF TOURISM INDUSTRY

The section comprises 26 pages, 11 pictures aridhlés.

In this Section the performance and developmeiitospitality businesses has
been analyzed from the perspective of macroeconesiti@tion to form the

platform for addressing personnel quality issues: the research analysis
undertaken as part of this Promotion Paper the dwuthad selected the
following indicators: business growth dynamics; edidvalue dynamics;

personnel costs; quantity etc.

3.1. Macro-economic development of tourism & hospdtity businesses

The macro-economic development of hospitality besses largely depends on
the growth trends of the tourism industry in Eur@pel worldwide. According
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to the data of WTO, the tourism industry is curkerine of the leading
industries in the world and it constitutes 7% od tiotal global exports. The
expanding job numbers are another sign of the rgpiavth of the tourism
industry: between 2003 and 2007 in Europe it haseased on average by
21.7%, but the industry’s added value is estima#dl163 trillion EUR
(UNWTO, 2008). In 2008 tourism has been the world'ading provider of
jobs (183 million) by providing every f0job worldwide, and it is seen as an
industry whose development substantially impacts development of other
related industries and thereby also the developn@ntwhole national
economies and which is also vital from the perdpeatf regional and social
development. Although according to the prognosiS\MdfO, in the long-term
the tourism industry is set for consistent anddapowth in all regions across
the globe, however, for the time being the tourisna hospitality sector has
been hit hard by the global economic decline aeditcrunch of 2008.

Tourism is clearly one of the fastest growing irtdes in Latvia. Until middle
of 2008 the number of foreign tourists visiting iat was soaring, and the
average increase in the number of foreign toulistsveen 2002 and 2008 was
16.1% a year. Also the number of customers serviedotels and other
lodging operators has soared - since 2002 on aednad5.4% (table 1).

Table 1
Foreign tourists visiting Latvia between 2002 and @08
Foreign tourists Use of accommodations
Year Number _of Annual Number of Annual change
tourists, in | change rate, _customers, rate. %
thousands % in thousands '
2002 2273 - 666 -
2003 2470 8.7 769 154
2004 3033 22.8 901 17.2
2005 3774 24.4 1155 28.2
2006 4645 23.1 1330 15.15
2007 5236 12.7 1487 11.8
2008 5498 5.0 1556 6.64
Average - 16.1 - 154

Source: the Author’s estimates based on data of E¢8tral Statistics Bureau (CSB)

Although in the recent past the tourism industrg keapanded rapidly in all
regions, on the whole, the industry is highly sewsito economic, political and
social developments both in Latvia and in the odsthe world. In the recent
past inflation has been a major factor affectirg phices of hotel services. The
rapidly soaring prices for consumer goods in thgirr@ng of 2008 were the
highest in the world since the end of 1990 (UNWTZDO08). Until the

beginning of 2008 Latvia and the other Baltic coiest were experiencing a
substantial labour shortage which was due to thedalaries in the industry
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and the rapid labour outflow rates (CSB, 2009). Ewesv, since the 3rd quarter
of 2008, Latvia, like other EU countries, has se&ssive and ongoing layoffs
in the hotel and restaurant sector. According te thata of the State
Employment Agency (SEA) the number of job seekessopposed to the
number of job vacancies is equal to 1:10 (SEA, 200%d the focus of the
labour market has shifted from employees to emplyRuUSsiness managers are
paying increasing attention to work efficiency arglality, personnel
gualification and ways to improve it to improve t@ductivity and quality of
the work process given the increasing competition.

3.2. Economic profile of hospitality businesses iregions of Latvia

The specific weight of the added value of hoteld estaurants in the overall
structure of the national economy has been growiagdily since 2002 and in
the span of seven years it has increased from LR2% 1.6%. Also the added
value per employee has increased reaching 8.4%tlgroate (the average
growth rate of the national economy - 7.3%) whish 12390 lats per 1

employee in actual prices. At the end of 2008, A8tel and lodging operator
was registered in Latvia, incl. 256 food businegsrators and 3902 open type
catering operators, so in total there were 4399italiy businesses (table 2).

Table 2
Hospitality operators across regions of Latvia in 208
Hotels, guest houses Food business Total
operators
Region No % of Number, incl.
' total food business| No. % No. %
total
number operators
Riga 118 24.0 44 2006 51,4 2124 483
Piefiga 127 25.9 53 691 17.7 818 18.6
Vidzeme 64 13.0 58 254 6.5 318 7|2
Zemgale 36 7.3 7 256 6.6 29 6|6
Kurzeme 96 19.5 54 389 10.¢ 485 11.0
Latgale 50 10.2 49 306 7.8 356 8|2
Total 491 100 256 3902 100 4393 100

Source: the Author’s estimates based on the dafv/&, CSB

Half of all accommodation providers are concenttdate Riga and the nearby
areas (49.9%), and so are most of the cateringibsses (69.1%), while in the
other regions their percentage is between 6.5% &0d%. The high

concentration of hospitality operators ilgR metropolitan area is logical given
the number of residents and visiting touristddthough the dynamics of the
industry’s companies is affected by the demand fresidents and tourists, it
largely depends also on the entrepreneurs’ willgsgnto start business in this
industry. The highest business activity has beajistered in Rga and its
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metropolitan region where the number of economyjcatitive companies per
1000 residents was respectively 68 and 49 companies

According to the data of CSB, in 2007, in Latvia. 8% of companies were
micro businesses with 9 or less employees and avittual turnover not above
1.4 million lats (CSB, 2009). Also the research duted by the Author

suggests that hospitality operators are mostly enibusinesses with, on
average, 8 employees and average annual turnogedtlats.

According to contemporary management theories, dpgmum number of

employees in an elementary staff corresponds tdotmeula of small groups 7

+_ 2, whereas other experts of management psychobedieve that the

optimum number of employees is 12. Staffs biggantthose are more difficult
to manage, but smaller staffs tend to be more proneonflict situations

(Vedins.l). However, in the case of hospitality midusinesses, the small
number of employees is the very reason why theyreme difficult to manage,

because the structural complexity of companies thedextensive applicable
statutory requirements encumbers the division efrthmerous responsibilities
between the few available employees. In 2007, 20f%conomically active

residents of Latvia, i.e., 31 000, were employedha hotel and restaurant
industry, in more than 4000 companies, with halfhefm in Rga. Since 2002

the number of people employed by the industry haseased from ~ 24 000 to
~ 31 000.

As shown by the data above, the number of pers@mployed in the industry,
along with the number of companies, has been gmpvatreadily and the

average annual growth rate has been 5.4% or 1500-d®ployees. 65% of all
people employed in the hospitality industry workRtga. In other regions the
number of employees is within 1500 to 2700 peraedfigure 6).

2737 1710

B Riga B Pieriga OVidzeme B Zemgale B Kurzeme 0O Latgale

Source: CSB, research data, the Author’s constoncti
Figure 6.Personnel employed in hospitality industry in regbns, in 2007

The average work pay in the industry is only aro@@éo of the average pay in
the national economy, which makes it the worst jraddistry (figure7).
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Figure 7.Average monthly net pay in Latvia between 2002 ana008

Cost-cutting on the expense of work pay has lethéocurrent situation in the
industry, which is characterized by lack of qualifipersonnel and regular staff
turnovers. The pay offered by Latvian employergha hotel and restaurant
industry is not competitive not only on the levélEl, but also in the local
market. It is not possible to attract qualified qgmmel with the current level of
work pay, and as a consequence, hospitality opsratoLatvia often try to
make up for lack of regular full-time workforce hiring seasonal workers and
trainees. Besides, after Latvia joined the EU, peapn use the rights of free
movement of labour in the EU Member States and they used also by
qualified hospitality specialists. For example, lieland, which is the most
popular destination for migrant workers looking fmetter pay, the minimum
work pay as from January'12007 is 1403 EUR (986 lats) (Eurostat, 2007).
The situation regarding work pay is even more a@altin the regions, and, as
evidenced by the data of CSB, the average montldgsgsalary in Latgale
region, between 2005 and 2008 has been almoste? fiess than iniBa. Also

in other regions of Latvia work pay substantialliffets from the average
monthly gross salaries irig and its nearby areas.

3.3 Quality profile of hospitality businesses

In addition to the existing legislation on hosptiabusinesses, Association of
Hotels and Restaurants of Latvia has developkdel Quality Assurance
Standardsdefining categories of hotels and other lodgingvers. The

guality assurance evaluation process is voluntad/the service is offered by
the Centre of Hotels and Restaurants; as reseltatkommodation provider is
awarded a compliance certificate of a specific gate. The evaluation

commission inspects accommodations in accordantte the requirements of
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the following national standards - LVS 200-1+A1:20QVS 200-2+A1:2004,
LVS 200-3+A1:2004, LVS 200-5:2000, LVS 200-6:20Q0/RA, 2008). In
2008 there were 181 certified and 137 uncertifietéls in Latvia (CSP, 2008).
Most of the certified hotels are 3-star hotels,dflthem in Rga and 65 in
regions. Since August 2006 Latvia has joined thmroon hotel classification
system of the Nordic & Baltic region. Although thertification procedure is
aimed at inspecting the full range of servicespractice only the tangible
products offered by the hotel are assessed beaaasder to assess the quality
of intangible services, the hotel certification aaission would have to inspect
the hotels in the capacity skcret guestsDespite the fact that the voluntary
hotel quality evaluation system has become knowhoith Latvia and among
tourists and it is seen as objective and compliaith the categories of
hospitality operators used elsewhere in the watké, results of a tourists’
opinion survey that was carried out in Latvia irD20egarding the adequacy of
Latvian tourism services as compared to their pstoewed that only half of all
respondents had replied that it was adequate (TA08;7).

3.4. External factors affecting hospitality busineses

Based on the analysis of the legal, institutiomal eegulatory framework of the
tourism industry, development forecasts and treidsurism, incl. hospitality
businesses in Latvia and worldwide, and hospitabitysinesses and their
personnel presented in the previous sections, teypreting PEST analysis, the
Author has done the following evaluation of inflgérg external factors.

Positive factors | Negative factors
Economic climate
Rapid tourism growth in the future  Falling numbétaurists
Improving quality of personnel Low state funding
Increasing added value Increasing lay-offs
Low work pay
Unfavourable lending policy
Complicated management of EU funds
Falling purchasing ability
Legal environment
Visa-free travels Labour migration
Joining the Schengen Agreement Bureaucratic viseguiures
Tourism development - a priority Specific quakfion requirements
Support  from  some local Excessive statutory requirements
governments Changing, unstable legal framework
Increased VAT
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Positive factors | Negative factors
Social factors

Decreasing labour turnover rate | Labour migration
Changing consumption habits
Low profession appeal and prestige
Inadequacy of new specialists ps
opposed to the actual market needs
Technological environment

Flexible administration structure Ineffective statarketing
Rapid development of technologies Falling levetadfvice
Rapid development of IT High proportion of intangible services

Unfavourable work conditions
Unbalanced investments
Natural and cultural environment

Low population density Bad quality of infrastruaur

Moderate climate Changing weather conditions

Rich nature and low human impa¢t  Polluted rivessg$ts

Cultural and historic heritage Negative attitude from the local
Architectural heritage residents

Traditions and national customs

To study the correlations between the externabfacind hospitality personnel,
in her Promotion paper the Author has done an aimlysing M. Porter’s

model of five competition forces. Introduction oew technologies and
products, launching of recognizable brands in tlaeket, rapid development of
information technologies, changing consumers’ fifiess and quality demands
— all of these factors contribute to improving gtyabf personnel resources.

4. VOCATIONAL EDUCATION POLICY IN THE AREA
OF TOURISM AND HOSPITALITY

The section comprises 22 pages, 3 pictures antlléda

In this section EU vocational education policy, therent vocational training
system and the training process of new hospitapgcialists in Latvia and their
availability has been analyzed.

4.1. Types of education: formal, non-formal and inbrmal education

In Europe normally the following three concepts associated with education
— formal, non-formal and informal education. Forredlucation is associated
with schools and educational institutions and irnmally comprises such
degrees as elementary, secondary and higher edludaiw on Education).
Non-formal education is associated with social geoand other organizations,
it is more flexible and responsive to changing labanarket. Informal
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education covers the remaining spheres, for exampdtations with
colleagues, friends, it is a lifelong learning pees gaining skills and
knowledge from everyday experiences (Coombs andethrh974) Types of
non-formal education exist outside the frameworkfarinal education and
usually develop as response to limitations andcdafcies in the formal
education system, therefore it is important to havgood understanding of
the limitations and deficiencies of formal educati@ravale, 2006). Some
authors believe that the function of non-formal eation is to provide
education to those who cannot acquire in the formaly. The Author,
however, disagrees with this position, because foomal education is
considered to be a separate education systemrgjfenider range of activities

than formal educatiarEspecially in the area of vocational education,chhis
primarily based on mastering of practical skillse role of informal education
could hardly be overrated. In hospitality businesdike in a range of other
business areas, informal education is often thddmental way of training for
new employees: skills are picked up by way of obaece, practical work,
communication and sharing of experience.

4.2. Historic background of EU vocational educatiorpolicy and regulatory
enactments binding for the EU Member States

The origins of vocation education policy date b&xk 963, when the Council
of Europe defined steps for development of a j&atopean policy. In 1975
the European vocational education development eenrtrCEDEFOP was
established to promote exchange of information emaparison of education
standards. A major turning point in the developmeifit EU vocational
education policy was reached by signing tdeastricht Treaty in 1993
European vocational education policy was definediiticle 127 as being part
of the Community’s policiesLisbon Strategy(2000) states that the study
process should become more available and flexibtedffferent groups of
people (theBruges Initiative 2001, Aachen Agreement2002 Lifelong
Education Memorandum, 2002). Ti&openhagen Declarationadopted in
2002 is seen as another major step forward in $ifigng international
cooperation in the field of vocational education. was focused on the
development of common principles for certificatioh education, promoting
measures for improving professional skills and ifications and validation of
non-formal learnin.

On November 30, 2004 theMaastricht Communiquévas adopted marking a
new era in the development of vocational educatiorEurope, andt was
specifically aimed at promoting vocational trainiagd lifelong learning. In
2006 Ministry of Education and Science (MoESc) aoméd that Latvia was
ready to implement the European Qualifications Fraork (EQF). EQF has
even been incorporated in thiefelong learning policy guidelines 2007-2013".
In 2008 Latvia decided in favour of validating kredge and skills acquired
through non-formal education as a priority for aslufor obtaining



professional qualification without the need to umgge formal education
programmes. Although the system for validating fanmal learning is
currently being developed in Latvia, so far no natbms for evaluating non-
formal learning have been put in place.

4.3. Analysis of the current vocational educationystem

The classification of vocational education systeroviged in the Law on
Vocational Education states is in line with Weststandards and, as result,
education programmes have become more interndffooainparable. In the
Latvian education system there are five professigualification levels.
Depending on the type of education provided, vocali education
programmes are classified as follows:

= Vocational elementary education programmes;

= Vocational training programmes;

= Vocational secondary education programmes;

= 1st level vocational higher education programmes;

= Vocational lifelong learning programmes (Law on ¥tional..., 1999).

21 professional standards have been developed én httspitality sector,
however, they are fragmented, but not specificdlfferent. For example, in
the catering sector the following professions atgected to specific standards:
= Specialist of catering services;

= Qrganizer of catering services;

= Specialist of restaurant services;

= Specialist of hospitality services;

= Commercial specialist of restaurant services.

Small and micro hospitality businesses employ oeraye 5-20 people,
mostly cooks, waiters, maids, administrators, andsinot uncommon that
employees have multiple functions and are fillimgyfor different positions.
Therefore the above classification of educationgmmmes may be too
specialized and wide and may need to be revised.

Curriculums of vocational elementary & secondariiogds are inclusive of
hospitality programmes. According to the data ofB%a in 2008 in Latvia
there were 84 public vocational elementary & seeopdchools (table 4).

4.4. Availability of vocational hospitality educaton in regions

1% and 29 level vocational higher education is provided biigher education
institutions in Latvia and they are located in @iéint regions. Between 2001
and 2005, every year on average 99 managers ofitaldgp enterprises
graduated, but since 2006 the number of graduasess ifcreased almost
twofold, because Vidzeme College and Latvian Ursitgrof Agriculture offer
part-time qualifications programmes for managersho$pitality enterprises.
The distribution of vocational education programmasross regions is
proportional to the number of hospitality enterpsismost of programmes (63)
are offered in the metropolitan area og® where there is also the biggest
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number of catering operators, and least of-all Zemgale region where there
is the lowest percentage of hospitality enterprises
Table 4
Elementary & secondary vocational schools offeringospitality
programmes in 2008

Local Proportion to In prot;;ortlon
Region | State| govern- | Private | Total | 10 000 economic o
. - 100 hospitality
ment active residents .
businesses
Riga 10 1 7 18 0.27 0.61
Vidzeme 10 - 3 13 0.62 4.08
Kurzeme 9 - - 9 0.55 1.85
Zemgale 3 2 - 5 0.20 1.7
Latgale 9 - 2 11 0.35 3.08
Total 41 3 12 56 average 0.38 average 1.2y

Source: the Author’s estimates based on the daRAdfnd CSB

To assess the output of state funded educatiomuitishs, the average number
of students who have graduated from vocational &itut institutions with a
qualification between 2002 and 2008 is used (t&hld&very year, on average,
1299 new specialists complete hospitality prograswaed their number has
been relatively stable during the last 5 ye@8gygest number of graduated
hospitality specialists is registered ifgR and the nearby region (36.6%), in
the other regions the output of hospitality spésislifrom secondary vocational
schools is similar and is within 12% to 19%.

Table 5

Number of graduated hospitality specialists in regins -
2002, 2005 and 2008

Region Yea nﬁ\rﬁgggte)f % .Of graduates
2002 2005 | 2008 in regions
graduates

Riga and Piaga region 458 508| 455 476 36.64
Vidzeme region 101 158]| 232 164 12.6
Kurzeme region 162 215| 246 208 16.0
Zemgale region 274 236| 255 255 19.6
Latgale region 163 198| 227 196 15.9
Total 1158 1315 1415 1299 100

Source: the Author’s estimates based on data of $6oE

Comparing the number of graduates to the numbhosgpitality enterprises, on
average per each company one new specialist hasttzeed during the last
four years (table 6).
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Table 6
Average number of graduates per hospitality enterpises in regions of
Latvia between 2002 and 2008

. stlgveer:{asggorg)%-gfoos No. of hqspitqlity Graduz.ite.s VS.

Region enterprises in Hospitality

Enrolleq Graduate 2008 enterprises

Riga, Piefga region 695 476 2942 0.16
Vidzeme region 366 164 318 0.52
Kurzeme region 342 208 292 0.71
Zemgale region 333 255 485 0.52
Latgale region 372 196 356 0.55
Total 2108 1299 4393 0.26

Source: the Author’s estimates based on data of $éodhd CSB

The highest percentage of vocational educationitutisins and programmes is
registered in Rya, but it has also the lowest proportion on neeciists - 0.16
specialists per one hospitality company a year.

4.5. Availability, evaluation and validation of nonformal
and informal education

Recognition of education qualifications, differesttidy periods and previous
education, incl. non-formal or experience-basedcation is an essential
component of the European Higher Education AreaHEHboth locally and
globally. In 2006, like other EU countries, alsotdia begun developing the
regulatory framework for validation of non-formadiieation and system of
credit points for vocational secondary educatiordthdugh the common
methodology was completed in 2007, in Latvia thierestill no functioning
mechanism for validation of non-formal educatiorawmarding credit points for
vocational secondary education. Judging by the maddéeavailable so far, in
Latvia the system of validating non-formal educatéond skills appraisal is still
in its early phases whereas it is already functigréffectively in many other
EU countries incl. Finland and Germany. The redediata suggests that only
53% of employees and 5% of managers meet the atatwualification
requirements, therefore it is necessary to enstiexidle system for validating
non-formal and informal education thus giving timepdoyees an opportunity to
acknowledge their professionalism that they havestenad through experience,
self-education, courses, seminars etc.
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5. ASSESSMENT OF HOSPITALITY PERSONNEL

The section comprises 28 pages, 18 pictures artdll&s.

To achieve the objectives of the Promotion Papertananalyze the quantity
and quality of personnel employed by hospitalityegprises in regions across
Latvia and to assess the impact of personnel onptbeess of providing

services, an opinion survey of employees — managaigegulars - of catering
and accommodation operators as well as customeh®syitality enterprises

was carried out.

5.1. Research methods, tools and principal questien

The collection of primary data in 5 research aweas carried out in all NUTS-
3 regions of Latvia:

= Opinion survey of executive & unit managers ofgitaity enterprises;

= Opinion survey of employees of hospitality enteses

= Customers’ opinion survey;

= Opinion survey of heads of municipalities;

= Structured interviews with institutional experts.

Research samplings- managers and employees of hospitality enteprigee
general samples of quantitative research for thepgmes of hospitality
personnel’s opinion survey were constituted by Huespitality enterprises
registered in Latvia:

= Open type catering businesses: restaurants, dafes e

= Lodging & catering operators.

To ensure that the sample selection is represeatatratified or typological
random selection method was used — the numbereafegits in the selection
sample is proportional to the number of elemenmesented in the general
sample in each planning region of Latvia. The s&dads based on the division
of planning regions and it includes randomly seldctl842 hospitality
enterprises in Riga and in regions, which con#it@6% of all open type
catering operators in 2006/2007.

Sampling of customers of hospitality enterpriséhe primary products of
hospitality businesses are catering and accomnwtat5o the general sample
of the quantitative research is constituted byciitomers who use the services
provided by hospitality businesses — residents aif/ia who use the services
provided by cafes, restaurants, fast food operatod lodging providers.
Altogether 500 valid questionnaires were receiveareign visitors were not
included in the sample because their opinion ompitalgy services in Latvia is
surveyed and studied on annual basis by the Toubswelopment State
Agency. Respondents of different age groups, ethradtbackground, level of
income and from different regions of Latvia tooktga the survey.

Sampling of local governmentBor the research sample of local governments
75 local governments were selected in the terdtonvhere the hospitality
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enterprises included in the research sample weratdd, as well as local
governments in whose territory vocational educatiostitutions offering
hospitality programmes are located. No represemstiof minor local
governments participated in the survey, though tiprezaires had been sent to
them. Hence only the opinion of urban municipaditiegarding hospitality
enterprises is represented.

Sample of institutional expertsThe sample includes respondents from
institutions related to the hospitality industrgpresentatives of educational
institutions, tourism industry, public administati sectoral associations and
entrepreneurs. The Author had developed speciacti@h criteria for the
experts’ competencies

The research datawas, in part, obtained in the scope of the agtifiitanced
by the European Social Fund ,,Support for labourketastudies”, between
October 2006 and February 2007 and then betweeteri@bpr 2008 and
February 2009 (customer opinion survey).

5.2 Qualitative and quantitative profile of hospitdity personnel

Personnel demographics.Managers of hospitality companies are evenly
distributed among several age groups — 32% of nesagye 31-40 years old,
31% - 41-50 years old. Only slightly less (23%) agers are 21-30 years old.
Most of the employees fall within the age group3®lyears (47%), but almost
one fourth of employees - 31-40 years old (23%)hViige employment rate is
obviously decreasing: only 14% of hospitality pensel are 41-50 years old,
and even less - 7% of personnel are 51-60 years old

Personnel’s education and qualification. Most ofgitality personnel have
secondary education (81%) and 43% of them havensecy vocational
education. Relatively many employees (14%) havehdrigeducation, but
secondary vocational education would be sufficientheir positions.

Table 6
Education level of hospitality personnel in Latvia
Managers, % Employees, %
Education Unrelated Vocat. Unrelated to Vocat.
total to the . total X edu-
. education the industry 3
industry cation
Elementary - - - 5 5 -
Secondary 78 61 17 81 38 43
Higher 22 12 10 14 10 4
Total 100 73 27 100 53 47

Source: research data, 2007

60% of hospitality personnel have only little expace — 42% of employees
have been working in the industry for 1 to 4 yeénst, 17% are only in their
first year. As shown in table 5.1 above, professioqualification tends to
increase with years of experience. As hospitaliipsj are physically and
psychologically demanding and career opportunaieslimited, the percentage
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of long-term employees gradually decreases amopgrince employees.
Only 50% of hospitality personnel are qualifieck.,.they have acquired
professional qualification in a certain profession having graduated from
vocational education institutions. Also most of theperts interviewed pointed
out to the low qualification of personnel employiadhe hospitality industry.
The employees themselves admit that they lack fipetion and experience,
and only 43% of employees are of the opinion thetrtknowledge and skills
are fully adequate for their positions.

5.3. Investments in personnel quality

The state, local governments and companies allriboteé their funding to

training of hospitality personnel, incl. from EUnfds and different support
programmes.Below, in table 7 the areas where hospitality pensb have

reported greatest deficiencies of knowledge haes benked.

Table 7

Areas where hospitality personnel have greatest kmdedge deficiencies
Rank Catering personnel Hotel personnel

1. Foreign languages Foreign languages

2. Servicing banquets Communication psychology

3. Food processing technologies Organizing events

4. Communication psychology Promoting sales

5. Cooking Hosting of guests

6. Promoting sales Servicing guests

7. Servicing guests Cleaning technologies

8. Healthy nutrition Hygiene requirements

9. Product accounting Cleaning of rooms

10. Hygiene requirements Other

Source: Table constructed by the Author based search data, 2007

According to the survey data, half of hospitaligrgonnel (50%) do not get any
in-house vocational training. Almost all managergressed theoretical support
for improving personnel’s potential, but only 42% are willing to finance
qualification-raising trainings outside the commni45% of managers believe
that the financing required for professional depetent trainings should be
equally shared with employees (figure 8), but aeo8% of managers believe
that it is the employees’ own responsibility.
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Figure 8.Annual personnel training budget per employee

6% of hospitality enterprises have tried to apmy EU Structural Funds for
personnel training. Still, most of the companie8%$ have not thought about
seeking any external funding for personnel training

5.4. Hospitality enterprises from municipalities’ perspective

The attitude of municipalities towards tourism abible described as dual: on
the one hand, it requires large investments inasifucture and human
resources, but on the other hand, tourism canrhajar source of revenues for
the municipalities’ budgets, creating new jobs atitiacting investors. Some
municipalities, for example, Ventspils, L&p and drmala have brought
forward tourism as one of their priorities. Theitatte of local governments
towards tourism can substantially impact developroéimospitality businesses
and their quality. Negative or neutral attitudeddrs the industry’s growth, and
cooperation among the public, municipal and privagctor is a vital
precondition for the industry’s growth both in unband rural territories.
Requests to share their opinion were sent to thoasg governments, in whose
territory the hospitality enterprises that partatgd in the study were located.
No representatives of small local governments neded. Only the opinion of
urban municipalities on hospitality enterprises represented - Aksne,
Aizkraukle, Dagda, Daugavpilsgkhbpils, Kuldga, Livani, Madona, Tukums
and Valka. This turnout is not proportional fromregional perspective,
therefore regional opinions will not be comparedwvoT of the surveyed
municipalities are planning to focus on improvirge tquality of hospitality
operators. Representatives of three municipalitiese of the opinion that
municipalities should not intervene in a free martkeimprove the quality of
services provided by one specific industry. Exdeptone municipality which
was not planning any measures, the other nine npatittes acknowledged
that they directly or indirectly stimulate busines/elopment by the following
means:
= Tax relief's for promoting business development;
= Competitions for best companies in specific indastrand the results are
published or marked during town festivals;
= Municipal bodies - tourism information centres, eation centres cooperate
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with businesses in the field of information and extiging;
= Infrastructure & tourism development incentives.
The participants of the municipality surveys weskeal to state the reasons
why in their opinion cooperation between municified and hospitality
businesses was necessary. All of the surveyed ipatites acknowledged
that cooperation with hospitality operators wasessary for both parties and
important for improving the municipalities’ publitnage. Judging by the
results of the municipalities’ survey, on the wholanicipalities are aware that
quality of catering and hotel services is one o€ tfactors affecting
municipalities’ image as well as tourism developtrgerspectives in urban or
rural territories. Despite the poor response fromnicipalities, the results
obtained show that municipalities are interestegriomoting the development
of hospitality businesses in their territories

5.5. Personnel training policies of hospitality opmtors
in the context of EU regulations

Since September 2005 the Regulation (EC) No. 188%20f the European
Parliament and of the Council on statistics retatio vocational training in
enterprises becomes effective and it is intendeda asol for stimulating
businesses to focus more on in-house personnelagewent during work time
as both of these aspects are significant dimensidriffelong learning. To
assess the personnel training policies of Latviasphality operators, research
data was used for the purpose of analysis as welhe criteria for assessing
lifelong learning opportunities laid down by the gréation No. 1552/2005.
Results show that in 2007, in Latvia hospitalitgyezprises met the objectives
of lifelong learning opportunities set by the EQyoloy 401%. Excellent results
were produced in regard to gender and age discatinim Compliance with the
following two criteria was assessed,gsod” : the impact of state’s incentives
on further vocational training,given the availability of EU support
programmes anévaluation and control procedures in regard to attdial
vocational training which in the case of catering operators is preditdy FVS.
However, on the overall the evaluation tends tarfmee negative. The most
critical aspects in planning and organizing tragnimclude the insufficient
funding allocated by companies for vocational ftiregs, lack of training
strategies and insufficient management’s commitmént planning and
organizing personnel training. The training givenpersonnel on the use of
information and communication technologies has he¢ed as inadequate to
the EU requirements. Due to lack of effective caapen with social partners,
companies fail to make effective use of EU Struatfunds and state support
programmes.
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5.6. Personnel’s role in providing hospitality serices

An opinion survey among customers of hospitalitiegorises was carried out.
When assessing the adequacy of services provideaabsring operators
compared to their price, 1/3 of the respondents haated that price is not
adequate to the quality of service provided, aedojpinion on catering services
provided in hotels and bars is similar. When assgsthe quality of lodging
operators, half of the respondents share the apithiat the quality of services
provided by hospitality operators is only partiadigequate to the prices of the
respective products. 4 and 5 star hotels reportédiye the best balance
between prices and quality with guest houses atajeosite end of the
spectrum with the least adequate prices as compauagahlity.

When asked to assess the competence and knowlédgening personnel,
respondents have rated them as satisfactory faiehders and waiters but have
given higher marks to cooks’ professionaliskmalysis of respondents’ replies
show that more than half of them often (more theerye 3° time) or relatively
often (in 3-5 cases out of 10) have been disappadiimt the services of catering
companies (figure 9).

4%

26% 33%

Every seldom Oseldom (less than every 10th time)
Oaverage (in 1-3 cases out of 10) @ quite ofen (3-5 out of 10)
B often (every 1-2 time)

Source: research data, 2009
Figure 9.Customers’ disappointment with quality of cateringservices

In reply to the question “If you have ever andékyhow often you have made
a smaller order due to personnel's incompetence laf interest?” ¥4 of
respondents have stated that quite often they li@edined from ordering
anything else or have ordered less than they hagnally planned due to
personnel’s lack of interest and competency. 12%egpondents have admitted
to having made smaller orders every second time.

The survey proves that sales are proportionallyeddant on the personnel’s
motivation and ability to sell the product. 39%tlé respondents reportedly no
longer use the services of certain lodging opesatm result of bad service.
More than 50% of the respondents have admittedthlegtoccasionally decline
from using the services of unknown hospitality @pers due to bad customer
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feedback. In hospitality business it is the pergbrthat ensure the primary
connection between the product and the customex.stihvey proved that bad
service experience can negatively affect the coesisnwillingness to use the
services of a certain hospitality operator eveiraga

For assessing the impact of socio-demographic peteasr on the level of
satisfaction of Latvian customers (gender, agegepts residence, frequency of
using the services of hospitality operators in ia@at@nd abroad) data analysis
tool CrossStab was used for comparing two autonendata selections in
SPSS environmenthe results of the analysis were as follows:

= The evaluation of the services of Latvian caterapgrators compared to
catering services elsewhere in Europe falls promuoatly to the number of
times customers have been abroad.

Similar correlation was found between frequencyusing services of open-
type caterers in Latvia, and if/how often custorhave been disappointed in
the quality of catering services (figure 10).

70%

60%

50%

40%

30% [

20% +—

10% +—

3-5 times per  1-3 times per 1-3times per  coupletimes a Practically not
week and more week month year using
Intensity of visiting

@ Very seldom B Average (1-3 times out of 10)
O Often (more than in half of the casesfa Seldom (less than every 10th time)
B Relatively often (in 3-5 cases out of 10)

Source: research data, 2009.
Figure 10.Correlation between the frequency of using the seieves of
catering operators and discontent with the servicegeceived

= Respondents who are not often using catering ssviend to give more
positive evaluation. Every second customer who legbyu uses catering
services has admitted that in more than %2 casebéddas been disappointed
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in the service quality.

= Customer satisfaction level is not related to thspondent’s age, and no
substantial differences have been found betweeretaduations given by
men or women.

= Majority of residents of rural areas are contenthwhe quality of catering
services (68%), the number of happy customersightl less in regional
towns (54.2%) and even less among the residergyaf(36%).

= With more knowledge and experience come also highality demands, and
consumers who regularly use the services of hdi#pitperators are more
knowledgeable and informed about latest developsnant trends in the
hospitality market as opposed to employees whoigeoene and the same
service on daily basis.

If employees are not regularly provided with oppaities for improving their

professional skills, it may result in a wideningpghetween the customer’s

expectations and the personnel’s understanding hef gervice provided,

because personnel and customers may not alwaye thleasame understanding

of what excellence of service means, which is akown by the study —

growing customers’ experience leads to growing afisent with service

quality.

6. PERSONNEL CLUSTERS OF HOSPITALITY
OPERATORS

The Section comprises 11 pages, 4 pictures antldga

In this Section, the respondents’ replies, coli@alering the opinion surveys
conducted as part of this Promotion Paper and gulesdly processed using the
matrix for mathematical processing of statisticatadof the SPSS programme,
were used for cluster analysis. By using the SP&ysis tool K-Means, the
specific features of the clusters of managers amgl@/ees of hospitality
businesses in regional context have been identfieticlassified separately.

6.1. Clusters of hospitality business managers iregions of Latvia

Clusters are formed by using mathematical andssitzdl methods to reduce
large volumes of data to object-relevant sub-groupsorder to identify
similarities between individuals or objectShe sizes of clusters and their
average evaluation in 15 key questions are sumethiiztable 8.
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Table 8
Cluster centres of hospitality business managers

Most characteristic features/questions 1 CIustZer numbsers 7
Motivation for working in hospitality business 2 3 2 4
Personnel training 0 1 1 1
Food safety management ( 1 1 1
Financial management 0 1 1 1
Use of innovative technologies & equipment 0 1 1 1
Communication skills 4 4 4 3
Command of foreign languages 3 3 4 P
Practical skills 4 4 4 3
Cooperation with vocational training bodies D 0 0 0
Strong communication skills 0 1 1 0
The company organizes personnel training 1 3 1 1
Regularity of personnel training 2 0 ] p,
Training costs in Latvian lats per 1 employee 2 0 22
Other alternatives for funding training § 8 y B
Attitude towards study leaves 2 2 2 2

Source: Research data, 2007.

When doing the cluster analysis, the Author revigwseveral clustering
alternatives and a breakdown into 4 clusters wasmdoto be the optimum

solution. Altogether 212 questionnaires were inetlidin 4 clusters,
12 managers’ questionnaires were found to be idwvali
Table 9
Distances between cluster centres, number of manage
Cluster 1 2 3 4 Number of
respondents
1 2.741 5.623 5.953 34
2 2.741 6.097 6.540 920
3 5.623 6.097 2.780 68
4 5.953 6.540 2.780 20

Source: Research data, 2007.

1% cluster— businessnanagers without job-specific professional educatiho
lack understanding of management’s responsibildigs who do not cooperate
with vocational training institutions when hiringew employees, but at the
same time the company is organizing training onraye once every year,
training budget - 20 to 50 lats per 1 employee.

2" cluster is the most different based on the breakdown ofratharistic
features and distances from cluster centré$.cfister managers are also
business owners or their relatives; they lack ustdading of management’s
responsibilities. Companies do not provide trainfagtheir employees, 92



do not plan any annual training budget and areseeking possibilities to use
EU or other sources of funding for training. Ydtetmanagers of this cluster
are interested in using new technologies, innowatio

3 and 4" clusterare most similar. They share almost identical deson of
managers’ responsibilities and similar assessnifesiilts trained in vocational
schools. The managers of this cluster share the sgimion on 8 out of 15
elements; they acknowledge the need for personaiglirig, and their attitude
towards their obligations can be characterized igh lsense of responsibility,
because these managers have named all of the fiofjowproviding training,
financial management, food safety management analdinction of innovative
solutions and new technologies as their respoitgiil The managers of this
cluster, however, have different opinions on regtyleof personnel training
and annual budget per one employee. The most piofed and
knowledgeable managers are concentrated in theluster, where training is
organized at least twice every year, also by uibgfunding, and this cluster
boasts the biggest training budgets.

From a regional perspectiv8®Zluster managers who, based on their answers,
were classified as least professional, prevail iatgale (diagram 11).
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Figure 6.1Clusters of hospitality managers in regions of Latia
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6.2 Clusters of hospitality personnel in regions dfatvia

452 employees’ questionnaires were included inustels, 8 questionnaires
were found to be invalid. The Author reviewed saVetustering alternatives
and chose a breakdown into 5 clusters as the optisnlution.

Table 9
Distances between cluster centres, number of emplkess
Cluster | 1 2 3 4 5 r';‘:g?;;‘r’lis
1 3.532 | 3.628 | 2.702 | 4.395 86
2 3.532 1.908 | 4.181 2.231 176
3 3.628 1.908 4.085 | 2.703 75
4 2.702 | 4.181 | 4.085 3.631 26
5 4395 | 2231 | 2.703 | 3.631 89

Source: Research data, 2007.

1% cluster comprises hotel personnel with highest educatind adequate
qualification. Respondents stress importance ofadge in the work process.
2" cluster employees are the biggest group and it highlights problem
analyzed in this Promotion Paper — that hospitalipgrators often hire low-
qualified employees without adequate educationexqerience, mainly young
people who take up jobs in hospitality industryyohly chance and are often
employed for a short-term or on seasonal basis.

3 cluster respondents have been working in the industrylfdr years, are
confident that their skills and knowledge are adggucommunication skills —
good and practical skills — excellent; most haveoadary education.

4™ and 5" clustercomprises employees who have been working forséimee
company for 15 years or more and who assess tki#dg and knowledge incl.
communication & practical skills, command of fonreianguages as poor. The
breakdown of clusters shows that long-term emplsyedo have graduated 15
years ago or more, are more in need of improvieg #tmowledge.

Latgale region has the highest concentration of under-qualifiegleyees:

50% of all hospitality personnel in Latgale regifail into 2" cluster. The
employees of this cluster do not have appropridigcation or qualification,
and are inexperienced. Latgale has also the higiwestentration of @ cluster
employees who have been working in the industrynfore than 15 years, but
still regards their skills and knowledge as inadaguln total, the employees of
clusters 2, 4 and 5 constitute almost 80 % in Latghesides, i cluster
employees are least represented in Latgale — eegdowith higher education,
excellent command of foreign languages and prajessi knowledge.
Compared to other regions, in Latgale personnélityua at its worst level. In
Kurzeme the second highest concentration of under-qualiéegployees has
been established, as well as the 2nd biggest ctiatien of employees listed
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in 2nd and 5th clusters has been observed andnthéo®/est percentage of 1st
cluster employees who have highest education.

In Riga, Vidzeme and Zemgaléhe distribution among clusters is similar and
no substantial differences in the prevalence dtels have been found.

The results of clustering show that personnel tyualiregions is not related to
the proximity of educational institutions and numbé graduates (see Section
4). Also numerous experts (representatives of voeak education institutions)
have stressed that the number of trained spesiadisufficient but many of the
graduates are not working in their profession.

The high concentration of under-qualified employeekatgale and Kurzeme
can be, in part, explained by the fact that traimetlistry specialists migrate
not only abroad but also to neighbouring regionse hegative balance of
migration in Kurzeme (1339 persons) and LatgalelP1persons) exceeds the
migrations rates of Zemgale and Vidzeme regionss Thclearly a sign of
competition among regions in trying to attract bgstsonnel resources. Like
elsewhere in Latvia, in Latgale and Zemgale mosipekialists with secondary
and vocational education are virtually unemploy&te negative balance of
migrating hospitality personnel related to lodgamyl catering services is 6.5%
of all migrant workers in 2007. The biggest peragst of residents — every
fourth one (24.5%) who have migrated abroad anm ftatgale and Kurzeme
(15.7%), and this is mainly due to high unemployhrates and low un work
pay, for example, the monthly gross average safaratgale in 2008 was only
little more than % of the average pay ifgR(CSB, 2009).

Comparing the clusters of managers and employeesian be seen from
diagram 6.1, %' cluster managers (who are least competent) prevaitgale
and Kurzeme, which proves the notion put forwarthis previous section that
management which is not aware of the importandeaafing does not provide
it to its employees. Hence the Author has drawrcthrelusion that it is not the
availability of vocational schools across regiong the quality of training
provided and the management’s attitude and the vatain of the new
specialists to work in the hospitality industrytthaostly influences the quality
of personnel resources in regions.
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CONCLUSIONS

In this Promotion Paper the Author has:

= Studied the theoretical aspects of the quality ofn&an resources and to
assess their relevance for providing hospitalityises;

= Analyzed the current climate in the tourism indysincluding the hospitality
industry and the macro-economic characteristidsospitality businesses;

= Studied the quality of human resources of hospjtatiusinesses, their
availability in regions of Latvia and their impaar the services provided,;

= Analyzed human resources development policies éncibntext of lifelong
learning;

= Has clustered the managers and employees of hiigpitausinesses
according to personnel quality and in regional egts.

The objectives set for this Promotion Paper have lem accomplished as

well as its goal— to study the quality of human resources in habpi

businesses and the factors influencing it in thetext of Latvian regions, to

identify the main problems and propose possiblet&ois.

The hypothesis put forward by the Author, namely, that by promoting

development and availability of high-quality humaesources along with the

economic growth of hospitality businesses and imipig vocational training

opportunities it is possible to substantially imyeothe quality of services

provided by hospitality operators and to promotkameed development in the

regions, has begoven.

Scientific relevance of the study

= Comprehensive and detailed qualitative & quantiaissessment of human
resources in hospitality businesses and their exlungf in regions of Latvia
has been performed;

= The potential of human resources trained by speeil educational
institutions has been assessed in a regional dpntex

= A new structural model for tourism industry hasréeveloped emphasizing
on the role of hospitality operators, as well adefinition of high-quality
hospitality services;

= A detailed analysis of the external factors inficieg the hospitality industry
and the quality of its human resources has bedorpezd;

= The role of personnel in the process of developiogpitality services has
been analyzed and factors adversely affecting tiadity of these processes
have been identified,;

= For the 1st time personnel training policies ofalobospitality businesses
have been assessed in the context of the Coungilimipe regulations.

The study’s economic relevance

= The Promotion Paper identifies the main problemd amternal factors
influencing availability of hospitality personnel@proposes solutions;

= As result of the study, a comprehensive and intdep&acro-economic
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characterization of hospitality industry has beeriwd,;

= The results of the study can be applied for devefpmnd implementing
lifelong learning policies on the level of statecdél governments and
individual businesses.

KEY FINDINGS

1.Due to the dual nature of hospitality products, Hesvices rendered by
hospitality operators are becoming increasingly glem and challenging, as
human resources are the key factor for providirghigjuality services and
ensuring growth for hospitality operators:

= The quality of hospitality services is commonlyeiqireted as the set of
features possessed by a product, which are provagiegtie service provider
and which meet or exceed the clients’ expectatidhse. services provided by
a hospitality operator are assessed at the verye dane they are being
provided, therefore the quality of the product dilye depends on the quality
of personnel;

= The human resources policies in any hospitality mamy should follow the
strategies set by the management and they shouddinie] at ensuring and
preserving the balance between the compositiohepersonnel in terms of
quality and quantity and the company’s requiremeats the quality of
personnel is the key pre-condition, upon which legrgn business strategies
should be based;

= The quality of human resources is affected by geaf external factors, the
most prominent of which include state and local ggoments’ institutions,
educational institutions, businesses, and intefaators, where the main
indicators of the quality of hospitality personnetiude skills, knowledge
and motivation.

1.The legal and regulatory framework of hospitalitgustry is formed by the
sets of national laws and regulations governing hswgpheres as
entrepreneurship, tourism and food production aodgssing. The extensive
amount of regulatory enactments hinders the funtig of small and micro
hospitality businesses:

= The national tourism planning documents do not psepmeasures for
improving the quality of human resources and tlweefdo not follow the
policy of the European Commission in the areafefding learning of human
resources. The lack of tourism education stratempedes balanced
development of human resources and adversely sffaet competitiveness
of Latvian tourism industry in the European market;

= The national legislation does not provide for dedténtiated approach to food
processing in different industries, and accordimg the Law on the
Supervision of Handling of Food, hospitality operat are listed as food
undertakings and hence are subjected to any ladisegjulations governing
the handling of food irrespective of productionput
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= The national laws and regulations governing thdificetion of hospitality
personnel are disputable and inadequate givenviiahility of personnel in
the regions of Latvia and the industry’s developnhtendencies in Europe.

3. In Latvia, similarly as in Europe, more than 96¢%hospitality operators are

small and micro businesses characterized by rampdth of added value and

sensitivity towards changes in external environment

= Although more than 50% of all hotels and restawané located in1ga, the
percentage of hospitality operators among econdlyiaative businesses is
more or less even in all regions of Latvia andrigpprtional to the number
of residents in regions;

= The current external environment of hospitality ibasses is seen as
unfavourable for the industry’s development, arel tajority of the adverse
factors are related to the legal framework and ewoo climate. The
situation has particularly deteriorated since thd BRalf of 2008 as result of
the global financial crisis and the rapid econodecline of Latvia;

= Due to the global economic downturn, with domegtiavels becoming
increasingly popular and the average duration ay sind daily spending
gradually falling, the role of hospitality persohimepromoting sales volumes
is increasing;

= The demand for high-quality human resources in it@#y businesses is
stimulated by new technologies and innovationsohiced by the companies
as well as changes in the consumers’ lifestylethan quality requirements.

4. The education policy documents that are binding Eof Member States

stress the role of formal and non-formal learnimghie development of human

resources in the joint European labour market dedrteed to set common

principles for validating non-formal learning. Adthgh the system for

validating non-formal learning is currently beingvéloped in Latvia, so far no

mechanisms for evaluating non-formal learning Hasen put in place:

= |n Latvia the availability of training for hospitgt personnel is similar in all
regions, nevertheless, the migration of studentsgraduates toiga and its
surrounding territories signals the lack of qualitpineeships and weak
cooperation with employers in other regions;

= In the hospitality industry 163 training programme® available and 56
secondary professional schools are evenly spreladcabss Latvia, and
standards for 21 hospitality profession have beamrldped. Yet there are no
substantial differences between the contents optbgrammes and the skills
defined by the standards, besides, they are fragmieand do not meet the
actual needs of the industry;

= On average, nationwide 2000 new students enrol aspikality training
programmes annually; however, only slightly morarnthhalf of these
students actually graduate. The large drop-out &niyn due to lack of
knowledge and motivation, and the lack of cooperatietween employers
and educational institutions.

4.The current human resources’ training policies enmnted by the
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hospitality businesses are aimed at neither emppyéxperienced and
qualified workers nor ensuring lifelong learningtive industry:
When assessing the adequacy of services providedat®ring operators
compared to their price, 1/3 of the respondents h@ted that price is not
adequate to the quality of service provided, citpegsonnel’s indifference
and lack of knowledge and motivation as the weakkshents in the process
of providing hospitality services.
Only 5% of managers of hospitality businesses rieetequirements of the
Cabinet Regulations No. 409 regarding qualificatidrpersonnel employed
in handling of food. The high percentage of inaggququalification is
obviously due to the industry’s rapid growth angb@&xding staff during the
last decade.
The most critical aspects in the planning and degdion of training include
the insufficient funding allocated by companies aladk of training
strategies. 85% of companies normally allocate mote than 50 lats per
training of an employee per year which on averageexs only 1 day of
training per year.
When assessing the personnel training policies emphted by Latvian
hospitality enterprises compared to the criterid bg the regulation
N0.1552/2005 of the European Parliament and Coujiging by, it has
been found that only by 40% they meet the objestioklifelong learning
opportunities set by the EC.
5.The differences in personnel quality of hospitaldgerators in different
regions are not related to the distribution of vmgal training institutions
and number of graduates per each region; howeteés, affected by the
quality of the new specialists and the social acdnemic factors in each
region:
Managers of hospitality businesses can be dividexd4 clusters according to
cluster indicators, and the biggest cluster inckludenagers who are also
business owners, who do not have industry-speeifiacation, who lack
understanding of management’s responsibilities aral not interested in
human resources development. The highest condentraf negatively-
minded managers has been observed in Latgale rediere the percentage
of 2nd cluster managers is almost 30%.
The biggest cluster of hospitality personnel, i1&6 employees, are young
people without appropriate education, qualificataond experience and this
witnesses the problem analyzed in the previousaecbf the Promotion
Paper — that hospitality operators often hire layaldied employees, without
appropriate education and experience as well agips employees, mainly
young people;
The biggest percentage of low-qualified employeas heen observed in
Latgale region - 50% of all employees surveyedatghle were listed in the
2nd cluster. Employees listed in 2nd, 4th and %isters, all of whom are
assessed as under-qualified, constitute almost & lPatgale as opposed to
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employees of the 1st cluster, who have highestatthrg excellent command
of foreign languages and professional knowledgevaimal are proportionally
least represented in Latgale.

= The 2nd biggest percentage of low-qualified empdsybas been found in
Kurzeme region, where the 2nd biggest concentraifaamployees listed in
2nd and 5th clusters has been observed as welkeaznd lowest percentage
of 1st cluster employees who have highest education

= The differences in personnel quality in Latgale &uwizeme regions can be
explained with the low concentration of hospitaliysinesses in these
regions, the low work pay, negative migration trerehd high level of
unemployment especially in Latgale region

= The study shows that clusters of managers with dogualifications in
regions correspond to the clusters of under-qedli@mployees, which leads
to the conclusion that personnel quality depends ah such factors as the
qualification of the companies’ chief executivesi aheir understanding in
the area of management of human resources.

MAIN PROBLEMS AND PROPOSED SOLUTIONS

1.The inadequate qualification of hospitality perseinas compared to the
national regulatory requirements adversely affeitts development of
hospitality industry and personnel growth.

Proposed solution:

= The Food and Veterinary Service should draw up amemts to the Cabinet
Regulations No. 409 (adopted on June 14th, 2005)ceroing the
professional qualification requirements for persinemployed in handling
of food.

2. Migration and employment of the new hospitabfyecialists in trades not

related to hospitality signals that graduates fatificulties in finding

appropriate occupation in the regions.

Proposed solution:

= The bodies responsible for planning and implemgntincational training
should more actively engage the industry’s protessi associations and
businesses to ensure traineeship for studentsstiydoompetency councils
should be established for promoting best practivgé eooperation among
hospitality businesses;

= The number of fragmented hospitality training peogmes that are currently
available should be further reduced, and they shdwl consolidated and
adapted to the needs of small & micro hospitalfigrators;

= The Ministry of Education and Science should lauretd supervise the
effective implementation of the activities No.3.1.and 3.1.3.2 of the ERDF
programme and the use of KPFI funding for upgrading material and
technical basis in the regions to improve the duadf practical training
provided by vocation schools;

102



The requirements for teaching staff involved innfiai education process
should be eased so that it would be possible tagmdndustry experts for
provision of practical training and thus ensurifgser bonds with hospitality
operators already in the study process;

The Ministry of Education and Science should depeloore flexible
processes for training specialists of 1st and 2pdlification levels by
partially delegating the training functions to nmst representing actual
industry’s operators;

The role of evening schools should be increasegrbynoting cooperation
model “businesses» evening schools” thus providing opportunities for
undergoing industry-specific training and appremtgrogrammes in actual
companies as well as by ensuring the availabilftycamprehensive study
programmes in evening schools including in the fofre-training;

Trainee & apprentice programmes in enterprisesldhmeli developed as well
as master classes with the industry’s professidiealsks, bar tenders etc.). A
mechanism for mastering of high-quality practidalls and their validation
in the context of lifelong learning should be pated.

3. The mechanisms for appraisal and validationifefohg learning are not
functioning in Latvia.
Proposed solution:

The legislative framework for validation of lifelgnlearning should be
revised,;

The functions related to the implementation andesvipion of procedures
for validation of non-formal and informal educatishould be delegated to
social partners and the enforcement functions tdlipuand private

educational institutions and the industry operators

Educational institutions should provide equal oppaties for people

employed in the hospitality industry for improvintpeir qualifications

irrelevant of their place of residence, age, natityy by establishing a
flexible module system that would be made availainleboth regional

Educational institutions and in e-format;

Certification centres for accreditation of priorpexiential learning (APEL)

should be established within companies in all negiof Latvia. APEL

systems, which are intended for evaluating andda#iig persons’ existing
knowledge, skills and experience acquired overxdangled period of time
and in different contexts should be recognizedgaskto formal training.

4. The current human resources policies of hosfitalperators do not
contribute to development of high-quality humanorgses in Latvia, and in
regions varying levels of personnel quality haverbebserved.

Proposed solution:

Support measures for human resources developmeuldshe activated and
improved by easing the conditions for utilizatiof BU funding by the
Latvian Investment and Development Agency (LIAAXaoy granting tax
reliefs to businesses;
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= L ocal governments in regions should activate adyisacentives in the area
of lifelong learning to promote development andvgitoof human resources
employed by different companies;

= The inflow of private capital in the field of eddima should be stimulated by
motivating businesses to co-finance education @mgnes and training
processes in vocational schools;

= Individual education savings accounts should beoéhtced to motivate
people to invest in their own education throughcggdesavings and deposits,
which may attract additional public or private skiships and offer other
benefits;

= The Association of Hotels and Restaurants of Lastiauld develop a quality
appraisal and certification system for cateringitesses.

5. In the regions of Latvia (except for the areaRija) there are only few

professional consultancy companies offering humasources development

measures in the area of lifelong learning.

Proposed solution:

= Entrepreneurs should be motivated to invest in aibascy services for their
employees, and people should have the possibiligpply for state loan for
training and professional development measures;

= A flexible procedure for supervision and accreditatof adult training
institutions should be established as well as m@shas for appraising the
quality of educational institutions according teithperformance.

= 6. In Latvia no tourism education policy and a ldagn strategy in a
regional context has been developed so far:

= Proposed solution

= The Tourism Development State Agency in cooperatiith the Ministry of
Economics and the Ministry of Education and Scieotshould develop a
national tourism education policy and a long-terpurism education
development strategy for regions and to provider@gmate instruments for
implementing them;

= Local governments in regions should integrate igirthong-term tourism
development policy documents strategies for devatg of human
resources in tourism industry.
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