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Promocijas darba visparejs raksturojums

Darbs sastav no ievada, ¢etram nodalam, secindjumiem un 30 pielikumiem.
Darba apjoms - 164 lappuses (ar pielikumiem 304 lappuses), 29 tabulas, 25 atteli, 18
formulas, 304 bibliografijas nosaukumi un interneta resursi latviesu, anglu, vacu un
krievu valodas. Autore ir beigusi Latvijas Lauksaimniecibas universitates Izglitibas un
majsaimniecibas institita pedagogijas doktora studiju programmu. Kopgjais
pedagogiskais darba stazs ir 24 gadi, t.sk., 11 gadi augstskola - &etri gadi docenta
amata. Pasreiz ir docente Informacijas Sisttmu menedzmenta augstskola (studiju kurss
. Edinasanas industrija”, ,,Apkalposanas kultira”). Stradajusi ar1 Biznesa Vadibas
koledza (studiju kurss ,.Edindsanas serviss”), Ekonomikas un Kultiiras augstskola
(studiju kurss ,,Viesmilibas kultiira™), Profesionalaja vidusskola RSEBAA (priek§meti
,Viesu apkalposana”, ,,Edinasanas uzpémumu darba organizdcija”) un citas izglitibas
iestades.

Kops XX gs. pédgjam desmitgadem planétas iedzivotajus un to kulttiru
specigi ietekmé tads pasaules limena process ka globalizacija. Globalizacijas process
saasindjis eso$as un radijis jaunas problémas visdazadakajas cilvéces darbibas jomas,
tai skaita arT izglitiba. F.Altbahs (Education at a Glance, 2003) defin€ globalizaciju ka
ekonomiskas, tehnologiskas un zinatniskas tendences, kas vistieSakaja veida skar
augstako izglitibu un zinama mera ir neizbégamas.

Globalizacijas apstaklos augstakas izglitibas galvenais meérkis ir novirzijies uz
razoSanas specialistu izglitoSana, bet péc zinatnicka R.Hassana (Hassan, 2003)
pétijumiem, augstskolas ideja tiek traktéta Saura ekonomiska nozimé: virziba uz
praktisko rezultatu. Siva konkurence veicina augstskolas klit elastigakam izglitibas
telpas organizacijas veidos, orient€ties sava attistiba uz tirgus vajadzibam, nevis uz
»universalam” zinasanam, ka arT aktivi ieviest virtualas studiju formas. ,,Augstskolas ir
tik radikali mainijusas, ka tipisks pagajusa gadsimta 60. un 70. gadu pasniedzgjs,
administrators vai students tas atpazitu ar grittbam. Augstskolas Skistu viniem vairak
lidzigas tirgus kompanijam vai reklamas agenttiram: tik liela méra augstskolas Sodien
iespaido pelnas, produkta, klientu, tirgus Ipatsvara un brenda veidoSanas problémas”
(Hassan, 2003, 79).

Tacu jaatzimé tris galvenas pazimes, kas liecina par augstakas izglitibas
saglabato lielo lomu sabiedribas vajadzibu apmierinasana: studentu adaptacija to lomai
sabiedriba — socializacija, visu pilsonu nodrosinasana ar socialo mobilitati, augstskolas
ka neatkarigas zinatnes un brivu diskusiju atbalsta vietas uzturg$ana.

Bolonas deklaracija (The Bologna Declaration, 1999) noteikts jédziens
»Zinasanu Eiropa” ka ,neaizvietojams socialas un humanas attistibas faktors, ka art
nepieciesama Eiropas pilsonibas apvienoSanas un bagatinaSanas sastavdala, kas var
sniegt saviem pilsoniem nepiecieSamas zinas, lai statos preti jaunas tiksto$gades
izaicinajumam, vienlaicigi izprotot vertibu kopibu un piederibu kopigajam socialajam
un kultiiras mantojumam”.

Miusdienu Latvijas sabiedribas multikulturalais raksturs, saistiba ar
sabiedribas globalizaciju, konsolidaciju un integraciju, valsts sociokulturalas telpas
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vienotibas saglabasanu, izvirza pedagogijas zinatnei un izglitibas sist€mai teoretiski un
praktiski risinamu problému kompleksu. Aktuala ir jaunatnes audzinasanas probléma,
kas saistita ar sp&ju funkciongt multikulturala sabiedriba.

Augstskolas ka intelektualas kopienas funkciongSanas prakse, kas veido
komunikaciju, pamatojoties uz partneru lidztiesibu, kultiiras daudzveidibas cienu,
varétu veidot tolerantu multikulturalas pasaules apzinu. Sada ideala universitate kliitu
par garigas aristokratijas, masu sabiedribas aristokratijas veidoSanas vietu, par ko ar
lielam ceribam rakstija K.Jaspers (Scmepc, 1991, 145): ,Pasaule sasniegtu savas
vestures kalngalus, ja masas tiktu realizets tas, kas agrak tika ierobezots aristokratijas
loka. Ta ir audzinasana, dzives kartibas disciplina, sp&a macities, pieversties garigai
dzivei, pardomat un izvertet, atrast vesturiski sapratigo asakajas vesturiskajas kolizijas,
kritiski viens pret otru noskanotajos un vienlaicigi solidarajos cilvékos”.

Tapéc toposo viesmilibas nozares vaditaju (VNV) izglitibas saturam jabiit
orient€tam ne tikai uz tirgus pieprasijumu, bet arT uz vajadzibu attistities sociala un
kultiras videé atbilstoSi personiskiem idealiem un laikmeta kultlrvesturiskajam
tradicijam.

Ilgstosa laika perioda viesu apkalpoSanas profesionalo prasmju un iemanu
veidosana viesmilibas specialistu studiju procesa galvenokart tika akcentetas
apkalpoSanas un vadibas procesa tehnologiskas sastavdalas. Augstskolas praktiz&tais
VNV izglitibas didaktisko papémienu kopums, kas pamatojas uz tehnologisko
vertibu orientaciju, izraisija viesmilibas vaditaju personibas kultiiras Itmena
pazeminasanos. Tehniska parsvars par humano neatbilst miisdienu viesmilibas nozares
prasibam. Personibai profesija iegilist cilvécisku jégu tikai tad, kad taja atklajas kaut
kas augstaks un pasvertigaks, un tieSi savas individualitates, savas neatkartojamas
,»Cilveciskas sejas” iegliSana daudzveidiga un pretruniga kultiiras pasaulg.

Maisdienu kulttiras apzinas stavoklis nonak pretruna ar izglitibas tradicionala
modela zinasanu racionalo, tehnologisko raksturu. Izglitibas strukttira un saturs, kuru
pamata ir zinaSanu paradigma, neatbilst miisdienu kultiirai. Rezultata ta nespgj
nodros§inat savas misijas izpildi — cilvEces pieredzes adekvatu atspogulojumu un
efektivu parmantosanu. Pieaug kultiras lomas ka cilvéka darbibas panémienu un
rezultatu izpratne globala meroga; socialas attiecibas sak izjust kultiiras ietekmi, un tas
izpauzas pilnigi jaunas prasibas, kas tiek izvirzitas izglitibas mérkiem, metodém un
saturam.

Acimredzami, ka $ados apstak]os par svarigu kllist nepiecieSsamiba analiz&t
toposo VNV apkalposanas kultiras attistibas butibu, mehanismus un tehnologijas,
veikt $T procesa dinamikas, organizacijas un realizacijas ipatnibu izpé&ti profesionalas
izglitoSanas procesa. Sai sakard ka vienu no misdienigas pedagogijas aktualajam
problémam var minét VNV studiju procesa Iidzeklu un metozu piemérosanu. Tai pat
laika, apliikojot toposo vaditaju izglitibas teoriju un praksi viesmilibas joma, redzams,
ka apkalpoSanas kultiiras audzinaSana profesionalas darbibas apgtSanas laika ne
vienmer tiek realiz€ta vajadzigaja kvalitaté, jo studiju procesa organizacija,
tehnologiskais nodro$inajums, pedagogiskas pieejas un didaktiskie risinajumi ir
nepietickama Iimeni §1 profila augstskolas. Par to ar1 liecina autores veikta VNV
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augstakas profesionalas izglitibas SVID un studiju programmu analize. Tie$i tapéc
vaditaju profesionalas izglitoSanas gaita apkalpoSanas kultiiras attistibas probléma
klast par aktualu pedagogijas teorijas un prakses virzienu.

Lidz ar to apkalpoSanas kultira VNV profesionalas augstakas izglitibas
studijas ir atverta t€ma jaunai teor€tiskai izpratnei un jauniem eksperimentaliem
petijumiem. Jauna topoSo VNV apkalpoSanas kultiiras attistibas didaktiska mode]a
izstrade sekmés pedagogijas zinatnes izpétes jomas paplasinasanos un nodro§inas
studentu — toposo VNV apkalposanas kultiiras kompetences limena paaugstinasanos.
Toposa VNV apkalpoSanas kultiiras kompetences apgiiSanas 1pasa loma un nozime
aktualiz€jas multikulturala sabiedriba un adaptacija taja prasa noteiktu personibas
attistibu.

Tas arT nosaka §1 pétijuma aktualitati — izstradat, teorétiski pamatot un
eksperimentali parbaudit — didaktisko modeli topoSo VNV apkalposanas kultiiras
attistibai.

Augstak mingto problému aktualitate noteica pétljuma tematikas izvéli:
Toposo viesmilibas nozares vaditiju apkalpoSanas kultiiras attistiba studijas
augstskola.

Pétijuma objekts. Viesmilibas nozares vaditaju studiju process augstskola.

Pétijjuma priekSmets. Toposo viesmilibas nozares vaditaju apkalposanas kultiiras
attistiba un izvertésana.

Pétijjuma meérkis. Pamatot un izvértét apkalpoSanas kultliras attistibu topoSiem
viesmilibas nozares vaditajiem, izmantojot didaktisko modeli ,,ApkalpoSanas kulttira”.

Pétijuma hipotéze. Toposo VNV apkalposanas kultiira studijas augstskola attistisies,
ja
o tiks izmantots VNV apkalposanas kulttiras attistibas didaktiskais modelis
»ApkalpoSanas kultira” ka zinatniski pamatots konceptualu atzinumu un
didaktisku nosacijumu kopums;
e studentiem — topoSiem VNV attistisies apkalpoSanas kultiiras
kompetence ka apkalpoSanas kultiiras kritérijs.

Pétijuma uzdevumi
1. Analizét un izvértét zinatnisko literatliru par personibas attistibu dazados
vides kontekstos, ka arT par kulturizacijas, socializacijas un profesionalas
attistibas procesiem augstskolas izglitibas vidg.
2. Pamatot apkalpoSanas kultiiras biittbu un tas nozimi toposa VNV personibas
attistibas procesa, izstradat VNV apkalposSanas kulttiras struktiru, izskaidrot
tas struktiirdalas un aspektus.



3. Teorétiski pamatot toposo viesmilibas nozares vaditaju apkalpoSanas kultiiras
kompetenci, izstradat tas struktiiru un attistibas Iimena novertéSanas
kriterijus.

4. Pamatot un izstradat topoSo VNV apkalposanas  kultiras attistibas
didaktisko modeli un ta realizacijas tehnologiju.

5. Izstradat komplekso ekspertu sisttmu “AHSC” topoSo VNV apkalposanas
kultairas kompetences attistibas diagnostikai.

6. Aprobét, eksperimentali parbaudit izstradato modeli augstskolas izglitibas
praksé un izvertét, ka modelis sekm& VNV apkalpoSanas kultiras
kompetences Iimena paaugstinasanos. Veikt: eksperimentalo datu
rezumésanu, interpretéSanu, savstarpgjo salidzinaSanu un modela ekspertu
vertgjumu.

Pétijjuma metodologisko pamatu veido:

e personibas jédzieniska izpratne: J.Anspaks (2003), L.Hjels, D.Ziglers
(Xpemr, 3urnep, 1997), A.Karpova (1998), A.Leontjevs (JIeoHTBEB,
1975, 1983), A.Petrovskis (IletpoBckmii, 1981), A.Vorobjovs
(Bopobnes, 1997) u.c.;

e personibas attistibas teorijas: D.FelSteins (®enpamreiitn, 1996),
A.Leontjevs (JleontseB, 1975), A.Petrovskis (IlerpoBckmii, 1981),
A.Vorobjovs (Bopobses, 1997), L.Vigotskis (Berorckuii, 1983) u.c.;

o filozofiskas atzinas par kultiiru: E.Dirkheims (Durkheim, 1956),
G.Hofstede (Hofstede, 2005), M.Roki¢s (Rokeach, 1968, 1973),
V.Sagatovskis (CararoBckuii, 1979), N.Smelzers (Cmenzep, 1994),
M.Sélers (Illenep, 1994), M.Vébers (Bebep, 1990) u.c.;

e personibas kultliras izpratne: V.Biblers (butnep, 1997), M.M.Bahtins
(baxtun, 1979), M.Bubers (By6ep, 1993), P.Burdjé (Bourdieu &
Passeron, 1979), I.Herders (I'epmep 1995), O.Gasmans (I"a3man, 1989),
G.Hegelis (I'erems, 1971), S.Hesens (I'eccen, 1995), M.Rokics
(Rokeach, 1968, 1973), V.Sagatovskis (CaraTtoBckuii, 1979) u.c.;

e kulturizacijas un socializacijas koncepcijas ka personibas un vides
mijiedarbibas izpratne: U.Bronfenbrenners (Bronfenbrenner, 1979),
E.Dirkheims (Durkheim, 1956), H.Gudjons (1998), E.Giddens
(Tupnenc, 1999), K.Hurelmans (Hurrelmann, 1991), IJurgena (2002),
CKailijs (Kymu, 1994), A.Leontjevs (1975), DzMids (Mux, 1994),
A.Mudriks (Myapuk, 2003), T.Parsons (Parsons, 1951), N.Smelzers
(Cmemsep, 1994), J.A.Students (1998), G.Zimmels (3ummens 1996) u.c.;

e sociologu idejas par multikulturalas sabiedribas kultiiras telpas attistibu
un pilnveidosanu: B.Berijs (Barry, 2002), J.Habermass (Xa0epmac,
2001), I.M.Janga (Young, 1990), Dz.Koens (Kosn, 2003), B.Parekhs
(Parekh, 2006), C.Teilors (Taylor, 1994), M.Vevjorka (Wieviorka, 1998)
u.c.;



e izpratne par apkalposSanas kultiru: J.H.Gitomers (Gitomer, 2004),
L.Hekmans (Hickman, 2001), A.Krébers (Kpebep, 2004), D.Meijers
(Meyer, 2006), A.Nevelevs (Hesenes, 2000), V.Slastenins (CrnacteHus,
1994), E.Teflers (Telfer, 1996), E.Seins (Illeiin, 2002) u.c.;

e izpratne par kompetenci ka daudzkomponentu struktiiru, kuru veido

dazadi integréti elementi, kas izpauzas noteiktas darbibas, izpildot
dazadus uzdevumus: R.Bojacis (Boyatzis, 1982), B.Briede (2009),
T.Djurans (Durand, 1997), R.Garleja (2006), A.V.Hutorskis
(Xyropckwit, 2003), V.Hutmahers (Hutmacher, 1997), S.B.Perijs (Parry,
1996), A.Rauhvargers (2004), Dz.Ravens (Pasen, 2002), I.Tilla (2005),
[.Zimnaja (3umuss, 2003) u.c.;

e humanisma un izglitibas vienotibas koncepcija: S.Amonasvili
(Amonamsuin, 2001), I.Belickis (1995), M.Bahtins (baxtun, 1975,
1979, 1986), V.Biblers (butaep, 1997, 1991), D.Djui (dptou, 2000),
H.Gadamers (1999), J.A.Komenskis (1992), A.N.Leontjevs (JIcouThEB,
1975, 1983), A.Maslou (Maslow, 1954), A.K.Rodzers (Rogers, 1990),
A.Spona (2001), L.Vigotskis (Bsrorckmii, 1960, 1991, 1996), 1.Zogla
(2001) u.c.;

e dialogs ka personibas pasattistibas nosacijums, lidzeklis un merkis:
M.Bahtins (baxtun, 1979, 1986), V.Biblers (butmep, 1991), M.Bubers
(by6ep, 1993), N.Burbuless (Burbules, 1993), H.Buss (bym, 1985),
H.Gadamers (1999), J.Habermass (Habermas, 1984a) u.c.

Eksperimenta izmantotas kvalitativas un kvantitativas pétijuma metodes:
L.Belavskis, R.Livends (Bielawski, Lewand, 1991), A.P.Castikovs (Yactuxos, 2003),
V.S.Cerepanovs (Yepenanos, 1989), D.Dzaratano, G.Rajlijs (Ixappatano, Paiimm,
2007), I.N.Pustinikova (Ilyctsiaankosa, 2001) u.c.

Datu ieguves un matematiskas apstrades metodes: A.Buhnins (ByxHuw,
2001), LL.Jeliseeva (Emuceesa, 2006), Dz Hilli (Xwumu, 2005), A.J.Kozlovs (Ko3mos,
2003), A.Orlovs (Opios, 2002).

Petijjumu metodes:
1. Teorétiskas metodes:
1.1. pedagogiskas, filozofiskas, psihologiskas, sociologiskas, viesmilibas
zinatniskas literatiiras analize, atzinu apkopojums un izveértésana;
1.2. normativo aktu (LR un ES dokumentu) analize.
2.  Empiriskas metodes:
2.1. SVID analize;
2.2. Datu ieguves metodes:
2.2.1. studentu, doc@taju un darba devéju izlases aptaujas;
2.2.2. studentu apkalpoSanas kultiras kompetences attistibas Iimena
diagnostika;
2.3. Datu analizes metodes:



2.3.1. kvalitativas: ekspertu sist€mas analize, modela eksperimentala
parbaude, ekspertanalize:
e datu matematiskai apstradei tika izmantota
datorprogramma ,,Maza Ekspertu Sistéma” v 2.0;
e datu vizualizéSanai tika izmantota Excel, Word un
CorelDraw datorprogrammas;
2.3.2. kvantitativas: korelacijas analize - korelacijas koeficientu aprékini
tika veikti, lietojot MS Excel datu analizes paketi;
2.4. Didaktiska modela ekspertu vértésana.

Petijumu baze un respondenti:
,lurisma uznéméjdarbibas vaditajs” studiju programmas un ,,Viesmilibas
menedzments” specializacijas studiju programmas 189 pirma kursa studenti no:
1. Informacijas Sisttmu menedzmenta augstskolas (Latvija, Riga) — 124
studenti.
2. Klaip&das Biznesa un tehnologiju koledzas (Lietuva, Klaipéda) — 22 studenti.
3. Viesnicu Menedzmenta koledzas (Serbija, Belgrada) — 43 studenti.
1. tabula
Promocijas darba izstrades posmi

Posmi Teoréetiskas studijas Praktiska darbiba

2003.-2005. gads. Esosas situacijas analize, probléemu apzinasana,
pétijuma objekta, priek§meta, temata izvéle.

1. Toposo VNV profesionalas 1. Pedagogiska darbiba (kops 1986.

@ un akadémiskas izglitibas gada), t.sk., augstskola (kop$ 1999.
5 pieredzes analize un gada) topoSo VNV izglitosana.
= izvertéSana 2. VNV profesionalas izglitibas satura
= 2. Temata preciz€$ana, merka un analize.
uzdevuma formul€$ana.
2005.-2006. gads. Hipotézes par topoSo viesmilibas nozares vaditaju
apkalpoSanas kultiiras attistibu studijas augstskola izveide.
1. Personibas attistibas dazados 1.  Autorprogrammas ,,ApkalpoSanas
vides kontekstos izp&te. kulttira” izstrade.
2. Jédziena ,,apkalpoSanas 2. Didaktiskda modela ,,ApkalpoSanas
@ kultlira” izpéte, ta struktiiras kulttira” izstrade.
5 pamatojums viesmilibas
= konteksta.
o 3. Kompetences ka VNV
apkalposanas kultiiras
attistibas raditaja izp&te.




1. tabulas turpinajums

Posmi Teorétiskas studijas Praktiska darbiba
Toposo VNV apkalposanas
kultiras kompetences
attistibas limena novértésanas
- krit€riju izstradasana.
§ VNV personibas specifisko
2 iezZimju pamatojums
~ multikulturala sabiedriba.
Toposo VNV apkalposanas
kultiiras attistibas studijas
augstskola pamatojums.
2007.-2009. gads. Hipotézes precizésana.
Literattiras izvert&jums par 1. Pedagogiska eksperimenta
tematu -"Ka apkalposanas planosana.
kulttiras 2. Pedagogiskas diagnostikas
izglitiba veicina studentu instrumentarija izstrade (kompleksa
personibas attistibu". ekspertu sistéma ,,AHSC”),
Literaturas izvertejums par adaptacija un eksperimentala
tematu - "Ka studentu izpratne parbaude.
par 3. Eksperimentalie p&tjjumi.
@ apkalposanas kultiiru veicina 4. Pedagogiskas diagnostikas
g vinu personibas attistibu". instrumentarija (kompleksa
=] Literatiiras izvertejums par ekspertu sisteéma ,,AHSC”)
e personibas attistibu un korekcija.
apkalposanas kultiiras 5. Sakotngja respondentu
kompetenceém. diagnostic€Sana. Studentu
apkalpoSanas kultiiras kompetences
limena noteikSana.
6. Didaktiska modela ,,Apkalposanas
kulttira” aprobacija.
7.  Eksperimentalu nodarbibu
organizés$ana.
2008.-2009. gads. Darba lietoto jédzienu precizés$ana,
hipotézes atkartota parbaude.
Teorétisko un eksperimentalo | 1. Noslédzosa respondentu
" datu rezumésana, diagnostika.
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1. tabulas nobeigums

Posmi Teorétiskas studijas Praktiska darbiba

3. Eksperimentalo datu statistiska
apstrade.

4. Didaktiska modela ,,Apkalposanas
kulttra” ekspertu vertesana.

5. Secinajumu apkopoSana.

6. Promocijas darba noformesana.

4. posms

Avots: autores konstrukcija

Pétijuma teorétiska novitate un nozimiba

1. Pamatota VNV apkalpoSanas kultiira ka specialista personibas
sisttmraksturojums, kas aptver humano un tehnologisko struktirdalu un
gtisko, estétisko, organizatorisko un psihologisko aspektus.

2. Pamatota VNV apkalposanas kultiras kompetence ka integrals VNV
personibas 1pasibu kopums; izstradati individualas, starpkultiru un
profesionalas apkalpoSanas kultiiras kompetences attistibas Ilimena
novertésanas kriteriji.

3. Izstradats, eksperimentali aprobéts, ieviests un izvertéts VNV apkalposanas
kultiiras attistibas didaktiskais modelis ,,Apkalposanas kultiira”.

Petijuma praktiska nozimiba

1. Izstradata autorprogramma studiju kursam ,,Apkalposanas kultiira”, ieklaujot
taja apkalpoSanas kultiiras aspektus (Etiskais, estétiskais, psihologiskais,
organizatoriskais) un kompetences noveérteésanas kritérijus.

2. Sagatavoti metodiskie materiali, kas veicina VNV apkalpoSanas kultiiras
attistibu studijas augstskola (macibu lidzekli un gramatas: Macibu gramata
talmacibai ,, Edinasanas serviss 1”; Macibu gramata talmacibai ,, Edinasanas
serviss I1”; ,,Restoranu bizness - no idejas lidz realitatei”; ,,Kokteilu gramata
SOMIX&FIX”; ,,Bars: dzérieni, kokteili, apkalposana™).

3. lIzstradata kompleksa ekspertu sistéma ,,AHSC” studentu — toposo VNV
apkalposanas kultiiras kompetences attistibas diagnostikai.

Pétijuma robezas

Promocijas darbs Toposo viesmilibas nozares vaditdju apkalposanas kultiiras
attistiba  studijas augstskold izstradats pedagogijas zinatnes nozaré augstskolas
pedagogijas apaks$nozare.

Promocijas darba pétita studentu personibas attistiba, izvertgjot zinatnisko
literatiiru no 1957.g.. TopoSo VNV apkalposanas kultiiras attistibas didaktisko modeli
»Apkalposanas kultiira” autore izstradajusi, balstoties uz savu pieredzi, stradajot ISMA
kops 1999. gada, un izvértjot profesionalo zinatnisko literatiiru kops 1979.g..



Eksperimentalais pétijums attiecas uz studiju kursu ,,Apkalposanas kultiira”.
Eksperimentalais pétfjums veikts trijas augstakas izglitibas iestades: Informacijas
Sistemu menedzmenta augstskola (Latvija), Klaipédas Biznesa un tehnologiju koledza
(Lietuva), Viesnicu Menedzmenta koledza (Serbija). P&tijuma piedalijas visu triju
augstskolu ,, Turisma uzneémgejdarbibas vaditajs” studiju programmas un ,,Viesmilibas
menedzments” specializacijas studiju programmas 189 pirma kursa studenti, kuriem
"Apkalposanas kultiira" ir obligatais studiju kurss.

Didaktiskais modelis ,,ApkalpoS$anas kultira” ir veidots ka originals
didaktisku nosacijumu kopums, kas prioritari nodro§ina VNV apkalposanas kulttras
kompetences attistibu visa to  daudzveidiba, aptverot divas autores ieteiktas
struktirdalas (humana un tehnologiska) d&etros aspektos: &tiska, estétiska,
organizatoriska, psihologiska.

Toposo VNV apkalpoSanas kultiiras kompetences attistibas diagnostika
veikta, izmantojot komplekso ekspertu sistemu ,,AHSC”.

Tézes aizstavesanai

1. VNV apkalpoSanas kultira ka VNV personibas kultiiras attistibas
sastavdala satur @tisko, estétisko, organizatorisko un psihologisko
aspektus trijos dazados tas kompetences Iimenos, nodrosinot humanas un
tehnologiskas kultiiras lidzsvaru.

2. VNV apkalposanas kultiiras attistibas didaktiskais modelis ,,ApkalpoSanas
kultira” ka zinatniski pamatots konceptualu atzinumu (izmantojot
humanisma, kompeten¢u un kulturologisko pieejas) un didaktisku nosacijumu
kopums, nodroSina toposo VNV apkalposanas kultiiras kompetences
attistibu.

3. Promocijas darba ietvaros izstradatic apkalpoSanas kultiras kompetences
attistibas novérteéSanas kritériji un limeni, kas ietverti autores izstradataja
ekspertu sisttmas kompleksa (,AHSC”) un  aptver topoSo VNV
apkalpoSanas kultiiras €tisko, estétisko, organizatorisko un psihologisko
aspektus, izmantojami apkalpoSanas kultiras kompetences attistibas
Iimena diagnosticéSanai.



Promocijas darba saturs

1. nodala ,Personibas attistiba dazados vides kontekstos” aktualizets
jautajums par personibu, tas attistibu kultiiras, socialas, profesionalas un augstskolas
vides mijiedarbiba.

Kulturizacijas, socializacijas un profesionalas attistibas procesi augstskolas
izglitibas vide veido apkalposanas kultiiras izglitibas bitibu un jégu, ka arT nosaka visa
izglitibas procesa vértibu sistému. ,,Misdieniga izglitiba, kas ir jaunas pasaules
sabiedribas radiSanas procesa dalibniece, ir personibas attistibas problému, tas
zinasanu un spéju darboties centra. Par augstakas izglitibas prioritariem uzdevumiem
klust vispusiga, pirmkart, gariga personibas attistiba, zinasanu apguve, socializacija,
kurai ir noteico$a loma komunikacijas sp&ju attistiba, uzskatu apmaina un poziciju
salidzinaSana, atSkiribu atziSana un pienemsana, principa ,,dzivot kopa” sabiedriba
apguve, jo izglitiba veido nevis cilvéku vispar, bet cilvéku konkréta sabiedriba un Sai
sabiedribai” (Manxeitm, 1994). Autore pilniba atbalsta $adu personibas attistibas
poziciju un uzskata to par sekmigu miisdienu izglitibas rezultatu.

Jebkura studenta personibas attistibu ietekmé vide. Cilveéka saskarsmes
raksturs, izturéSanas veids, cilvéka ricibas, uzvedibas aktiva saistiba, iek$¢ja sakariba
ar apkart€jam lietam palidz veidoties cilvéka personibai, ko raksturo neatkartojamu
ipasSibu kopums, kas nosaka personas iztur€Sanos, attieksmi un izpauzas aktiva,
apziniga dzives darbiba (Vorobjovs, 1996). Cilveks piemérojas apkartgjai videi un
vinam veidojas dazadas atticksmes. Ka atzist R.L.Hons (Xon, 2005), dazada vide
ietekm& arT maciSanas rezultatus. Studenta personiba attistas kultiras, socialo,
profesionalas darbibas un augstskolas izglitibas vides mijiedarbiba.

1.1. apaksnodala ,,Personibas jédziena kultlirvésturiskais raksturojums”
veikta jédziena ,,personiba” analize.

Personibas izp&te nav tikai atseviSku individualo 1pasibu, cilvéka psihisko
procesu un stavokla izpéte, bet p&tjums par cilvéka vietu un pozicijam sabiedrisko
attiecibu sist€éma, pétijums par to, ka varda un kada veida cilvéks lieto iedzimtas un
ieglitas spéjas: J.Anspaks (2003), JI.Xwemn, H.3urnep (1997), A.Karpova (1998),
A.H.Jleontnes (1983, 1975), A.B.Ilerposckwuii (1981), I.Sarnoff, P.Zimbardo (1961),
A.Bopo6beB (1997) u.c.

Nozimigaka pieeja, kas izmantojama VNV personibas attistiba, ir kulttras
vesturiska pieeja: JI.C.Beirorckuit (1983), .M. ®Penpamreiin (1996), A.H.JIeonTheB
(1975), A.B.Ilerposckuit (1982), I.Tep6opr (1999). Analizes centrala kategorija, kas
lauj izprast personibu, ir kategorija ,,darbiba”. TieSi darbiba cilveks rada garigas un
materialas kultiiras priekSmetus, parveido savas spgjas, saglaba un pilnveido dabu,
veido sabiedribu, rada to, kas bez aktivitatém nespetu pastavet. Gan cilvéka apzina un
vajadzibas, gan cilvéka personiba veidojas, rodas sabiedriskas attiecibas, kuras
individs iesaistas savas darbibas procesa. ST teorija kalpo par teorétisko pamatu
personibas attistibas un pasattistibas organizacijai, kas pamatojas uz to, ka cilvéka visu
biitisko spéku attistiba, zinaSanu un pieredzes iegliSana norisinds meérktiecigi
organizgtas darbibas procesa.
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Ar personibas attistibu saprot likumsakarigas kvalitativas parmainas dzives,
socialo un garigo procesu noris€, kas nosaka tadu kvalitasu iegtisanu, kas raksturo
individu ka personibu. Personiba sabiedriba tiek apliikota ka subjekts. TieSi ka
subjekts individs pacelas lidz personibas Iimenim, realizjot sevi saskarsmé, izzina un
radosa darbiba.

1.2. apaksSnodala ,Personibas kultiiras izpausmes sabiedriba” apskatiti
jédzieni ,kultira” un ,,personibas kulttra”.

Kultiiras problémai veltito darbu analize: B.Jumereit (1987), E.Durkheim
(1956), M.®yxo (1994), H.Gadamers (1999), I'.I'erens (1993), U.I.I'epmep (1995),
B.I'ym6omear (1985), E.Iupnenc (1999), K.I'mpa (1997), K. Acmepe (1991), O.Kont
(1996), M.Kant (2005), K.JIesu-Crpoc (2001), T.ITapconc (2002), Z.P.Sartrs (1946),
H.Cmemsep (1994), E.Taiimop (1989), A.Touuou (1991), @.Tennuc (2002),
@.1emmunr (1989), O.1lnenraep (1998), M.Bebep (1990), I'.3ummens (1996) liecina
par to, ka jédziens ,kulttra” tiek lietots ka sabiedribas un personibas radoSo spéku un
sp&ju, pasaules uzskatu, zinaSanu, prasmju un attieksmju, intelektualas, tikumiskas un
esttiskas izaugsmes raksturojums, kas izpauzas raditajas materialajas un garigajas
vertibas, socialo normu un institiciju sistéma, cilvéku attieksmju kopuma pret dabu,
sava starpa un pasam pret sevi, ka arT savstarpgjas saskarsmes, iztur€Sanas un darbibas
veidos un formas sabiedriskas dzives konkrétajas jomas.

Kultiras teorija veértibam ir ipasa vieta. Vertiba péc C.Anucumon (1985,
1988), B.®pankn (1990), S.Hesena (Teccen, 1995), I'.lerens, 1993), A.Karpovas
(1994), M.Rokeach (1968, 1973), B.Cararosckuii (1979), M.1llenep (1994), M.Bebep
(1990) ir jedziens, kas norada uz Tstenibas faktu un paradibu kultiiras, sabiedrisko vai
personisko nozimi. Visa pasaules daudzveidiba var tikt apskatita ka ,,priekSmetu
vertiba”. Pie tadam vertibam var pieskaitit cilvéku materialas un garigas darbibas
priekSmetus, sabiedriskas attiecibas un to loka ietvertas dabas paradibas, kam cilveka
dzive ir pozitiva nozime un kas sp&j apmierinat daudzveidigas cilvéku vajadzibas.

Vertibas ir personibas individualas kultiras pamata, veidojot atseviskas
personibas garigi tikumisko telpu un izcelot tas unikalitati. Personibas kultiiras kodols
ir subjektivie raditaji, kas nosaka gariguma, brivibas, radoSuma, atbildibas,
humanitates pakapi, t.i. individuala kultira: R.Alijevs (2005), U.I'.T'epmep (1995),
I'Terens (1971), C.M.I'eccen (1995), A.Sveicers (1991), ITecmanoyyu (1998),
B.®panxki, 1990).

Vairaki zinatnieki: P.Bourdieu, J.C.Passeron (1979), W.I'.®uxte (1993),
I''T'erens (1990), U.Kaut (2005), ®@.[Hemmunr (1989), I'.3ummens (1996) personibu
uzskata ne tikai, ka sabiedrisko apstaklu produktu, bet arT ka aktivo socidlo subjektu,
kas veido Sos socialos apstaklus. Personiba ir sp&jiga kluit par aktivu socialas ietekmes
pavadoni un pati veikt socialo apstaklu parveidosanas funkciju, pateicoties tiesi
apgiitajam sabiedriskam normam, vertibam, idejam un prasmém, t.i. pateicoties visam,
kas veido personibas kultiiru. Personibas kultiira apliikojama ka personibas individuali
apgiita sabiedribas kultiira.

Cilveks ir unikala kultiras pasaule, kas stajas mijiedarbiba ar citu personibu
kultaram, veido sevi $aja mijiedarbibas procesa un iedarbojas uz citiem. Sava ,,es”
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apzinaSanas norisinds saskarsmé ar citiem, tatad dialogs ir vitali nepiecieSams
personibas kultiiras attistiba. Tikai dialoga personiba pastav ka personiba un tikai
dialoga var tikt panakta tas adekvata izpratne: M.M. baxtun (1979), B.C.bubnep
(1997), M.byGep (1993), J.Habermas (1984a).

Kultiira nav iesp&jama bez radoSuma. Radosa darbiba ka nepiecieSams
apstaklis ietver sevi subjekta iedzivosanos kulttira, cilveéku ieksgjas darbibas rezultatu
aktualizaciju: III.A.Amomamsumu (2001), R.Bebre (2003), Z.P.Sartrs (1946).
Daudzpusigas cilvéku radoSas darbibas rezultatd rodas jaunas vértibas un jauna
kultiira.

Personibas kultira aptver gan personibas biutiskakas ipasibas, gan arl
izglitibu: H.Gadamers (1999), I".I'erens (1990). Personibas kultiira ir cilvéka izglitibas
priek8nosacijums un rezultats, cilvéks izglitojoties apgiist visparcilvécisko kultliru un
pieredzi un, pretgji, izglitojoties vins var to radit un bagatinat.

Var secinat, ka personibas kultiira apliikojama ka personibas individuali
apgiita sabiedribas kultiira, kuru veido veértibas, zinaSanas, prasmes un atticksmes un ta
izpauzas dialoga un radosa darbiba. Personibas kultira aptver gan personibas
butiskakos raditajus (garigums, briviba, radoSums, atbildiba, humanitate), gan arl
izglitibu.

1.3. apaksnodala ,,Kulturizacija ka personibas un kultirvides mijiedarbiba” ir
aktualiz@ts jautajums par personibas kulturizacijas nozimi misdieniga augstskola, kas
izpauzas ka personibas subjektivas pieredzes bagatinasanas ar kultlras vertibam un
cilvéces mantojumu kopuma, plasa kultiiras apgiiSana un kompetences attistiba
studenta kultiiras pasaulei.

Kulturizaciju izprot ka ieaugSanu kultira, ka kultiiras maciSanos (Jurgena,
2002). Kulturizacijas procesa cilvéks iemacas attistit sevi un, balstoties uz to, spgj
darboties. Studijas un audzinasana C.®pere (1990), H.Gudjons (1998), J.A.Students
(1998), I.Zogla (2001) veicina atfistibu un kulturizaciju. Kultiru rada, ce] un veido
cilveks, bet tas cilvekiem iespgjams tikai tad, ja vins par cilvéku ir audzinats.

Attistiba norisinas, pamatojoties uz zinaSanu apguvi, ka arT apgustot
cilvecisku attiectbu kultiiru, darbibas veidus un visparcilvéciskas vertibas. Attistibas
efekts, savukart, rada priekSnoteikumus fundamentalai zinaSanu, darbibas veidu
apgilisanai, personibas ieieSanai kultiiras konteksta. Tam nepiecieSama meérktieciga
studiju un audzinaSanas procesa organizacija.

1.4. apaks$nodala ,,Personibas attistiba socialaja vide” ir apskatits studenta
personibas  attistibas process socialas vides ietekmé, kur§ tiek identificét ka
socializacijas process. Socializacija ir process, ar kura palidzibu individs apgiist savas
grupas normas ta, ka caur pasSa Es veidoSanos izpauzas §1 individa vai personibas
unikala daba.

Dazadas pieejas tiek uzsvertas tik integrativa jédziena ka ,socializacija”
atSkirigas puses.

Socializacija tiek aplikota ka kultiras nodosana no paaudzes uz paaudzi, ka
sociala mantojuma visparéjs mehanisms, kas aptver gan socialas, gan izglitibas vides
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ietekmi: U.Bronfenbrenner (1979), P.A.Morris (1998), E.Durkheim (1956),
L.Kohlberg (1981), A.Myzapux (2003), J.Rotter (1982).

Socializacija paredz starppersonu mijiedarbibu, saskarsmi, bez ka nav
iesp€jama personibas veido$anas un pasaules uzskata nostiprinasanas: A.banmypa
(2000), U.Bronfenbrenner (1979), D.Immmenc (1999), K.Hurrelmann (1988),
A Mynpuk (2003), K. IInaxe (1994), JL. Berorckuit (1996).

Socializacija atspogulo to, ka personiba apguvusi sabiedribas izstradatas
normas, vertibas, nostadnes, stereotipus: K.Hurrelmann (1991), H.Cmemzep (1994),
M.Plavniece, D.Skuskovnika (2002), A.Spona (2001).

Socializacija veicina radoSas personibas pasrealizaciju un pasaudzinaSanu:
. @enpmreiia (1994), Y. Kynu (1994), Tx.Muz (1994), A.Myapuxk (2003).

Ar socializaciju saprot individa harmonisku ieieSanu socialaja vidg,
sabiedribas veértibu sist€émas apgtisanu, kas lauj vipam sekmigi funkcionét ka S§is
sabiedribas loceklim.

1.5. apaksnodala ,,Personibas profesionala attistiba” ir apskatita studenta ka
personibas un ka darbibas subjekta attistiba.

Profesionala attistiba ir process, kura individs apgiist sabiedribas profesionalo
kultiiru, integréjas profesionalaja sisttma ar profesionalo vertibu, tradiciju un
profesionalas izturé$anas normu apgiisanas palidzibu. Profesionalas zinasanas,
prasmes un atticksmes veido personibas profesionalo potencialu. Profesionalas
darbibas laika norisinas parveidoSanas un izpildes veidu maina atkariba no pasapzinas
attistibas dinamikas, kas tad ar sekmé personibas attistibu.

Personibas profesionala attistiba ir personibas un profesionalas vides aktivas
mijiedarbibas rezultats. Par personibas profesionalas attistibas sistémveidojosu faktoru
J.Povarenkovs (IToBapenxoB, 2002) uzskata individualo (subjektivo) un socialo
(objektivo) faktoru konvergenci. Konkrétas darbibas apgtisanas procesa, subjekta
saskarsm¢ ar jauniem uzdevumiem, profesionalas situacijas un nestandarta apstaklos
pastavigi rodas pretrunas starp darbibas izvirzitajam prasibam un atsevisku personu
izglitibas attistibas Iimeni, ka ari psihes profesionali orientétajam struktiram. Sis
pretrunas arT ir subjekta profesionalas darbibas attistibas galvenais virzitajspeks.
Subjekts darbibas, radosas paSdarbibas aktos tiek ne tikai atrasts un izpauzas tajos, bet
arT rodas un veidojas: I.Jurgena (2002), A.B.IlerpoBckuii (1981), C.JI.PyOunmTeiin
(2002), N.3umnstst (1997).

Studenta — ka toposa profesionala attistiba augstskola norisinas vairakas
atSkirigas vides:

e profesionala attistiba studiju laika, k& VNV specialista augstskolas
izglitibas vide, kad students savstarpgji sadarbojas ar citiem profesionali
izglitojosa procesa subjektiem (docétajiem, lielakam vai mazakam kursa
biedru grupam);

e profesionala attistiba studenta prakses laika profesionalas darbibas vide -
uzpémumos, kad students, ka topoSais specialists mijiedarbojas ar
kolegiem, viesiem;



e profesionala attistiba socialaja vide, saskarsmé ar personam arpus studiju

laika (ar kursa biedriem un augstskolas studentiem);

e profesionala attistiba kultirvide, saskarsmé ar multikulturalas

sabiedribas parstavjiem.

Kulturizacijas, socializacijas un profesionalas attistibas procesi augstskolas
izglitibas vidé veido apkalposanas kulttiras izglitibas biitibu un jégu, ka arT nosaka visa
izglitibas procesa vertibu sistemu.

1.6. apaksnodala ,,Viesmilibas nozares vaditaja personibas specifisko iezimju
pamatojums multikulturala sabiedriba” raksturota multikulturala sabiedriba, kuras
ietvaros norisinas personibas profesionala darbiba un tas ietekme uz viesmilibas
nozares vaditaja personibas attistibu.

Multikulturala sabiedriba, savstarp€ji mijiedarbojoties, cilvéki saskaras ar
apkartgjas kultiiras vides daudzveidibu, atSkirigu etnisku vértibu sistému, kas biezi
vien saasina adaptéSanas problému un dazkart izraisa cilvéka etniskas identitates
transformaciju. Multikulturalas sabiedribas kultiiras vides attistibai un pilnveidoSanai
nepiecieSams atrisinat divéjadas dabas uzdevumu: pirmkart, etnisko grupu kulttiras
savdabibas (kultiras identitates) saglabasana un attistiba; otrkart, visas sabiedribas
integracijai nepiecieSama vienotas kultliras telpas veidoSana: B.Barry (2002),
N.Glazer (1998), J.Habermas (1994), I.M.Young (1990), V.Kymlicka (1995),
B.Parekh (2006), C.Taylor (1994), R.Todd (1994), M.Wieviorka (1998).

Misdienu zinatn€ norisinas pastaviga diskusija par tadas sabiedribas
organizacijas veidiem, kurai raksturigs plass kultiiras atSkiribu spektrs. Pé&c
J.Habermasa (Xabepmac, 2001) domam, ka modernisma laikmeta sabiedribai, ta ari
multikulturalai sabiedribai aktuala ir harmoniska proporcija starp visparéjam veértibam
un atskiribam.

Multikulturalas sabiedribas integracija jarealizé, pamatojoties uz tautu, to
valodas un kultiiras lidztiesigu lidzaspastavésanu, ta rezultata sabiedriba klis par
patiesi multikulturalu sabiedribu, saglabajot kulttiras tradiciju daudzveidibu.

Nav iedomajams atrisinat So problému, neveidojot jauna tipa vaditaju, kura
aicinajums butu realizét savu profesionalo darbibu multikulturalas sabiedribas
apstaklos, kam piemistu zinasanas par cittautu kultiram, saskarsmes &tiskam un
tiesiskam normam multikulturala vide, ka art tolerance, sp&jas realizét multikulturalu
dialogu un apzinaties atSkirigu kultiiru Ipatnibas un visparcilvéciskas vertibas.

2. nodala ,,Viesmilibas nozares vaditaju apkalposanas kulttira” aplikota
viesmiliba ka profesionalas darbibas nozare un defingta viesmilibas biitiba. Att€lota
apkalposanas kulttiras buitiba, struktiira, izskaidrotas struktiirdalas un aspekti, ka art
tas nozime toposa VNV personibas attistibas procesa, realizgjot profesionalu darbibu.
Veikta pieeju analize pedagogija un vadiba, nosakot kompetences jédzienu un
struktiiru. Izstradata toposSo viesmilibas nozares vaditaju apkalposanas kultiras
(VNVAK) kompetences struktiira un saturs. Izstradati kritériji lauj noteikt topoSo
VNV apkalposanas kultiiras kompetences attistibas Itmeni.



2.1. apaks$nodala ,,Viesmiliba ka profesionalas darbibas nozare” ir raksturota
viesmiliba ka apkalpoSanas nozare (Walker, 2008), kas nodarbojas ar izmitinasanu,
€dinasanu un piedava parvadasanas pakalpojumus un rekreaciju.

Viesmilibas nozarei raksturigi tas, ka, radot kvalitativu viesmilibas
pakalpojumu (Kotler, Bowen, Makens, 2002), galvenais akcents tiek likts uz
apkalposanas kultiiru. Konkurences cina patérétaju pakalpojumu tirgii priekSgala
izvirzas tas uzp€mums, kurd ir raditi visi nepiecieSamie apstakli augsta Itmena
apkalposanas kultiirai. Viesmilibas nozares vaditaja (VNV) galvenais pienakums ir
kvalitativi apkalpot ikvienu cilvéku, radot vinam svétku sajitu, attiekties pret viesi ta,
ka veletos, lai izturas pret paSiem.

2.2. apaksnodala ,,Viesmiliba ka kultlirvésturiskais fenomens” dots jédziena
,viesmiliba” skaidrojums ka fundamentalas kultiiras jédzienam, kuram piemit savas
nacionalas ipatnibas un nokrasas. Neskatoties uz savu daudzskautnaino raksturu,
viesmiliba ir sirsniga uzpems$ana, mierigas, labestigas un draudzigas atmosferas
radisana. Viesmiliba attistijusies vairaku gadsimtu garuma. Viesmiliba ir dazadu tautu
kultiru savstarpgji savijies rakstu kaleidoskops, kur katra no tautam nozares
pilnveidosana ir devusi savu ieguldijjumu. Var atzimét, ,ka gruti sniegt pilnigu un
precizu viesmilibas defingjumu, tacu katrs no mums uzreiz pamanis tas trikumu”
(bpaiimep, 1995). Jédziena ,,viesmiliba” pamata vienmer ir ripes par viesiem:
P.A.Bpaiimep (1995), P.Kotler, J.T.Bowen, J.C.Makens (2002), M.Platace (2000),
J.Walker (2008), JI.I1.Boponkosa (2004) un to var skaidri redz&t viesmilibas nozares
vesturé. Viesmilibas jédzienu veido iedzivotaju apkalposanas veidu kopums.

2.3. apaksnodala ,,Apkalposanas kultiras jédziens” ir veltita jédziena
»apkalposanas kultiira” izp&tei.

Apkalposanas kultiiru nosaka viesmilibas nozares uzpémuma politika. Sai
sakara apkalposanas kultliru var apliikot ka organizacijas kultiiru, kas paredz viesu
apkalposanu, pamatojoties uz izstradatiem noteikumiem, procediram, praktiskam
iemapam un prasmém: C.Michon, P.Stern (1985), G.Morgan (1986), A.M.Pettigrew
(1979), O.111eiin (2002).

Apkalposanas kulttiras jédziens aptver gan garigo, gan materialo sabiedribas
dzives pusi, ka sociali tipiskas, ta ar1 cilvéka individualitates izpausmes. Tas ir
apvienojums, ko veido tehnologiska apkalpo$ana un viesmiliba dialoga procesa starp
viesi un viesmilibas vaditaju (Meyer, 2006). Viesmilibas nozares apkalpoSanas
kultiiras specifika multikulturala sabiedriba izpauzas tada veida, ka apkalpoSanas
procesa subjekti satiekas ar viesiem, dazadu kultlru parstavjiem, viens ar otru.
Apkalposanas kultiiru multikulturala sabiedriba var definét arT ka emocionali saistitu
saskarsmi ar dazadu tautu viesiem. Ta pamatojas uz viesu vajadzibu un vélmju izpratni
(Meyer, 2006). Vairuma gadijumu pakalpojumu razoSana un pat€rin$ norisinas tiesa
kontakta veida starp apkalpojoSo personalu un viesiem. Tap&c viesmilibas nozares
apkalpoSanas kultira satur socialas, psihologiskas un garigas sakotnes potencialu.
Viesmiliba lielaka méra ir atkariga no garigas attistibas salidzinajuma ar apkalpoSanas
iemanam (Telfer, 1996). Panakumi apkalpoSana liela mera ir atkarigi no attiecibam,
kas izveidojas ar viesi pakalpojumu sniegSanas procesa. Apkalposanas kultiiras mérkis
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XXI gs. ir ne tikai teicami apkalpot, bet arT izprast viesi, biit gatavam apkalpot ta, ka
vins to vElas, izbrinit viesi un iegiit vina uzticibu (Gitomer, 2004).

Apkalposanas kultiira ir relativi patstaviga kultiras dala, kura izpauzas
attiecibu raksturs starp viesmilibas nozares darbiniekiem un viesiem, multikulturalas
sabiedribas parstavjiem, materialo un garigo vertibu radiSanas un apgiisanas procesa.

2.4. apaksnodala ,,Viesmilibas nozares vaditaju apkalpoSanas kultiiras
struktiira” ir izstradata VNVAK strukttra.

Apkalposanas kulttras struktiru veido divas struktardalas: tehnologiska un
humana. Pirma struktiirdala raksturo subjekta mijiedarbibas veidus ar darba
priekSmetu un rikiem, ka ar1 vina gatavibas pakapi veikt konkrétu darbibas veidu. To
veido zinaSanu un prasmju, metoZu un panémienu, teorétisko principu un empirisko
procediiru kopums, kas nodrosina domasanas diskursivo stilu un sekmé patiesas
informacijas iegiSanu par objektu. Tehnologija ir apkalpoSanas kultiiras attistibas
produkts. Vienlaicigi tehnologija ir ari kultiras talakas attistibas pamats, ka arT
nepiecieSams nosacijums apkalpoSanas kultiiras pilnveidoSanai: L.Hickman (2001),
B.Hegenes (2000).

Otra struktiirdala ir profesionalas kultiiras subjekta apzinas un paSapzinas,
darbibas tikumisko uzskatu un estétisko priek$noteikumu integrals raksturojums.
Profesionala apzina ir tads istenibas atspogulojums, kurd akumul&jas profesionalam
darbibas veidam raksturigo algoritmu, normu, vértibu un valodas kopums. Humana
struktiirdala ir versta uz iek$€jo subjekta attistibu, cilvécisko vertibu veidosanos, uz
attiecibu pilnveidoSanos starp cilvékiem un uz visas socialas vides humanismu.
Humana struktiirdala nosaka nevis vertibas paSas par sevi ka kaut ko objektivu, bet
gan VNV un sabiedribas attieksmi kopuma pret noteiktu vertibu sistemu, kas
izstradata viesmilibas nozaré: I'.T'aiticuna (2000), JI.Koran (1981), B.Cnactenun
(1994).

Pamatojoties uz kultiras daudzveidibu: L.Spilman (2007), A.Kpebep (2004),
autores darba izdaliti tiek $adi apkalpoSanas kultiras aspekti: &tiskais, estetiskais,
psihologiskais, organizatoriskais. Sada gradacija atbilst pétfjuma mérkim un
uzdevumiem un to var raksturot vairakas dimensijas:

e apkalpoSanas kultlira ir starppersonu mijiedarbibas forma starp personalu un
viesiem, un to regulé morales un tikumiskas normas (&tiskais aspekts);

e apkalpoSanas kultira multikulturalas sabiedribas apstaklos ir konkrétu
nacionalo kultiiru normu un vértibu iedibinasanas un izpausmes forma, spilgti
estetiski izpauZzoties gan darbibas, gan priekSmetu joma (estetiskais aspekts);

e apkalpoSanas kultiira ir savstarpgja psihologiski individualas komunikacijas
forma starp personalu un viesiem (psihologiskais aspekts);

e apkalposanas kultlira ir personala organizatorisko panémienu, tehnologiju un
uzvedibas prakses kopums (organizatoriskais aspekts).

VNVAK aspekti: &tiskais, estétiskais, organizatoriskais un psihologiskais
atspogulo komplicétu VNV personibas attistibas struktiru dazados tas kompetences
Iimenos (skat. 1. attelu).
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1. att. Viesmilibas nozares vaditaju apkalpoSanas Kultiiras struktiira
Avots: autores konstrukcija

VNVAK ir specialista personibas sistemraksturojums, kas aptver
humano un tehnologisko struktiirdalas un é&tisko, estétisko, organizatorisko un
psihologisko aspektus.

Izstradata VNVAK struktiira kalpo par konceptualu pamatu apkalpoSanas
kultliras attistibas didaktiska modela ,,Apkalposanas kultiira” izstradei, modelgjot
VNVAK attistibas procesu.

2.5. apaksnodala ,,Kompetences ka viesmilibas nozares vaditaja apkalposanas
kultiras attistibas kritérijs” aplikotas jédziena ,kompetence” noteikSanas problémas
vadibas zinatn€ un pedagogija, noteikti  kompetences batiskakie veidi un
struktiirdalas.

Jeédziena ,kompetence” pirmsakumi meklgjami vadibas zinatné:
D.K.McClelland (1973), W.Hutmacher (1997b), L.H.Salganik, D.S.Rychen, U.Moser,
J.W.Konstant (1999), R.J.Mirabile (1997), T.Durand (1997), S.B.Parry (1996),
attistibu tas guvis tie$i pedagogija: R.Lauzackas (1999), 1.Maslo, LTilla (2005),
E.Maslo (2003), XX.Jemop (1996), A.B.Xytopckmii (2003), [Ix.PaBen (2002).
Analizgjot dazadas pieejas un spriedumus attieciba uz apliikojamo jédzienu, var
nosaukt $adas raksturigakas kompetences iezimes:

e kompetence nav lidzvertiga cilveka izglitotibai;

o kompetenta cilvéka apvienotas personiskas ipasibas, kas paver iesp&ju

rikoties patstavigi un atbildigi;

e spriedumu pamata par kompetentu cilvéku ir darbibas gala rezultata

novertéSana un izmerisana;

e  kompetents raksturojums ir atseviska cilvéka raksturojums un izpauzas

vina darbibas rezultatos;



o kompetence tiek ieglta izglitibas procesa un to jaskaidro saistiba ar
atticksmi (vertibas, motivacija);

e kompetence ir cilvéka aktiva izpausme darbiba un uzvediba.

Pamatojoties uz veiktajiem kompetences struktliras analitiskajiem
petijumiem: H.Gudjons (1998), V.Hutmacher (1997a), D.Bartram, I.T.Robertson,
M.Callinen (2002), R.Kurz, D.Bartram (2002), R.Boyatzis (1982), B.Mansefield
(2004), D.N.Wilson (2001), 1.A.3umuss (2003), R.Garleja (2006), A.Homica (2009),
A.Rauhvargers (2004), Tuning Educational Structure in Europe (2004), G.Cheetham,
G.Chivers (1998), B.Briede (2009), kas apkopoti dazadu pasaules autoru §1 jautajuma
pétijumos, tika noteikti kompetencu veidi.

VNVAK kompetence ir specialista personibas sistémraksturojums, kas aptver
individualo, starpkultiiru un profesionalo kompetenci (skat. 2. attélu).
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2. att. Viesmilibas nozares vaditaja apkalpoSanas kultiiras kompetence
Avots: autores konstrukcija

Lidzigu vadibas zinatnes kompetences struktiirdalu salidzinos$as analizes
rezultata: J.P.Campbell (1990), S.B.Parry (1996), K.Keen (1992), R.J.Mirabile (1997)
un pedagogija: MU.A.3umuss (2004), V.Hutmacher (1997), A.Rauhvargers (2004),
J.A Keller, F.Novak (1993), F.Hartle (1995), A.Homicas (2009), autore noteikusi
kompetences biitiskakas struktiirdalas. Kompetence ir daudzkomponentu struktiira, kas
apver zinasanas, prasmes un attieksmes, un nodro§ina augsti profesionalas darbibas
realizaciju un specialista personibas attistibu.

2.6. apaksnodala ,Empiriskie pé€tfjumi par viesmilibas nozares vaditaju
apkalpoSanas kultiras kompetenci” aprakstit autores pétfjums par VNVAK
kompetenci.

Par VNVAK kompetences struktiiru autore ir veikusi pétijjumu, kura tika
lietota anketéSana, ka viena no kompetenéu noteikSanas metodém. AnketéSanas
galvenais merkis: noskaidrot darba devéju, augstskolu absolventu un akadémiska
personala poziciju aktualo kompetencu jautajuma. Viesmilibas nozares darba devgju,
absolventu un doc@taju anketSanas rezultati paradija aptaujato nostaju attieciba uz
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miisdieniga VNVAK kompetences struktiiru, noteica, kadas kompetences ir aktualas

miisdienu darba tirgidl, noskaidroja nozimigakas VNVAK kompetences sastavdalas.
Autore piedavaja paSas izstradatu VNVAK kompetences struktiiru (skat.

3. att€lu), kas ir vesels komplekss un raksturo profesionalu darbibu veicosa vaditaja

1zturésanos.

Viesmilibas nozares vaditaja apkalpoSanas kultiiras kompetence

4

a2

2

Individuala
kompetence

Starpkultiiru kompetence

Profesionala kompetence

Parzinat savas ka
individa iespgjas
Attistit savas
personibas
psihologisko
noturibu

Prast novérst un
atrisinat
problémsituacijas
Prast 1stenot
saskarsmes
principus

Izmantot zinaSanas un
prasmes saskarsme ar
viesiem

Iev@rot un izmantot
profesionalas &tikas un
uzvedibas normas
saskarsme ar viesi

Parzinat un izmantot
starptautiskas pieklajibas
normas

Parzinat un izmantot dazadu
tautu runas kultiiru

Parzinat un izmantot savas
un cittautu visparpienemtas
kultiiras normas

Prast izmantot noteiktai
kulttirai raksturigus verbalos
un neverbalos Iidzeklus

Bit tolerantam
multikulturala vidé

Parzinat un izmantot
protokola un etiketes
normas

Parzinat starptautiskos
gtikas standartus viesu
apkalposana

Apgiit profesionalas apkalposanas
tehnologiskos panémienus

Parzinat un izmantot viesmilibas
standartus

Iniciativa, atbildiba un darbs komanda
Disciplingtiba un gataviba darbam

Uzlabot profesionalo meistaribu &tiska
nozime

Parzinat un ievérot organizacijas un
profesionalas &tikas normas

Parzinat un izmantot estétiskas vértibas
viesu apkalposana

Parzinat un izmantot razoSanas un
profesionalas etiketes normas

Parzinat uznpémuma tehnologisko
dokumentaciju

Spéja ieinteresét viesi

Parzinat un prognozet pakalpojumu
attistibu

Parzinat un izmantot personala
profesionalas estétikas normas
Parzinat un izmantot pre¢u un
pakalpojumu pardoSanas un
reklamé$anas tehnologiju

Spét organiz&t personala darba vietu

Parzinat organizacijas darbibas planosanu

3. att. Viesmilibas nozares vaditaja apkalposanas kultiiras kompetences struktiira
Avots: autores konstrukcija
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VNVAK kompetence:

e aptver VNV atticksmes kompleksu pret savu profesionalo darbibu un
profesionaliem uzdevumiem; specialista profesionalas vertibas un
profesionali personiskas vertibu orientacijas;

e izpauzas ka gataviba ieverot profesionalas normas, pielietot dazadas
tehnologijas profesionalo darbibu izpildes kvalitates nodrosinasana u.c.;

e atspogulo komunikacijas sp&jas multikulturala sabiedriba, adekvatu
starppersonu uztveri un mijiedarbibu, prasmi paredz&t un noverst
konfliktus u.c.

Viesmilibas nozares vaditaja apkalpoSanas kultiiras kompetence ir
integrals VNV personibas ipasibu kopums, kura kvalitates raksturoSanai
izmanto individualas, starpkultiru un profesionalas apkalpoSanas kultiiras
kompetences Kkriterijus.

VNVAK kompetence atspogulo viesmilibas nozares vaditaja pilnveidosanas
pakapi visos iespg&jamos darbosanas veidos saistiba ar viesu apkalposanu, ta sekmé
efekttvu mijiedarbibu ar iek$€jo profesionalo vidi un argjo sabiedribas sociali
informativo vidi, pateicoties teor€tiskajam zinasanam, prasmém un atticksmém, kas
nepiecieSamas profesionalo uzdevumu noteik$ana un risinasana.

2.7. apaksnodala ,,TopoSo viesmilibas nozares vaditaju apkalpoSanas kultiiras
kompetences attistibas ITmena novertéSanas kriteriji” aprakstita un pamatota kritériju
un raditaju ieklauSana studiju kursa ,,ApkalpoSanas kultira” mérki, satura un
rezultatos.

Toposo VNV kompetences attistibas Iimenus, autore apliikojusi atbilstosi
apkalpoSanas kultiras &tisko, estétisko, organizatorisko un psihologisko aspektu
apguves pakapei. Autore iesaka izmantot noteiktu topoSo VNVAK kompetences
Itmeni par apkalpoSanas kulttiras attistibas kriteriju vairakos aspektos.

Apkalposanas kultiras kompetences étiskais aspekts atspogulo &tisko
zinasanu, moralo principu, tikumisku iemanu limeni, kas izpauzas VNV darbiba.
Apkalposanas kultiiras &tiskie pamati veidojas no tadiem pasaules uzskatiem un
tikumiskam vertibam, kas nosaka VNV profesionalo izturé€Sanos un regulé attiecibas ar
viesiem. ApkalpoSanas kultiras &tika izpauzas aktiva morales un &tisko vertibu
pielietoSana VNV un viesu savstarpgja saskarsmé. Etiskie principi norada, ka VNV ir
jaapgust tadas saskarsmes formas ar viesiem, kuras sabiedriba tiek uzskatitas par
vElamam un atzistamam, tiek stimul€tas no miisdieniga servisa puses un tada veida
atvieglo apkalpoSanas procesu, padara to patikamu un pilnvértigu abam iesaistitajam
pusém. VNV ¢&tiskais aspekts ir ne tikai garigas kultiras dala, bet arT profesionalas
kultiras pamats. Toposo VNVAK kompetences &tiska aspekta kriteriju uzskaitijums
atbilstos$i dazada profesionala Iimena darbinieku grupam atspogulots 2. tabula.
Apkalposanas kultiiras &tiskais aspekts izpauzas spgja uztvert, pardzivot, pareizi
novertet esttiskas kvalitates Tsteniba; palidzet izprast un iemilét makslu, izjust péc tas
organisku nepiecieSamibu; izkopt sp€jas, prasmi radit skaistumu, jaunas vertibas.
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2. tabula
Toposo viesmilibas nozares vaditaju apkalpos$anas kultiiras kompetences
attistibas limena novérteéSanas Kritériji étiskaja aspekta

Kriteriji - Limeni
kompe-
tences augsts videjs zems

1) apgiitas zinasanas (1) fragmentaras 1) tikumisko normu,
par tikumiskam zinasanas par sabiedrisko veértibu
normam, tikumiskam un saskarsmes
sabiedriskam normam, noteikumu trikkums;
vertibam un sabiedriskam
saskarsmes vertibam un
noteikumiem; saskarsmes

noteikumiem,;

R) izveidojusies 2) vispargji pricksstati 2) izpratnes trikums
profesionala par profesionalu par profesionalu
pienakuma un pienakumu un godu; pienakumu un godu;
goda sapratne;

B) censanas B) labvélibas, 3) savstarpgjas
nodibinat godiguma un attiecibas, kuras
savstarp&jas godpratibas doming rupjiba,

1] attiecibas, atziSana neuzmaniba,
3 pamatojoties uz savstarpg&jo negodigums,
& labvélibas, attiecibu ligkiba;

2 godiguma un veidoSana;

é go'dpr'at.lbas

s principiem;

4) uzmanibas, 4) dalgja uzmanibas, | 4) neuzmanibasun
intereses un intereses un necienas pilna
cienas cienas izradisana attieksme pret citu
izradisana citu citu kultiiru kulttiru parstavjiem;
kulttiru parstavjiem;
parstavjiem;

S) apgitas sp&jas [5) nepietickamas 5) nevélésanas uznemt
uznemt atSkirigi sp&jas uznemt viesus, kas ir
savdabigus at8kirigi savdabigus atSkirigi ar savu
viesus, atzit vinu viesus, atzit vinu savdabibu, vinu
individualitati, individualitati, cientt individualitates
cientt to to parliecibu, neatziSana, neciena
parliecibu, viedok]us un pret to parliecibu,
viedoklus un uzskatus. viedokliem un
uzskatus. uzskatiem.

Avots: autores konstrukcija
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Studentu apkalposanas kultiiras kompetences estétiska aspekta attistiba tick
realizeta vienotas estCtiskas audzinasanas sist€mas apstaklos, pamatojoties uz
harmonijas, vienkarSibas un skaistuma principiem. Pie audzinasanas prioritarajiem
virzieniem var minét piesaistiSanu kultiiras vertibam un sasniegumiem, gariguma,
nacionalas savdabibas, skaistuma uztveres un harmonijas audzinaSanu. ,Estetiskas
audzinaSanas strukturalo butibu veido tris savstarp&ji saistitas puses - attistit sp&ju
uztvert, pardzivot, novertet estetiskas kvalitates Tsteniba; palidz€t izprast un iemilet
makslu, izjust pec tas organisku nepieciesamibu; izkopt sp&jas, prasmi radit skaistumu,
jaunas veértibas” (Zeile, 1980).

Toposo VNVAK kompetences kriteriju estetiskaja aspekta uzskaitfjums
atbilsto$i dazada limena grupam atspogulots 3. tabula.

Apkalposanas kultiiras kompetences organizatoriskais aspekts ir
komplicéts jédziens, kuru veido: ,,sevis un savas vietas apzinaSanas organizacija;
komunicé$anas sisttma un sazinas valoda; argjais izskats, apgérbs un sevis
prezentéSana darba; ko un ka cilveki &d, ieradumi un tradicijas Sai joma; laika
apzinaSanas, attieksme pret to un ta izmantoSanu; cilvéku savstarpgjas attiecibas;
vertibas un normas; ticiba kaut kam un labveliga atticksme pret kaut ko; darbinieka
attistibas un macibu process; darba €tika un motivacija (Buxauckuii, Haymos, 1996).
Liela uzmaniba tiek pievérsta apkalpoSanas tehnologiju apgtsanai, kas paredz un
nodroSina personibas paSattistibu un turpmako patstavigo darbibu.

Apkalposanas kultiras kompetences organizatoriskais aspekts atspogulo
kultiru, kas paredz viesu apkalpoSanu, balstoties uz noteikumiem, tehnologijam,
praktiskam iemanam un prasmeém.

Toposo VNVAK kompetences kritériju organizatoriskaja aspekta
uzskaitfjums atbilstosi dazada profesionala Itmena darbinieku grupam atspogulots
4. tabula.

Miusdienu VNV svariga ir arl izpratne par profesionalas vides
socialpsihologiskajiem procesiem, kuru centra ir komunikacija. Savukart, ta balstas
iesaistito puSu uztverg, sajutas, emocijas — t.i. psihologiskos procesos. Tapeéc VNV
svarigs ir ari apkalpoSanas kultliras psihologiskais aspekts. Katram VNV ir jabut ari
psihologiski sagatavotam. Batiskakas psihologiskas prasibas ir: komunikabls raksturs,
prasme klausities un dzirdét, runas prasme, atminas un uzmanibas noturiba u.c. VNV
un viesu savstarp&jas attiecibas apkalpoSanas gaita var aplikot ka divpusgu
psihologisku procesu, kura darbinieka izturé$anos nosaka viesu vajadzibas un prasibas.
Zinasanas saskarsmes psihologijas pamatprincipos palidz darbiniekiem veidot ar
apmekletajiem dialogu.

Studentu psihologiskas kultiiras kompetences pamatraditaji ir emocionali
vertgjosa attiecksme pret sevi, citiem cilveékiem, apkart€jo pasauli; pozitivie centieni,
kas saistiti ar paSdeterminizaciju (pasnoteikSanos, pasregulaciju, paSaktualizaciju);
savu 1pasibu, uzvedibas, saskarsmes, vertibu skalas harmonija (Koxmoropoga, 2002,
40).

Zinasanas viesmilibas psihologija dod darbiniekiem iesp&ju:

e  izzinat savu ieks€jo pasauli, lai varétu apzinati regulét savu uzvedibu;
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e izprast viesu izturéSanos, lai izvélétos optimalako apkalposanas veidu;
e izprast kolégu izturéSanos, lai nepiecieSamibas gadijuma sniegtu palidzibu un
atbalstu.
Toposo VNVAK kompetences kritériju psihologiskaja aspekta uzskaitijums
atbilstosi dazada profesionala Iimena darbinieku grupam atspogulots 5. tabula.

3. tabula

TopoSo viesmilibas nozares vaditaju apkalpoSanas kultiiras kompetences
attistibas Iimena novérteéSanas Kriteériji estétiskaja aspekta

Krite- Limeni
riji-
:(e(:lnc'ge' augsts vidgjs zems

1) prasme lietot 1) nepietickama prasme  |1) neprasme lietot
estetiskas vertibas lietot estetiskas estetiskas vertibas
viesu apkalpoSanas vertibas viesu viesu apkalposanas
procesa; apkalposanas procesa; procesa;

2) visaptverosa svarigako | 2)svarigako etiketes 2) svarigako etiketes
etiketes noteikumu noteikumu zinasana un noteikumu
zinasana, ieveérosana ieveérosana; neievérosana;
un to izpratne;

3) augsts zinasanu un 3) vidgjs zinasanu un 3) zems zinasanu un
protokola normu protokola normu protokola normu
ievéro$anas limenis; ieveéroSanas limenis; ievéroSanas Iimenis;

ﬁ

- N B T . -
2 4) prasme gaumigi veidot |4)nepietickama prasme |4) neprasme gaumigi
s savu ar¢jo telu, nemot gaumigi veidot savu veidot savu argjo
E vera vecumu un argjo telu, nemot veéra te€lu, nemot véra
Z individualas ipatnibas; vecumu un vecumu un

'f'-a; individualas ipatnibas; individualas

= ipatnibas;

5) runai raksturiga 5)nepietickama prasme  |5) bieza parazitvardu un
skaidriba, precizitate, skaidri, izteiksmigi un iestarpinajumu
izteiksmigums, secigi sniegt viesim lietoSana,
pieklajiba un nepieciesamo neizteiksmiga un
taktiskums; informaciju; nesaprotama runa;

6) prasme dabiski, 6) prasme taktiski un ar  |6) netaktiska
taktiski un ar ciegu cienu izturties pret izturéSanas pret citu
iztur€ties pret citu citu kulttiru kulttiru parstavjiem.
kult@iru parstavjiem; parstavjiem;

Avots: autores konstrukcija
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4. tabula

Toposo viesmilibas nozares vaditaju apkalposanas kultiiras kompetences
attistibas limena novérteéSanas Kritériji organizatoriskaja aspekta

Organizatoriskais aspekts

Krite- Limeni
riji -
kompe augsts vidéjs zems
tences
1) apzinata profesionalas |1)tiecksme pilnveidot 1) neapjausta

pilnveidosanas mérku, savu darbibu, veltot profesionalas
uzdevumu un vertibu tam sistematisku pilnveidosanas
noteikSana; darbu; nepiecieSamiba;

2) augsts zinasanu
limenis par
apkalpoSanas
standartiem
viesmilibas
uznémumos;

2) vidgjs zinaSanu
Itmenis par
apkalpoSanas
standartiem
viesmilibas
uznémumos;

2) zems zinasanu limenis
par apkalpoSanas
standartiem viesmilibas
uznémumos;

B) apgiitas iemanas
viesmilibas uzpémumu
normativi
tehnologiskas
dokumentacijas
izstradg;

3) dalgji apgiitas iemanas
viesmilibas uzpémumu
normativi
tehnologiskas
dokumentacijas
izstradg;

3) iemanu trukums
viesmilibas uzpémumu
normativi tehnologiskas
dokumentacijas
izstradg;

K) apgiita prasme pareizi
organizet darbu,
pamatojoties uz
zinatnes, tehnikas
sasniegumiem un
pirmrindas pieredzi;

) dalgja prasme pareizi
organizet darbu,
pamatojoties uz
zinatnes, tehnikas
sasniegumiem un
pirmrindas pieredzi;

) prasmes trikums
pareizi organiz€t darbu,
pamatojoties uz
zinatnes, tehnikas
sasniegumiem un
pirmrindas pieredzi;

5) apgiitas viesmilibas
nozares apkalpoSanas
tehnologijas;

S5) nepietickami apgiitas
viesmilibas nozares
apkalposanas
tehnologijas;

5) neapgiitas viesmilibas
nozares apkalpoSanas
tehnologijas;

6) ticksme apgiit
viesmilibas uzpémumu
attistibas tendences un
progresivas
apkalposanas formas;

6) fragmentara
viesmilibas uzpémumu
attistibas tendencu
izp€te un progresivu
apkalposanas formu
apgusana;

6) intereses triikums par
viesmilibas uzpémumu
attistibas tendencu
izpéti un progresivu
apkalposanas formu
apglSanu;

7) augstas pardosanas un [7) nepietickamas 7) pardosanas un
pakalpojumu pardosanas un pakalpojumu
sniegSanas iemanas; pakalpojumu snieg$anas iemanu

snieg$anas iemanas; trikums;

8) ieinteresétiba sava 8) nepietickama 8) pasivitate un

darba.

ieinteresétiba darba.

vienaldziba darba.

Avots: autores konstrukcija
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5. tabula

Toposo viesmilibas nozares vaditaju apkalpos$anas kultiiras kompetences
attistibas limena novérteéSanas Kritériji psihologiskaja aspekta

Krite-
riji -
kompe-

tences

Limeni

augsts

videjs

zems

<.

Psihologiskais aspekts

1) aukstas sp&jas pasam
organizet savu
uzvedibu;

1) nepietieckama savas
uzvedibas organizacija;

1) nesp&ja paSam organizet
savu uzvedibu;

2) augsts noverosanas,
analizes un
novérté$anas Iimenis;

2) vid&js noverosanas,
analizes un
novérté$anas Iimenis;

2) zems noverosanas,
analizes un noveértésanas
limenis;

3) plasas zinaSanas par
personibas fenomenu
un sevi pasu;

3) fragmentaras zinasanas
par personibas
fenomenu un sevi pasu,

3) nepietickamas zinasanas
par personibas fenomenu
un sevi pasu;

4) sevis pasa regulacija un
kontrole; sp&ja apvaldit
savas izjitas,
noskanojumu,
nodomus; elastiba un
adaptacijas spgjas;
pozitivas motivacijas

4) nosvertiba,
sabiedriskums; prasme
uzturét kontaktus,
risinat sarunas;
pozitivas motivacijas
esamiba;

4) agresivitate; neiecietiba;
aizkaitinamiba;
uzbudinamiba; neprasme
uzturét sarunu; pozitivas
motivacijas trikums;

komunikacijas iemanas;

komunikacijas
lidzekliem;

esamiba;
5) aukstas verbalas un 5) vispargji prieksstati par |(5) verbalas un neverbalas
neverbalas verbalas un neverbalas komunikacijas iemanu

triikums;

6) pilniga savstarpgja
izpratne, empatija
saskarsmé ar cittautu
viesiem;

6) ieturéti formala
izturéSanas saskarsme
ar at8kirigu kultiiru
parstavjiem;

6) indiferenta atticksme
saskarsmé ar atskirigu
kultoru parstavjiem;

7) prasme veidot attiecibas
starp cilvekiem,
pamatojoties uz
savstarpgjo cienu,
biedriskumu, labvélibu
un uzmanibu vienam
pret otru;

7) nepietieckamas prasmes
veidot attiecibas starp
cilvékiem, pamatojoties
uz savstarpgjo cienu,
biedriskumu, labvélibu
un uzmanibu vienam
pret otru;

7) prasmju un vélmes
trikums veidot attiecibas
starp cilvekiem,
pamatojoties uz
savstarpgjo cienu,
biedriskumu, labvélibu
un uzmanibu vienam
pret otru;

8) aukstas uzvedibas
iemanas
problémsituacijas;

8) vidgja Iimena
uzvedibas iemanas
problemsituacijas;

8) stihiska rakstura
darbibas, risinot
problémsituacijas;

9) prasme ieinteresét viesi.

9) nepietickama prasme
ieintereset viesi.

9) nespéja ieintereset viesi.

Avots: autores konstrukcija
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Izstradatie kritériji lauj noteikt toposo VNV apkalposSanas kultiiras
kompetences attistibas limeni. Studenta pareja no viena Iimena cita dod iespgju
novertét kompetences attistibas pakapi. Tada veida izstradato kriteriju sistéma dod
iespgju novertet studiju didaktiska modela realizacijas rezultatus, kuri izpauzas apgiito
zinasanu, prasmju un attieksmju kopuma, kas raksturiga VNVAK kompetencei.

3. nodala ,,TopoSo viesmilibas nozares vaditaju apkalposanas kultiira ka
augstakas profesionalas izglitibas mérkis un rezultats” aplukotas viesmilibas
nozares vaditaja profesionalas darbibas ipatnibas. Piedavats topoSo viesmilibas
nozares apkalpoSanas kultiras attistibas procesa didaktiskais modelis ,,ApkalpoSanas
kulttira”, noteiktas ta konceptualas nostadnes, atklats saturs, metodes un materiali.

3.1. apaksnodala ,,Viesmilibas nozares vaditaju profesionalas sagatavosanas
analize” veltita viesmilibas nozares vaditaju augstakas profesionalas izglitibas
situacijas analizei.

Lai objektivi izvertetu VNV augstakas profesionalas izglitibas realo situaciju,
tas stipras un vajas puses, iesp&jas un riskus, tika izmantota autores izstradata SVID
analize.

Analizgjot profesionalas izglitibas stipras puses, var secinat, ka pieaug
izglitibas kvalitate un studiju process virzits atbilsto$i miisdienu prasibam.

Analizgjot vajas puses, apstiprinajas, ka VNV profesionalaja izglitiba ir daudz
dazadu problému, kas galvenokart ir saistitas ar izglitibas programmam. Ve&rojama
izglitibas programmu neatbilstiba Eiropas prasibam un standartiem, tas netiek
modernizétas un aktualizétas atbilstosi darba tirgus prasibam Latvija un Eiropa,
daudzam studiju programmam nepiecieSama satura parstradasana un ta piemé&roSana
tirgus ekonomikas apstakliem. Ilgstosa laika perioda VNV izglitibas procesa
galvenokart tika akcentSta apkalpoSanas un vadibas procesa tehnologiska sastavdala,
salidzinajuma ar humano. Par prioritaru un nozimigu tika uzskatits iemacit
darbiniekam pareizi izpildit dazadas tehnologiskas operacijas, pieméram, servét galdu,
pasniegt &dienus, rezervet un uzkopt istabas, stradat ar viesmilibas uznp€mumu vadibas
informativam sistémam un tml. Sai sakara izveidojusies strikta nepiecie$amiba
parskatit VNV izglitibas saturu.

Nozimigas un véra nemamas ir profesionalas izglitibas attistibas iesp€jas.
NepiecieSama izglitibas programmu sakartoSana, optimizacija, modernizacija un
aktualizacija, izstradajot vienotu bazes programmu, atbilstosi Eiropas asociacijas
prasibam kvalitates nodroSinasanai augstakaja izglitiba (ENQA, European National
Quality Association). Tas norada uz nepiecieSamibu studiju rezultatu noteik$ana par
pamatu nemt studiju ciklu deskriptorus, ka arT vienotas prasibas izglitibas programmu
saturam un Tsteno$anai visos Latvijas regionos.

Draudi. Situaciju var pasliktinat nestabila politiska un ekonomiska situacija,
darba vietu trukums, inflacijas procesi un resursu cenu nestabilitate, demografiska
situacija un migracija. Profesionalo izglitibu var ietekmét art globalizacija ekonomika
un inovativas ekonomikas attistiba, darba tirgus dinamika un prasiba p&c jaunam
kompetencé€m un iemanam.
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Tadgjadi ir nepieciesams uzlabot situaciju So nozaru darba tirgii ar kvalitativu
cilvékresursu nodrosindjumu, ar kuru viscie$akaja veida ir saistita viesmilibas
pakalpojumu sniegsanas kultiira un kvalitate, ka art uzp€mumu ekonomiska izaugsme.

3.2. apaksnodala ,,TopoSo viesmilibas nozares vaditaju apkalpoSanas kultiiras
attistibas didaktiska modela konceptualas nostadnes” apliikotas tris svarigakas pieejas
topoSo viesmilibas nozares vaditaju apkalposanas kultiiras attistibai multikulturala
sabiedriba — humanisma, kulturologisko un kompetenéu izglitibas pieejas.

Toposa VNVAK attistibas galvenais nosacijums ir humana izglitoSana.
Humanas izglitibas uzdevums ir radit augstskold humani orientétu vidi. Sada vide
sekmés toposSajiem vaditajiem tik loti nepiecieSamo 1pasibu attistibu, radot apstaklus,
kas veicinas apkalposanas kultliras apgtiSanu, atbildis vina profesionalai darbibai un
individualam ipatnibam.

Humanisms apkalpoSanas kultiiras attistibas procesa miisdienas kluvis par
vadoso principu, jo sekm@ personibas gariga potenciala bagatinasanos, orient€ uz
visparcilvecisko vertibu realiz€sanu: 111. Amonamswmu (2001), M.baxtun (1975, 1979,
1986), B.bubmep (1997, 1991), 1.Belickis (1995), J.dprou (2000), H.Gadamers
(1999), B.®@parkn (1982, 1990), C.®pene (1990), I'.I'erens (1971, 1990), I.Katane
(2006b), J.A.Komenskis (1992), A.JleonteeB (1975, 1983), A.Maslow (1954),
JH.Pestalocijs (1996), C.R.Rogers (1990), Z.P.Sartrs (1946), A.Spona (2001),
JLBerrotckuit (1960, 1991, 1996), 1.Zogla (2001).

Viens no topoSo VNV apkalposanas izglitibas faktoriem ir orient€Sanas uz
izglitibas kultiiras paradigmu. VNVAK izglitibas saturam ir jabiit kultirradoSam un
tendétam uz studenta piesaistiSanu kultlirai. Studenta personiba aplikojama ka
kultiiras subjekts, kas ir ne tikai kultGras nesgjs, bet ari kultliras vertibu raditajs.
Autore izglitibu apliko ka merktiecigu audzinasanas un studiju procesu, kas tiek
realizéts vienota kultiras un izglitibas telpa: E.Bonmaperckas (1997),
U.Bronfenbrenner (1979), P.Bourdieu, J.C.Passeron (1979), E.Durkhein (1956),
E.Eriksons (1998), H.®empamreiin (1994), H.Gudjons (1998), E.lmmuenc (1999),
I'T'erems (1990), C.I'eccen (1995), I.Jurgena (2002), U.Kymu (1994), A.H.JleonThEB
(1975), V.Loch (1968), Tx.Mun (1994), A.Mynmpux (2003), T.Parsons (1951),
A.Prieditis (2003), H.Cmemep (1994), J.A.Students (1998), JL.Berorckuit (1983),
I".3ummens (1996).

Toposo VNM misdienigas izglittbas modernizacijas strat€égija noteikta
nepiecieSamiba realizét kompetencu pieeju. Autores pétijjuma kompetencu pieejas
piclictosanas mérkis — nodro$inat topoSo VNM sagatavosanas kvalitati atbilstosi
darbibas jomai. Miisdienas VNM ir ne vien cilvéks ar specialu zinasanu bagazu, bet
cilveks, kur§ prot iegiitas zinaSanas pielietot un, vél svarigak, vinam japrot pienemt
atbildigus lémumus, izradit iniciativu, apgiit vadibas iemanas, but tolerantam pret
kultiiru atskirtbam. Kompetencu pieeja akcenté uzmanibu uz izglitibas rezultatu, t.i.
uz kompetences veidosanu, cilvéka speju atbilstosi rikoties dazadas praktiskas dabas
situacijas (t.sk. profesionalas): R.Boyatzis (1982), B.Briede (2009), G.Cheetham,
G.Chivers (1998), T.Durand (1997), H.Gudjons (1998), A.B.Xyrtopckuii (2003),
V.Hutmacher (1997), A.Homica (2009), R.Lauzackas (1999), D.K.McClelland (1973),
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B.Mansefield (2004), S.B.Parry (1996), A.Rauhvargers (2004), 1.Tilla (2005),
D.Wilson (2001), W.3ummuss (2003).

Humanisma, kulturologisku un kompetencu izglitibas pieejas, kuras
vispilnigak atklaj topoSo VNV personibu fenomenu, autore izmantojusi studiju
didaktiska modela izstrade.

3.3. apaksnodala ,,TopoSo viesmilibas nozares vaditaju apkalpoSanas kultiiras
attisttbas un veicinaSanas  didaktiskais modelis” izstradats studiju didaktiskais
modelis ,,ApkalpoSanas kultiira” ka topoSo viesmilibas nozares vaditaju apkalpoSanas
kultiiras attistibas garants.

Studiju didaktiskais modelis “Apkalposanas kultiira” (skatit 4. att.) izstradats,
balstoties uz pétijuma pirmaja un otraja nodalas apliikotajam zinatniski teorctiskajam
atzinam un autores pedagogiska darba pieredzes visparinasanas rezultatiem. Modela
»Apkalposanas kultiira” didaktisko nosacijumu kopums ietver: studiju mérki, izglitibas
saturu, studiju metodes un lidzeklus, studiju darba organizatoriskas formas, dialoga
principu ka mijiedarbibas procesu.

Par apkalpoSanas kultiiras izglitibas mérki klast toposo VNVAK attistiba,
apgiistot apkalposanas kultiiras kompetenci.

Didaktiskais modelis ,,Apkalposanas kultiira” parada to, ka apkalpoSanas
kultiiras izglitiba iegiistama aktivas studijas, kad studenti mijiedarbojas viens ar otru
un ar docétaju. Tas ir uz pieredzi un aktivu izpeti balstitas studijas sadarbiba ar
docetajiem.

Pedagogiskaja procesa, kas pamatojas uz satura, studiju un audzinaSanas
formu, lidzeklu un metozu vienotibu, norisinas toposo VNV intelektuala pasattistiba
un personibas pasaudzinasana.

Toposajam VNV apkalposanas kultiiras izglitibas saturs nozimé konkrétu
zinasanu, apkalposanas kultliras prasmju un atticksmju apjomu mijsakaribas ka
veselumu. Autore izstradajusi apkalpoSanas kultiras izglitibas satura shému (skat.
5. attelu).
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Augstskolas izglitibas vide
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Organizatoriskais aspekts

Studiju kurss ,Apkalposanas kultira”

1T

1

I

Projektu-pétnieciska
metode

Praktiskas nodarbibas:
pétijumi; interaktivas spéles; komunikativas
spéles; komunikacija, izmantojot Skype,
Windows Messager; konkursi; macibu ekskursijas.

Metodes Formas Lidzekli
Izskaidrojosi Lekcijas: Studiju gramatas:
ilustrativa problému lekcija; dialogu lekcija; lekcija - studiju [idzekli, vardnicas, rokasgramatas,
metode preses konference. speciala literatira, normativo dokumentu
krajumi, www-datubaze.
L Seminari: Didaktiskais materials:
Heiristiska metode specialie seminari; dialogu seminars; testi, spélu scenariji, razosanas situaciju
projektu seminars; problematisku jautajumu uzdevumi, lietisko spélu scenariji
Problémiskais izskla sagatavosana un prezentacija

Uzskates lidzekli:
laboratorija ar darba inventaru un iekartam;
uzskates materiali; izejmateriali.

Pardzivojuma, emocionalas

Individualie darbi:

Informativie materiali audiovizualiem

iedarbibas metodes un darbs ar literatiru; darbs ar informativam datu studiju lidzekliem: videofilmas;
panémieni bazém; docétaja Interneta vietne; videoieraksti; slaidi; e-studiju materiali
e-portfolio.
Apkalpos kultiiras komp es attistibas novértesanas kritériji un limeni
Zems > Videjs > Augsts

v

Rezultats: Toposo VNVAK attistiba, apgustot

posanas kultdiras komp i

Kultaras vide

apIA B[RUOISAJ0I]

4. att. TopoSo viesmilibas nozares vaditaju apkalpoSanas kultiiras

Avots: autores konstrukcija

attistibas didaktiskais modelis ,,Apkalposanas kultiira”




|| Apkalposanas kultiras izglitibas saturs

Zinasanas par ApkalpoSanas
apkalpoSanas kultiiras Attieksmes pret
Kkultiiru ka prasmes
e pasauli
e  kultirvesturisku o multikulturalo sabiedribu
fenomenu o e viesiem (viesmilibas nozares
e  tehnologisko ° kogmtlyas uznémumos)
struktiirda]u *  komunikativas e darbu
e  humano strukturdalu e darba kolegiem
e sevi

5. att. ApkalpoSanas kultiiras izglitibas satura shéma - struktiira
Avots: autores konstrukcija

ApkalpoSanas kultiras izglitibas saturs aplikojams cetros apkalpoSanas
kultiiras aspektos: &tiska, estétiska, psihologiska un organizatoriska (skat. 6. attélu).
Satura apgiiSana Sajos Cetros aspektos, lauj ar panakumiem Tistenot toposo VNV
apkalposanas kulttiras kompetences attistibu.

Apkalposanas kultiiras izglitibas studiju procesa students ir centralais
komponents. Docétdja un studenta mijiedarbibas rezultata docétajs — dialogs -
students, notiek kopgja izzinas darbiba, versta uz intelektualo un tikumisko attistibu,
tiek ieglitas zinasanas, prasmes un attieksmes.

Dialogs ka princips (dialogu pavadosa sadarbiba, docétaja un studenta kopiga
radosa darbiba) klust vadosais apkalposanas kultiiras izglittba. Dialogs — ta ir
specifiska garigi personiska potenciala forma, savstarp&ji saskanots doc€taja un
studenta attistitbas un savstarpgjas sadarbibas veids: M.baxtun (1979, 1986),
B.bubnep (1991), M.By6ep (1993), N.Burbules (1993), I".SI.bym (1985), JI.®eitepbax
(1955), C.®pank (1990), H.Gadamers (1999), J.Habermas (1984), M.Karan (1988),
JL.Beirotckwmii (1983) u.c.

Dialoga komunikacija norisinas studenta personibas attistiba, un taja
dialogam ir integrativa funkcija: tas palielina katra studenta iesp&jas paplasinat savu
apzinu, sanemt jaunas zinasanas, ieglit komunic€Sanas iemanas, pieversties pasaules
kulttrai, kas ir misdienu civilizacijas prioritara vertiba un klist par vienu no
svarigakajiem multikulturalas sabiedriskas attistibas faktoriem.

Lai sniegtu studentiem - toposSajiem VNV zinasanas, prasmes un atticksmes
apkalpoSanas kultira, tiek piedavats pielietot $adas aktivas studiju metodes:
izskaidrojo$i ilustrativa, problémiskais izklasts, projektu-p&tnieciska, heiristiska,
pardzivojuma, emocionalas iedarbibas metodes un panemieni.
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Apkalposanas kultiras izghitibas saturs
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Organizatoriskais aspelkts

Apkalpoianas kultiiras izghtibas saturs

6. att. TopoSo viesmilibas nozares vaditaju apkalpoSanas kultiiras kompetences
vieta apkalpoSanas Kultiiras izglitibas satura
Avots: autores konstrukcija

Lai realizétu izstradato modeli praktiska darbiba, autore noteikusi studentu
studiju darba organizatoriskas formas: lekcijas (problému lekcija, dialogu lekcija,
lekcija - preses konference); seminari (specialie seminari — par jautajumiem, kas ir
griti izprotami un apglstami; projektu seminars — problematisku jautajumu
sagatavoSana un prezentacija, dialogu seminars); praktiskas nodarbibas (interaktivas,
komunikaciju spéles; uzdevums ,,Nezinama viesa apkalposanas kultiras analize”;
komunikacija, izmantojot Skype un Windows Messenger; konkursi; macibu
ekskursijas); individuals arpus auditorijas darbs (darbs ar literatiru; darbs ar
informativam datu bazém; docétaja Interneta vietne; e-portfolio).

Par piemérotakajam metodém, kas ietekmé apkalpoSanas kultiiras attistibu
augstskolas apstaklos, autore uzskata problemu un dialogu rakstura lekcijas, lekcijas -
preses konferences, seminarus-projektus, dialoga seminarus, praktiskas nodarbibas-
pétijumus u.c.

Par studiju lidzekliem aplikojama modeli ,,ApkalpoSanas kultira” autore
izvelgjusies: studiju gramatas (studiju lidzekli, studiju izdevumi, normativo
dokumentu krajumi, vardnicas, speciala literatira, wwwdatu baze), didaktiskos
materialus (studiju un kontroles testi; situaciju uzdevumi, razoSanas situacijas analizei;
lietiSko sp€lu scenariji), uzskates lidzeklus (laboratorija ar daba inventaru un
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iekartam); informativos materialus pielikuma audiovizualiem studiju lidzekliem
(videoieraksti, videofilmas, e-studiju materiali).

Liela uzmaniba studiju procesa tiek pievérsta studentu zinaSanu novertésanai.
Parejot uz izglitibas humano paradigmu, zinaSanu vert€Sanai ir jauns uzdevums —
akcents no vert€sanas tiek parcelts uz pasvert§jumu (Aizsila, Arhipova, 2001).
Pasveértejuma iemanas un prasmes attistas tikai praktiska darbiba, un tas javeido, lai
studenti vargtu pariet uz augstaku izglitoSanas Iimeni — radoSo darbibu. Studentu
patstavigo darbu noveértéSanas procesa autore iesaka izmantot kooperativo vertesanu,
kura vairaki verteétaji sadarbojas viena objekta vertesana.

4. nodala ,Pétijums par topoSo viesmilibas nozares vaditaju
apkalpoSanas Kkultiiras attistibas didaktiskd modela isteno$anu un parbaudi”
apliikotas topoSo viesmilibas nozares vaditaju apkalpoSanas kultiras (VNVAK)
attistibas eksperimentala pétijjuma visparigas nostadnes, organizacija un metodika.
Izstradata ekspertu sisttma studentu - topoSo viesmilibas nozares vaditaju
apkalposanas kultiiras kompetences attistibas Iimena dinamikas diagnosticésanai,
atspoguloti eksperimentala darba rezultati. Paradits didaktiska modela ,,ApkalpoSanas
kultara” ekspertu vertgjums.

4.1. apaksnodala ,Eksperimentala pétjjuma visparigds nostadnes un
organizacija” tiek aprakstita visa pedagogiska pétijuma organizacija, kura mérkis bija
eksperimentala cela parbaudit modela ,,Apkalposanas kultiira” kvalitati.

Petfjuma laika tika lietotas $adas empiriska p&tjjuma metodes:
1. Datu ieguves metodes: studentu apkalpoSanas kultiiras kompetences attistibas
limena diagnostika.
2. Datu analizes metodes:
2.1. kvalitativas: ekspertu sistémas analize, modela eksperimentala
parbaude, ekspertanalize:
e datu matematiskai apstradei tika izmantota
datorprogramma ,,Maza Ekspertu Sist€éma” v 2.0;
e datu vizualizéSanai tika izmantota Excel, Word un
CorelDraw datorprogrammas;
2.2. kvantitativas: korelacijas analize - korelacijas koeficientu aprékini
tika veikti, lietojot MS Excel datu analizes paketi.
3. Didaktiska modela ekspertu vertésana.

Pétijumu baze un kontingents: ,,Tlrisma uznéméjdarbibas vaditajs” studiju
programmas un ,,Viesmilibas menedZzments” specializacijas studiju programmas 189
pirma kursa studenti no:

1. Informacijas Sisttemu menedzmenta augstskolas (ISMA) (Latvija, Riga) — 124
studenti;

2. Klaipédas Biznesa un tehnologiju koledzas (KVTK) (Lietuva, Klaipgda) — 22
studenti;

3. Viesnicu Menedzmenta koledzas (CHM) (Serbija, Belgrada) — 43 studenti.
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Abas minétajas koledzas tiek realizétas studiju programmas, kas ir salidzinamas ar
ISMA realizétajam studiju programmam ,,Ttrisma uzpemeéjdarbibas vaditajs” un
,,Viesmilibas menedZments”.

Lai novertetu toposo VNVAK kompetenci un noteiktu tas Itmeni, aprob&tu
modeli ,,Apkalposanas kultira” un noteiktu apkalpoSanas kultiras kompetences
attistibas dinamiku, tika sagatavota pedagogiska pétjjuma programma. 6. tabula
atteloti eksperimentala darba posmi, uzdevumi un metodes, bet 7. attéla pedagogiska
pétijuma algoritms.

6. tabula
Pedagogiska pétijuma programma
Pétijumu . Pétnieciska darba formas un Izpildes
. Posmu uzdevumi . .
posmi metodes termini
Pedagogiska P&tijuma konteksta izpéete. 2005.-
pétijuma veida 2006.
izvéle Pedagogiska pétijuma
(eksperimentalais sagatavos$ana.
pétijums),
- pétijumu grupas
E izveles pamatojums,
£ metodikas izvele.
§ Statistisko
N apstrades Iidzeklu
gn izvéle. Pedagogiska
5 pétijuma laika un
vietas noteikSana.
Pedagogiska
pétijuma
programmas
izstrade.
Principu, satura un | Pedagogiskas, psihologiskas, 2006.-
metodikas izstrade. | filozofiskas, viesmilibas 2007.
profesionalas literatiiras teoretiska
analize.
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6. tabulas turpinajums

Pétijumu . Pétnieciska darba formas un Izpildes
. Posmu uzdevumi . .
posmi metodes termini
Toposo VNVAK Modela ,,ApkalpoSanas kultiira” 2006.-
2 kompetences teoretiska izstrade. 2007.
=< attistibas mérku,
E struktiiras,
g pedagogisko
= nosacijumu, formu,
gn metozu un Iidzeklu
) noteikSana.
Toposo VNVAK Pedagogiskas diagnostikas 2007.-
kompetences instrumentarija izstrade: 2008.
attistibas Ilimena elektroniskas ekspertu sisteémas
diagnostic€Sanas kompleksa ,,AHSC” izstrade,
kriteriju, raditaju un | adaptacija un eksperimentala
metozu noteik8ana. | parbaude.
- Toposo VNVAK Eksperimentala respondentu
= kompetences diagnostika: studentu aptauja, kura
= attistibas Iimena piedalijas 33 ISMA 1. kursa
s noteik$ana. studenti.
E Aptaujas rezultatu analize,
M izmantojot ekspertu un statistikas
metodes, t.sk. korelacijas metodi.
Studentu apkalpoSanas kultiiras
kompetences limena noteiksana.
Ekspertu sistémas kompleksa
optimizacija, jautajumu korekcija
un skaita reducéSana.
Toposo VNVAK Sakotng&ja respondentu 2008.-
2 kompetences diagnostika: studentu aptauja, kura | 2009.
>§ attistibas limena piedalijas 124 ISMA, 22 KVTK,
3 noteikSana I1dz 43 CHM
% eksperimenta 1. kursa studenti. Kopa pétijuma
- uzsaksanai. tika iesaistiti 189 studenti.
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6. tabulas nobeigums

Pétijumu . Pétnieciska darba formas un Izpildes
. Posmu uzdevumi . .
posmi metodes termini
Modela Modela ,,Apkalposanas kultiira” 2008.-
,~ApkalpoSanas aprobacija trijas augstakas izglitibas | 2009.
kultira” realizacija iestades:
eksperimentala darba 1. ISMA (Latvija, Riga);
procesa. 2. CHM (Serbija, Belgrada);
2 3. KVTK (Lietuva,
>§ Klaipeda).
S Toposo VNVAK
-E kompetences
> attistibas Eksperimentalu nodarbibu
pedagogisko organizésana par toposo VNVAK
nosactjumu kompetences attistibu.
realizacija
eksperimentala darba
procesa
Toposo VNVAK Nosledzosa respondentu 2008.-
kompetences diagnostika: studentu aptauja, kura 20009.
attistibas Itmena piedalijas 112 ISMA, 20 KVTK, 41
noteikSana pec CHM 1. kursa studenti. Kopa
eksperimenta pétijuma tika iesaistiti 173 studenti.
veikSanas.
Toposo VNVAK kompetences
attistibas dinamikas izp&te
(apkopojosa diagnostika).
s Modela Modela ,,Apkalposanas kultiira” un
£ « g .
= ,~ApkalpoSanas pedagogisko nosacijumu ekspertu
@0 kulttira” vertésana.
é novertgjums.
Eksperimentala Eksperimentalo datu statistiska
darba rezultatu apstrade.
apkoposana.
Teorgtisko un
eksperimentalo datu
rezumesana,
interpretéSana un
savstarpgja
salidzinasana.

Avots: autores konstrukcija
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Pedagogiska pétijuma sagatavos$ana

Petijuma konteksta izpete

Teorétiskas literatiiras analize

Modela
»Apkalpo$anas kultiira”
izstrade

Pedagogiskas diagnostikas
instrumentarija izstrade

Kompleksas ekspertu sistemas

“0-AHSC” izstrade

Eksperimentala diagnostika

(ISMA studenti- “0” diagnostika)

Ekspertu sistéemu korelacija,
reducés$ana, korekcija.
“1-AHSC” izstrade

Sakotnéja diagnostika
(ISMA, CHM, KVTK
studenti - “1” diagnostika )

Modela ,,Apkalposanas kultiira”
aprobacija —
(ISMA, CHM, KVTK)

Modela
»Apkalposanas kultiira”

Nosléguma diagnostika

ekspertu vérteSana

(ISMA, CHM, KVTK
studenti - “2” diagnostika)

Petijumu rezultatu
apkoposana, analize un
interpretacija

7. att. Pedagogiska pétijuma algoritms

Avots: autores konstrukcija
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4.2. apaks$nodala ,Ekspertu sistétmu izmantoSana studentu kompetences
diagnosticésana” ir dots ekspertu sistému raksturojums.

Ekspertu sisttma ir programméjama sist€ma, kas sevi apvieno datora
tehniskas iesp&jas un dziva cilvéka — eksperta zinasanas un pieredzi. Ekspertu sistéma
var piedavat sapratigu padomu vai realiz€t sapratigu risindjumu formul&tam
uzdevumam. Ekspertu sistéma - tas ir maksliga intelekta lietiSkas sist€mas, kuras
zinasanu baze ir augsti kvalificétu specialistu (ekspertu) formaliz€tas empiriskas
zinaSanas kada Sauri norobezota studiju kursa joma: P.Rivza, I.Arhipova (1995),
L.Bielawski, R.Lewand (1991), I.l>xapparano, I".Paitnu (2007).

Ekspertu sistémas darbiba pamatojas uz neskaidras logikas pielietoSanu.
Neskaidras logikas pielietoSana palidz sekmigi tikt gala ar uzdevumiem, kuru izejas
dati ir vaji formalizéti. ApkalpoSanas kultiira viesmilibas nozar¢ ir tada cilvéciskas
darbibas joma, kura vaditaju zinaSanas ir griiti formaliz&jamas.

Lai izstradatu ekspertu sistemu studentu — toposo VNVAK novertésanai,
autore izmantoja Baijesa metodi lemumu pienemsanai (ITycreinankoBa, 2001), kura ir
matematiski pamatota. Metode paredz, ka informacijas lielaka dala nav absoliti
preciza, tai piemit varbiitibas raksturs. Baijesa metode pamatojas uz kaut kada
notikuma varbiittbu ka vértgjumu, ko cilvéks tam pieSkir un kur§ var mainities,
sanemot jebkadu papildus informaciju.

4.3. apaksnodala ,,Kompleksas ekspertu sistemas “AHSC” izstrade studentu -
topoSo viesmilibas nozares vaditaju apkalposanas kultiras kompetences attistibas
diagnosticésanai” VNVAK kompetences attistibas raditaju diagnosticéSanai
izstradata kompleksa ekspertu sistéma “AHSC”.

Lai noteiktu toposo VNVAK kompetences attistibas raditajus, tika lietota
kompleksa ekspertu sistema (KES) ,,AHSC” (A4ssessment of Hospitality Service
Culture), kas ir autores izstradata, pamatojoties uz programmatiiru ,,Maza Ekspertu
sisttma” v 2.0 (byxuumn, 2001).

Galvenie informacijas resursi, kas tiek izmantoti zinasanu bazes piepildisanai
»~AHSC” izstrades laika, ir autores personiska darba pieredze VNV izglitosana un
pedagogiska, psihologiska un profesionala literatira.

KES ,,AHSC” izstradaSanas procesa galvenie posmi ir: identifikacija,
konceptualizacija, formaliz€$ana, izpilde un test€Sana, eksperimentala parbaude.

KES ,,AHSC” struktiira paradita 8. attéla. Sistemu veido 28 lokalas ekspertu
sistémas, kas attéla paraditas aplu forma, un tas iedalas ¢etras grupas. Katra no grupam
noverté vienu no apkalpoSanas kultiiras kompetences aspektiem: &tisko, estétisko,
organizatorisko, psihologisko. Tumsakie apli attiecas uz tehnologisko struktrdalu,
gaiSakie— uz humano struktiirdaju.
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8. att. Kompleksas ekspertu sistémas ,,AHSC” strukturala shéma apkalpoSanas

kultiiras kompetences attistibas [imena diagnosticéSanai
Avots: autores konstrukcija

Pilnigs KES ,,AHSC” lokalo ekspertu sistemas uzskaitijums, atbilstosi apkalpoSanas
kultoiras kompetences aspektiem, dots 7. tabula.

7. tabula
»AHSC” lokalas ekspertu sistemas
KES Lokalas
AHSC” Apkalposanas kultiiras kompetences ekspertu sistemas
bb
nosaukums
ES 1 Parzinat starptautiskos &tikas standartus viesu Etika 1
) apkalposSana

ES 2. Uzlabot profesionalo meistaribu &tiska nozime Etika 2

ES 3. Parzmgt _un ievérot  organizacijas un Etika 3
profesionalas &tikas normas

ES 4. Ievérot un izmantot profeflonal'as. etikas un Ftika 4
uzvedibas normas saskarsmeé ar viesi

ES 5. Zinat un izmantot starptautiskas pieklajibas Ftika 5
normas

ES 6. Parzmatv un izmantot estetiskas vertibas viesu Estatika 1
apkalposSana

ES 7. Parzm'at _un izmantot  razoSanas  un Estatika 2
profesionalas etiketes normas

ES 8. Parzinat un izmantot protokola un etiketes Estatika 3
normas
Parzinat un izmantot personala profesionalas .

ESO9. . Estetika 4
estetikas normas
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7. tabulas nobeigums

KES Lokalas
” ApkalpoSanas kultiiras kompetences ekspertu sisteémas
»AHSC
nosaukums
ES 10. Par%mat un izmantot dazadu tautu runas Estatika 5
kultiiru
ES 11. Piarzinaj[ un ) 1szlnt0t savas un cittautu Estatika 6
visparpienemtas kultiiras normas
ES 12. | Parzinat uzn@émuma ka organizacijas darbibu Organizacija |
ES 13. Zinat un izmantot viesmilibas standartus Organizacija 2
ES 14. Parzinat uznémuma tehnologisko Organizacija 3
dokumentaciju
ES 15. Spét organizet personala darba vietas Organizacija 4
ES 16. Apgit [)‘rf)fes10nale_15 a}pkalposanas Organizacija 5
tehnologiskos panemienus
ES 17. | Parzinat un prognozet pakalpojumu attistibu Organizacija 6
Parzinat un izmantot precu un pakalpojumu L
ES 18. pardosanas un reklamé$anas tehnologiju Organizacija 7
ES 19, I;mgntot zinaSanas un prasmes saskarsmé ar Organizicija 8
viesiem
ES 20. | Iniciativa, atbildiba un darbs komanda Psihologija 1
ES 21. | Disciplinétiba un gataviba darbam Psihologija 2
ES 22 Parzinat savas ka individa, ka personibas Psihologiia 3
) iespgjas &Y
ES 23. | Prast istenot saskarsmes principus Psihologija 4
Prast izmantot noteiktai kultiirai raksturigus . 0.
ES 24. verbalos un neverbalos lidzeklus Psihologija 5
ES 25. Biit tolerantam multikulturala vide Psihologija 6
ES 26. | Atfistit savas personibas psihologisko noturibu Psihologija 7
ES 27. Prast novérst un atrisinat problémsituacijas Psihologija 8
ES 28. | Spgja ieintereset viesi Psihologija 9

Avots: autores konstrukcija

Toposo VNVAK kompetences attistibas diagnosticeéSana
pamatojoties uz atbildém, kas sniegtas uz autores izstradatiem (374) jautajumiem, kas
ietverti KES ,,0 - AHSC”, maksimali aptverot nozimigakos kriterijus vaditaju

apkalposanas kultiira.

Lai

eksperimentali parbauditu KES

Informacijas Sistému vadibas augstskola.
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Eksperimentala diagnostika tika noteiktas dazas nepilnibas KES ,,0 - AHSC”
jautajumu formulgjumos. Ta iespaida rezultati nebija pietickami ticami. KES ,,AHSC”
eksperimentalas parbaudes laika tika konstatéts: studentu diagnostic€Sanas process
izradijas darbietilpigs un prasija ievérojamu laika patéripu (Iidz 3 stundam); dazus
ekspertu sistému jautadjumus studenti nesaprata to nekorekta formulgjuma dg]. Sai
sakara autore pienéma lémumu optimizét KES ,,0 - AHSC”, veicot korelacijas analizi:
A.Geske, AGrinfelds (2006), U.M.Enuceesa (2006), A.FO.Kozmos (2003), reducgjot
ekspertu sistému skaitu un koriggjot jautajumus.

Datu korelacijas analizes rezultati lava optimizét KES ,,AHSC”. Ekspertu
sistému skaits tika samazinats lidz 20, bet jautajumu skaits Iidz 190. ApkalpoSanas
kultiiras aspekti palika nemainigi, lai varétu veikt studentu zinasanu diagnostiku pirms
un péc studiju didaktiska modela aprobacijas. KES ,,AHSC” péc optimizacijas tika
izstradata gan latvieSu, gan arT krievu valoda un nosaukta par KES ,,1 - AHSC”.

4.4. apaksnodala ,P&tijumi par didaktiska modela ,,ApkalpoSanas kultiira”
realizaciju” ir aprakstiti pétjjuma rezultati par studiju didaktiska modela
»ApkalposSanas kultiira” realizaciju.

Studentu — topoSo VNVAK kompetences attistibas diagnostikas plans ir
paradits 8. tabula.

Sakotngja diagnostika ISMA tika izdarita divreiz, sakuma veikta diagnostika
ar ,,0 - AHCS”, bet péc nedélas ar ,,1 - AHCS” (optimizéta KES). Salidzinot divus
rezultatus, var apgalvot, ka abas diagnostikas rezultati atSkiras tikai 12 % gadijumu.
Tadgjadi, talakos p&tijumos pamatoti vargja izmantot optimizéto ES - ,,1 - AHCS”.

Diagnostika, lietojot komplekso ekspertu sistému ,,1 - AHSC”, tika veikta
trijas izglitibas iestades (2008./2009.m.g. septembris).

2008./2009. studiju gada bija veikta modela ,,ApkalpoSanas kultira”
aprobacija trijas izglitibas iestades: ISMA, KVTK, CHM.

P&c modela aprobacijas (2008./2009.s.g. maijs) veikta noslédzosa diagnostika -
2. diagnostika, lietojot KES ,,1 - AHSC”, kura piedalijas tie pasi pirma kursa studenti.

Apkopojot studentu diagnostikas datus, tika aprekinati varbiitibas novertésanas
vid&jie raditaji, atbilstosi trijos kompetences ITmenos trijas izglitibas iestades: ISMA,
KVTK, CHM. Noteikts kompetences novért€Sanas procentualais pieaugums péc
modela ,,Apkalposanas kultiira” aprobacijas visos Cetros apkalpoSanas kulttiras
aspektos: G&tiskaja, estCtiskaja, organizatoriskaja ~ un psihologiskaja. Kopuma
eksperimentalais darbs paradija pozitivu studentu apkalposanas kultiiras kompetences
attistibas dinamiku visas trijas izglitibas iestadgs.

Varbiitibas vid&jais noveértéjums, ko izteica Informacijas Sistému menedzmenta
augstskolas pirma kursa studenti studiju gada sakuma zema, vidgja un augsta Iimeni ir
0.231, 0.513, 0.702 un pirma kursa studenti studiju gada beigas - 0.013, 0.814, 0.979.
Attiecigi zinasanu novertésanas pieaugums zema, vidgja un augsta limeni ir 94.36%,
58.64%, 39.46%.
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8. tabula

Studentu — topoSo viesmilibas nozares vaditaju apkalposanas kultiiras
kompetences attistibas diagnostikas plans

Pétijumu
posms
Diagnostika
Augstskola

Studentu
skaits

Kurss

Norises laiks

Semestris

ES

Diagnostika

€josais

ISMA

Eksperimentala

Konstat

33

kurss

2007./2008.

aprilis

2.
semestris

»0-
AHCS”

0.
diagnostika

ISMA

124

kurss

2008./2009.

septembris

1.
semestris

I.
diagnostika

1.
diagnostika

Veidojosais
Sakotnéja

KVTK
CHM

22
43

kurss

2008./2009.

septembris

1.
semestris

I.
diagnostika

ISMA
KVTK
CHM.

Nosléguma
Nosléguma

112
20
41

kurss

2008./2009.

maijs

2.
semestris

”1_
AHCS”

2.
diagnostika

Avots: autores konstrukcija

Varbiitibas vidgjais noveértgjums, ko izteica Klaipédas Biznesa un tehnologiju
koledzas pirma kursa studenti studiju gada sakuma zema, vid€ja un augsta limeni ir
0.184, 0.549, 0.728 un pirma kursa studenti studiju gada beigas - 0.036, 0.734, 0.945.
Attiecigi zinaSanu novertéSanas pieaugums zema, vid&ja un augsta [imeni ir 80.53%,

33.81%, 29.81%.
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Varbiitibas vidgjais novertéjums, ko izteica Viesnicu Menedzmenta koledzas
pirma kursa studenti studiju gada sakuma zema, vid€ja un augsta Iimeni ir 0.149,
0.629, 0.764 un pirma kursa studenti studiju gada beigas - 0.019, 0.896, 0.999.
Attiecigi zinasanu novertésanas pieaugums zema, vidgja un augsta [imeni ir 87.60%,
42.61%, 30.60%.

Nosledzot eksperimentalo darbu, pozitiva dinamika fiks€ta visos
apkalpoSanas kultliras kompetences aspektos. Etiskaja aspektd kompetences
pieaugums vid&ji visas trijas izglitibas iestad€s zemakaja Itment bija 69.74%, vidgja —
29.16%, augstaka — 13.9%. Estétiskaja aspekta kompetences picaugums zemakaja
Itment bija 91.11%, vid&ja — 52.2%, augstaka — 44.0%. Organizatoriskaja aspekta Sis
raditajs zemakaja Iimeni bija 92.38%, vidgja — 73.66%, augstaka — 59.66%.
Psihologiskaja aspekta kompetences pieaugums zemakaja liment bija 81.82%, vidgja —
34.38%, augstaka — 24.79%.

Pozitivo dinamiku attélo ari VNVAK sastavdalas. Tehnologiska kultira
kompetences pieaugums vidgji visas trijas izglitibas iestadeés zemakaja Iimeni bija
82.87%, vidgja — 47.35%, augstaka — 35.14%. Humana kultira kompetences
pieaugums zemakaja Itmeni bija 84.60%, vidgja — 42.97%, augstaka — 34.93%. Visu
cetru apkalposanas kultiiras kompetences aspektu (&tiska, estétiska, organizatoriska,
psihologiska) un abu apkalpoSanas kultiiras kompetences struktiirdalu (tehnologiska
un humana) raditajiem ir vérojama izaugsme.

Nosleguma diagnostikas, ka arT visa eksperimentala darba rezultati apliecinaja
modela ,,Apkalposanas kultira” izmantoSanas efektivitati. Eksperimentala darba
rezultatu analize, pamatojoties uz izstradato komplekso ekspertu sistému ,,AHSC”,
lauj secinat par apkalposanas kulttiras kompetences [Tmena paaugstinasanos.

P&tjuma gaita aprakstitie ieglitie rezultati, kas parbauda promocijas darba
izvirzito hipotezi, apstiprina noteikta mérka un realiz€jamo uzdevumu izpildisanu. Iegiitie
pedagogiska eksperimenta rezultati lauj secinat, ka topoSo VNVAK kompetences
Iimenis paaugstinas, ja studiju procesa izmantots pamatots un izvertets didaktiskais
modelis ,,ApkalpoSanas Kkultiira”, kas nodrosinas toposo VNVAK attistibu.

4.5. apak$nodala ,,Viesmilibas nozares vaditadju apkalpoSanas kulttras
attistibas  didaktiska modela ekspertu vertg§jums” atklaj ekspertu veért€juma
organizaciju, ekspertiem izvirzot uzdevumus, ekspertu kompetenci un pétijjuma datu
apstradi.

Saskana ar V.Cerepanova metodiku (Uepemano, 1989), tika noteikts
optimalais ekspertu skaits (4).

Lai novertétu ekspertu kandidatu kompetenci, tika lietota ekspertu
pasnovertesanas metode péc autores izstradatiem parametriem. Tika aprékinats katra
ekspertu kandidata pasnoveértéjuma koeficients. Petijuma rezultata tika noteiks, ka
izveidotas ekspertu grupas locekliem raksturigs augsts vienpratibas koeficients 0.97,
kas savukart liecina par ekspertu dota vertejuma augstu ticamibas pakapi.

Ekspertu pétijuma norises procesa eksperti ir izteikusi savu personigo viedokli
par modeli ,,Apkalposanas kultiira” pec autores izstradatajiem kriterijiem.
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Analizgjot ekspertu verte§jumu par studiju didaktiska modela ,,ApkalpoSanas
kulttira” iesp&jam, risinot izvirzitos pedagogiskos uzdevumus, jasecina:

e didaktiskais modelis ,,Apkalpo$anas kultira” ir veidots ka originals
organizatoriski didaktisku nosacTjumu kopums, kas prioritari nodrosina
VNVAK kompetences attistibu visa to daudzveidiba aptverot Cetras autores
ieteiktas struktrdalas: etiska, estétiska, organizatoriska, psihologiska;

e VNVAK kompetences ir pardomatas, cieSi saistitas ar praksé vairak
nozimigakajam viesmilibas nozares specialistu kompetencém un atzitas par
svarigiem kriterijiem modela ,,ApkalpoSanas kultira” realizacijas rezultatu
novertésana;

e studiju procesa organizacija, formas, metodes un Iidzekli atbilst studiju
mérkiem un uzdevumiem, veicina apkalpoSanas kultiiras attistibu topoSiem
VNV;

e topoSo VNVAK kompetences attistibas diagnostiku var efektivi  veikt,
izmantojot komplekso ekspertu sistemu ,,AHSC”;

e didaktiska modela ,,ApkalpoSanas kultiira” izmanto$ana ir atzita par aktualu
un tam ir liela praktiska nozime VNV studiju procesa.

Visi eksperti autores izstradatajam modelim ,,ApkalpoSanas kultiira” devusi
augstu (9.8) novertgjumu.

Secinajumi

1. Par augstakas izglitibas prioritariem uzdevumiem viesmilibas nozare klust
vispusiga personibas attistiba, zinaSanu apguve, socializacija, kurai ir noteicosa loma
komunikacijas sp&ju attistiba, viedoklu apmaina un poziciju salidzinasana, atskiribu
atzisana un pienemsana, dialoga principa sabiedriba apguvé. Jebkura studenta
personibas attistibu ietekmé vide. Starp cilvéku un vidi pastav mijiedarbiba, kas
bitiski ietekme cilveka personibu. Cilveks piemérojas apkart&jai videi, dibina attieciba
uz to dazadas atticksmes, kuru kopums ir viens no nosacijumiem, kas veido
sabiedribas kultiiras sisttmu. Ar personibas atfistibu saprot likumsakarigas
kvalitativas parmainas dzives, socialo un garigo procesu noris€, kas nosaka tadu
kvalitasu iegtisanu, kas raksturo individu ka personibu. Personibas kultiira
aplikojama ka personibas individuali apgiita sabiedribas kultlira, kuru veido vértibas,
zinasanas, prasmes un atticksmes un ta izpauzas dialogda un rado$a darbiba.
Personibas kultira aptver gan personibas bitiskas ipaSibas (garigums, briviba,
atbildiba, radoSums, humanitate), gan ari izglitibu. Personibas kultiira ir cilvéka
izglitibas priekSnosacijums un rezultats. Cilveks izglitojoties apgiist kultdru un
pieredzi un, izglitojoties, vin$ var to arT radit un bagatinat. Studijas un audzinasana
veicina attisttbu un kulturizaciju. Kulturizacijas procesa notiek cilvéka ieaugSana
kultiira, socializacijas procesa individs apgiist savas socialas grupas normas, un
profesionalas attistibas procesa apgiist sabiedribas profesionalo kultiiru, integréjas
profesionalaja sistéma ar profesionalo vertibu, tradiciju un profesionalas izturéSanas
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normu apglisanas palidzibu. Kulturizacijas, socializacijas un profesionalas attistibas
procesi augstskolas izglitibas videé veido apkalpoSanas kultiiras izglitibas biittbu un
jégu, ka arT nosaka visa VNV izglitibas procesa vértibu sistemu. Studenta - VNV
personiba attistas kultiras, socialo, profesionalas darbibas un augstskolas izglitibas
vides mijiedarbiba.

2. ApkalpoSanas kultira ir relativi patstaviga kultiras dala, kura izpauzas
attiecibu raksturs starp viesmilibas nozares darbiniekiem un viesiem, multikulturalas
sabiedribas parstavjiem, materialo un garigo vertibu radiSanas un apgiiSanas procesa.
ApkalpoSanas kultira ir specialista personibas sistémraksturojums, kuras struktiira
aptver humano un tehnologisko struktiirdalas un &tisko, estétisko, organizatorisko un
psihologisko aspektus. Humana strukttrdala ir apkalpo$anas kultiras subjekta apzinas
un pasapzinas, darbibas tikumisko uzskatu un estétisko priekSnoteikumu integrals
raksturojums. Humana struktiirdala ir vérsta uz iek$gjo subjekta attistibu, cilvécisko
vertibu veidoSanos, uz attiecibu pilnveidoSanos starp cilvékiem un uz visas socialas
vides humanismu. Tehnologiska struktiirdala raksturo subjekta mijiedarbibas veidus ar
darba priekSmetu un rikiem, ka arT vina gatavibas pakapi veikt konkrétu darbibas
veidu.

3. Ta ka kultura ir sociali determinéts cilveka darbibas veids, tad kompetence
ir §1 veida projekcija attieciba uz noteiktu darbibas jomu. Kompetencei ir
daudzkomponentu strukttra, kas apver zinaSanas, prasmes un attieksmes un veicina
augsti profesionalas darbibas realizaciju un specialista personibas attistibu.
Viesmilibas nozares vaditaja apkalpoSanas kultiiras kompetence ir integrals VNV
personibas ipasibu kopums, kuras struktiira ieklaujas individualas, starpkultiiru un
profesionalas apkalpoSanas kultiiras kompetences. Apkalposanas kompetence ir
apkalposanas kultiiras izglitibas rezultats. Lai noveértétu  didaktiska modela
»~Apkalposanas kultira” realizacijas rezultatus, izstradati apkalpoSanas kultiras
kompetences attistibas limena novertésanas kritériji, kas apskatiti ¢etros aspektos -
gtiska, estétiska, organizatoriska un psihologiska.

4. lzsradatais didaktiskais modelis ,,ApkalpoSanas kultira” balstas uz
humanisma, kulturologisku un kompetencu izglitibas pieejam, kuras vispilnigak atklaj
topoSo VNV personibu kultiras fenomenu. Modela ,,Apkalposanas kultiira” didaktisko
nosacijumu kopums ietver: studiju mérki, izglitibas saturu, studiju metodes un
lidzeklus, studiju darba organizatoriskas formas, dialoga principu ka mijiedarbibas
procesu. Par apkalpoSanas kultiiras izglitibas mérki klast toposo VNVAK attistiba,
apgiistot apkalposanas kultiiras kompetenci. TopoSajam VNVAK izglitibas saturs
nozimé konkrétu zinaSanu, apkalpoS$anas kultiiras prasmju un attieksmju apjomu
mijsakaribas ka veselumu, ka apgiiSanai nepiecieSams dazadot studiju metodes,
formas un lidzeklus, ta¢u dialogs ka princips kliist vadoSais apkalpoSanas kulttiras
izglitiba un docétaja uzdevums nodrosinat studenta ieklausanos kultiira ar dialoga
palidzibu. Aprobéta didaktiska modela ,,Apkalposanas kultiira” realizacijas tehnologija
parada to, ka apkalposSanas kultiiras izglitiba ir iegiistama aktivas studijas, kad
studenti mijiedarbojas viens ar otru un ar docé€taju. Tas ir uz pieredzi un aktivu izp@ti
balstitas studijas sadarbiba ar docétajiem.
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5. Autores izstradata kompleksa ekspertu sistema ,,AHSC” (Assessment of
Hospitality Service Culture), nosaka VNV apkalposanas kultiras kompetences
attistibas limeni tehnologiska un humana  struktdrdalas, &tiskaja, estétiskaja,
psihologiskaja un organizatoriskaja aspektos. ,,AHSC” devusi praktisku nozimi — datu
apstrades rezultati ievérojami vienkarSo kompetences diagnostikas darbu, un tas lauj
noteikt studentu kompetences vajos posmus, sekme optimalaku studiju metozu izveli.

6. Eksperimentalais pétijums par piedavata modela ,,Apkalposanas kulttira”
realizaciju, aprobaciju un eksperimentalo parbaudi apliecina:

e pozitiva dinamika fikséta visos apkalpoSanas kultiiras kompetences
aspektos. Etiskaja aspekta kompetences procentualais pieaugums
vidgji visas trijas izglitibas iestad€s zemakaja ItmenI bija 69.74%,
vidgja — 29.16%, augstaka — 13.9%. Estetiskaja aspekta kompetences
procentualais pieaugums zemakaja Iimeni bija 91.11%, vidgja —
52.2%, augstaka — 44.0%. Organizatoriskaja aspekta S$is raditajs
zemakaja Itmeni bija 92.38%, vidgja — 73.66%, augstaka — 59.66%.
Psihologiskaja aspekta kompetences procentudlais pieaugums
zemakaja [tmeni bija 81.82%, vidgja — 34.38%, augstaka — 24.79%;

e  porzitivo dinamiku attelo art apkalpoSanas kultiiras kompetences
struktiirdalas. Humana struktiirdala kompetences procentualais
pieaugums zemakaja Itmeni bija 84.60%, vid&ja — 42.97%, augstaka
— 34.93%. Tehnologiska struktirdala kompetences procentualais
picaugums vidgji visas trijas izglitibas iestadés zemakaja limeni bija
82.87%, vidgja — 47.35%, augstaka — 35.14%;

e visa eksperimentala darba rezultati liecina par modela
»ApkalpoSanas kultiira” aktualitati. Apkalposanas kulttras attistibas
formas, metodes un lidzekli to savstarp&ja sakariba tika orient&ti uz
pozitivu rezultatu sasniegSanu. Eksperimentala darba rezultatu
analize, pamatojoties uz izstradatas ekspertu sist€mas raditajiem,
lauj secinat par apkalpoSanas kultiras kompetences Ilimena
paaugstinasanos;

e didaktiska modela ekspertu novértejuma izveidotas ekspertu grupas
locekliem raksturiga augsta vienpratibas pakape (0.97), kas liecina
par ekspertu dota vértéjuma augstu ticamibas pakapi. Visi eksperti
autores izstradatajam modelim ,,ApkalpoSanas kultira” devusi
augstu (9,8 balles) noveértgjumu.

7. Petljuma gaita iegiitie rezultati parbaudija promocijas darba izvirzito
hipot&zi, apstiprina noteikta mérka un realiz€jamo uzdevumu izpildiSanu. P&tjjums
pierada, ka topoSo VNV apkalposanas kultiiras kompetences limenis paaugstinas, ja studiju
procesa izmantots pamatots un izvertets didaktiskais modelis ,,ApkalpoSanas kultira”.
Izstradata mode]a izmantoSana studijas veicina topoSo VNV apkalposanas kultiiras
attistibu.
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Ieteikumi

augstskolu docétajiem, kuri piedalas viesmilibas vai tai radniecigu studiju
programmu isteno$ana

e Viesmilibas nozares vaditagju (vai specialistu) augstakas profesionalas
izglitibas studiju programmu (Edina8anas un viesnicu uznémégjdarbiba,
Turisma un viesmilibas nozares uznémumu vadiba, Viesnicu vadiba,
Uznéméjdarbiba restoranu biznesa) un vidgjas profesionalas izglitibas
studiju programmu (Edina$anas serviss, Restoranu serviss, Restoranu servisa
komercdarbiba) istenoSana i e k 1 a u t autores izstradato viesmilibas
nozares vaditaju apkalpoSanas kultiras attistibas didaktisko modeli
»Apkalpo$anas kultara”, kas pamatojas uz pedagogiski sist€émisku pieeju
humanisma, kulturologiska un kompetenéu griezuma viesmilibas nozares

vaditaju izglitiba.

e Didaktiskais modelis ,,Apkalposanas kultira” ir izmantojams apkalpoSanas
kulttras izglitiba ne tikai augstskolas, bet arT profesionalas macibu iestades.
To var realizét iestradajot programma apkalpoSanas kultiiras aspektus
(tiskais, esttiskais, psihologiskais, organizatoriskais) un raditajus, vai i z
mantojot autorprogrammu studiju kursam ,, ApkalpoSanas

kultira”.

e Apkalposanas kultiiras izglitiba i z m a n t o t autores izstradatos metodiskos
materialus, kas veicina VNV apkalposanas kultiiras attistibu (macibu lidzekli
un gramatas: Macibu gramata talmdcibai  Edinasanas serviss 1”; Macibu
gramata talmacibai ,, Edindsanas serviss I1”; ,,Restoranu bizness - no idejas
lidz realitatei”; ,,Kokteilu gramata SOMIX&FIX”; ,,Bars: dzérieni, kokteili,

apkalposana”™).

e Studentu un viesmilibas nozares darbinieku apkalpoSanas kulttras
kompetences attistibas ITmena diagnosticéSanai i z m a n t o t autores
izstradato diagnostic€Sanas metodiku — ekspertu sistémas kompleksu
»AHSC” (Assessment of Hospitality Service Competence), kas ietver
apkalposanas kultiiras kompetences attistibas novértéSanas krit€rijus un
limenus un aptver viesmilibas nozares vaditaju apkalpoSanas kulttiras &tisko,

estétisko, organizatorisko un psihologisko aspektus.

e Viesmilibas nozares studentu profesionalas kompetences attistibas
veicina$anai izstradat autores teorétiski pamatotd un eksperimentali
parbaudita didaktiska modela variantus profil§josiem studiju kursiem
(Edinasanas uzneéméjdarbibas vadiba, Edinasanas serviss, Profesionala
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klientu apkalpo$ana, EdinaSanas industrija, Tirisms un viesmiliba, Viesu
apkalposanas organizacija, Viesmilibas serviss, ApkalpoSanas standarti un
noteikumi, Viesu apkalpoSana un profesionala &tika u.c.), un ieklaut tos
pedagogiska darba ikdiena.

Pétijumu rezultatu aprobacija

Promocijas darba izstrades gaita ieglitas atzinas apkopotas zinatniskas

publikacijas un referatos. Par promocijas darba atspogulotajiem p&tjjumiem autorei ir
zinatniskie raksti Latvijas Zinatnes padomes atzitajos izdevumos, ka arT autore ir
refergjusi starptautiskas zinatniskas konferences.

Referati zinatniskajas konferences
2010.gads

1.

Kulisa 1. Apkalposanas kultiiras izglitibas didaktiskie principi. Referats 52.
starptautiskaja zinatniskaja konferencé 2010. gada 14.-17. aprili. Daugavpils,
Daugavpils Universitate.

Kulisa 1. Ekspertu sistéma studentu zinaSanu diagnostika Referats 8.
starptautiskaja konferencé Open Learning & Distance Education 2010. gada
19.-20. janvarl. Riga, Informacijas Sistému menedZmenta augstskola.

Kulisha I. The Education of Future Hospitality Managers’ Service Culture.
Referats 12. starptautiskaja simpozija Materials, Methods & Technologies
2010. gada 11.-15. junija. Bulgarija, Saulainais Krasts, Bulgarijas Zinatgu
akadémija.

Kulisha 1. Hospitality Managers’ Service Competence. Referats 4.
starptautiskaja  konferenc€ Research in Didactics of the Sciences (DidSci)
2010. gada 4.-12. julija. Polija, Krakova, Krakovas Pedagogijas universitate.
Kulisha I. Structure of Hospitality Managers' Service Culture in a Polyethnic
Environment. Referats 4. starptautiskaja kongresa Hotelpan 2009 2010. gada
22.-23. aprili. Serbija, Belgrada, Viesnicu Vadibas koledza.

Kulisa 1. Viesmilibas specialista kompetences modelis. Referats 8.
starptautiskaja  zinatniskaja konferenc€ Information Technologies and
Management 2010. gada 15.-16. aprili. Riga, Informacijas Sistemu
menedzmenta augstskola.

Kynumr Y. Kynbrypa o0cayKHBaHHS B YCIOBHSIX SKOHOMHYECKOTO KpPH3HCA.
Referats 11. starptautiskaja zinatniskaja konferenc€ E-gospodarka E-
spoleczeristwo w Europie Srodkowej i Wschodniej 2010.gada 5.-7. maija.
Lublina, Lublinas Kato]u universitate.

2009.gads

8.

Kulisha, 1., Mrochko A., Muhamedyev R., Shynybekov A.N. Correlation —
regression analysis of the knowledge and skills complex expert system.
Referats 3. starptautiskaja zinatniskaja konferenc€ Innovative Information
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10.

11.

12.

13.

Technologies IIT-2009. 2009. gada 4. decembri. Lietuva, Vilpa, Vilpas
Biznesa koledza.

Kulisha I. Didactic model of hospitality managers service culture development
in polyethnic environment. Referats 3. starptautiskaja zinatniskaja konferencé
Language, Individual & Society in the Modern World 2009. gada 7.-10.
septembr1. Bulgarija, Saulainais Krasts, Bulgarijas Zinatnu akademija.

Kulisha I. Mrochko A., Muhamedyev R. Reduction of Experts System for
Students Knowledge Evaluating in the Area of Hospitality Technology.
Referats 7. starptautiskaja ~ konferenc€ Information Technologies and
Management 2009. gada 16.-17. aprili. Riga, Informacijas Sisteému
menedzmenta augstskola.

Kulisa 1. ToposSo viesmilibas specialistu apkalpoSanas kultiiras aspektu
novérté$ana studiju procesa. Referats 4. starptautiskaja zinatniskaja konferencé
Rural Environment. Education. Personality 2009. gada 29.-30. maija. Jelgava,
Latvijas Lauksaimniecibas universitate.

Kulisha 1. Viesmilibas vaditaja apkalpoSanas kultira. Referats 7.
starptautiskaja konference Information Technologies and Management 2009.
gada 16.-17. aprili. Riga, Informacijas Sisttmu menedzmenta augstskola.
Kysur Y. AHanu3 KyJIbTyphl 00CITyKHBaHUS CIEHAINCTOB TOCTEIPHAMCTBA
¢ momomipio 3KcrepTHHIX cucteM. Referats 10. starptautiskaja zinatniskaja
konferencé E-gospodarka E-spoleczeristwo w Europie Srodkowej i Wschodniej
2009.gada 11.-13. maija. Lublina. Lublina Katolu universitate.

2008.gads

14.

Kulisa 1. Docétaja majas lapa — ka jauns izglitibas mérkis. Referats 6
starptautiskaja  zinatniskaja konferenc€ Information Technologies and
Management 2008. gada 14.-15. aprili. Riga, Informacijas Sistemu
menedzmentu augstskola.

2007.gads

15.

16.

Kulisa 1. Starpkultiru tendences viesmilibas  nozarg. Referats 5.
starptautiskaja konferencé Open Learning & Distance Education 2007. gada
18.-19. janvari. Riga, Informacijas Sisttmu menedzmenta augstskola.

Kulisa 1. Viesmilibas nozares specialista polietniska kultira ka svarigs
pakalpojumu kvalitates uzlabosSanas faktors. Referats 5. starptautiskaja
konferencé  Pedagogija: teorija un prakse 2007. gada 8. junija. Liepaja,
Liepajas Pedagogijas akadémija.

2006.gads

17.

18.
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General Description of Promotion Thesis

The thesis consists of an introduction, four parts, conclusions and 30
appendices. Volume of the paper - 164 pages (304 pages including appendices), 29
tables, 25 figures, 18 formulas, 304 bibliographic sources and Internet resources in
Latvian, English, German and Russian languages. The author has graduated from the
doctoral study program in pedagogy of the Institute of Education and Home
Economics of the Latvia University of Agriculture. The total length of service in
pedagogy is 24 years, including 11 years at higher education institution — four years as
an assistant professor. At present, assistant professor at the Information Systems
Management Institute (study course “Catering Sector”, “Service Culture”). Worked
also at the College of Business Administration (study course “Catering Service”), the
University College of Economics and Culture (study course “Hospitality Culture”), the
Professional Secondary School of RSEBAA (subjects “Guest Servicing”, “Work
Organization of Catering Enterprises”) and other education institutions.

Since the last decades of the XX™ century, the inhabitants of the planet, as
well as their culture are heavily affected by such a worldwide process as globalization.
The process of globalization has exacerbated the existing and created new problems in
the whole spectrum of fields of human activity, including education. F.Altbach
(Education at a Glance, 2003) defines globalization as economic, technological and
scientific trends that directly affect higher education and are largely inevitable.

Under the circumstances of globalization, the central aim of higher education
from the economical viewpoint is training of production specialists, but from the
viewpoint of the scientist R.Hassan (Hassan, 2003) the idea of higher education
institution is treated in a narrow economical meaning: orientation towards the practical
result. The tough competition contributes to increased flexibility of higher education
institutions as regards the ways of organisation of the education area, to orientation of
higher education institutions in their development towards market needs instead of
“universal” knowledge, as well as to active introduction of virtual forms of studies.
“Higher education institutions have changed so radically that a typical lecturer,
administrator or student of the 60-ties and 70-ties of the last century would hardly
recognize them. Higher education institutions would seem to them more like market
companies or advertising agencies: higher education institutions today are affected by
profit, product, client, market share or brand development problems to this extent”
(Hassan, 2003, 79).

But the three main traits testifying to the remaining important role of higher
education in satisfaction of the needs of society should be mentioned: adaption of
students to their role in society — socialization, ensuring of social mobility to all
citizens, promotion of higher education institution as an independent place of science
and free discussion support.

In the Bologna declaration (7he Bologna Declaration, 1999) the concept ,,the
Europe of knowledge” is defined as “an irreplaceable factor of social and humanitarian
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development, as well as the necessary component for uniting and enriching of
European citizenship, which can ensure the citizens with the necessary information for
being able to face the challenges of the new millennium, simultaneously understanding
the community of values and belonging to the common social and cultural heritage”.

The multicultural background of the present Latvian society in relation to
social globalization, consolidation and integration, preservation of the unity of the
public sociocultural area, provides the science of pedagogy and the education system
with a complex of problems to be theoretically and practically solved. The problem of
youth education is topical, which is related to the ability to function within a
multicultural society.

Higher education institutions as a practice of functioning of an intellectual
community that ensures communication on the basis of partner equality and respect of
cultural diversity, could promote a tolerant understanding of the multicultural world.
Such an ideal university would become a place of intellectual aristocracy, a place of
promotion of aristocracy of mass society about which with great expectations
K.Jaspers wrote about (Scnepc, 1991, 145): “The world would reach the pinnacle of
its history, if the previously limited activities within aristocracy would be realised
within mass society. It is education, discipline of the thread of life, ability to learn, to
turn to intellectual life, to reconsider and evaluate, to find the historically reasonable
elements within the incisive historical collisions, within the people that have been
critically oriented to each other, but at the same time also promoting solidarity”.

Due to the mentioned reason the education content of the prospective
hospitality sector managers (HSM) should be oriented not only to the market demand,
but also to the necessity to develop in the social and cultural environment according to
personal ideals and culturally historical traditions of the time.

For a long period of time, mainly technological components of service and
management process were emphasized within the study process of hospitality
specialists as regards the development of professional skills and abilities necessary for
servicing guests. The set of didactic methods in HSM education, applied in higher
education establishments, which is based on the technological value orientation,
resulted in a decrease of the level of the personal culture of hospitality managers. The
predominance of the technical over the humane does not correspond to the
requirements of the today’s hospitality sector. For the personality, profession implies a
humane sense only when something higher and more valuable for the personality is
revealed, and exactly one’s own individuality, one’s own unique “humane face” in the
diverse and conflicting world of culture.

The today’s level of culture awareness conflicts with the rational,
technological character of knowledge of the traditional model of education. The
structure and content of education that is based on the knowledge paradigm does not
correspond to the today’s culture. In the result, it cannot ensure the implementation of
its mission — an adequate reflection and efficient transmission of human experience.
The awareness of the role of culture as methods and results of human activity
increases globally; social relations represent the influence of culture, and it is
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manifested by completely new requirements set forward for the purposes, methods and
content of education.

Obviously, under such circumstances it becomes important to analyse the
essence of the development of the service culture, mechanisms and techniques of the
prospective HSM, to study the peculiarities of the process dynamics, organization and
implementation within the process of professional education. In this respect,
application of resources and methods of HSM study process among others is one of the
most topical problems of modern pedagogy. Simultaneously discussing the education
theory and practice of the prospective managers in the field of hospitality, it is obvious
that service culture education during the practice of professional activity is not always
ensured in the necessary quality, as the organization, technological equipment,
pedagogical approaches and didactic solutions are not sufficient enough in the higher
education institutions of this profile. The aforementioned is also proofed by a SWOT
analysis of the HSM professional education and analysis of study programs, performed
by the author. Exactly due to this reason the problem of the development of service
culture becomes a topical trend in the theory and practice of pedagogy within the
process of professional education of managers.

Hereby service culture in the study process of HSM professional higher
education is an open topic for a new theoretical understanding and new experimental
research. The elaboration of a new didactic model of the development of service
culture of the prospective HSM, will contribute to the expansion of the research area
of the science of pedagogy and increase the level of service culture competence of
students — the prospective HSM. The specific role and importance of the acquisition of
the service culture competence of the prospective HSM becomes topical within the
multicultural society, and the adaptation in it demands certain personality
development.

The aforementioned also is the factor defining the topicality of this research —
to elaborate, theoretically justify and experimentally test the didactic model for the
development of service culture of the prospective HSM.

The topicality of the aforementioned problems was the reason for choosing
the theme of the research: Development of Service Culture of Prospective
Hospitality Sector Managers within Studies at Higher Education Institution.

Research object. Study process of hospitality sector managers at higher education
institution.

Research subject. Development and assessment of service culture of the prospective
hospitality sector managers.

The aim of the research. To justify and assesses the development of service culture

of the prospective hospitality sector managers, applying the didactic model “Service
Culture”.
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Research hypothesis. Service culture of the prospective HSM within studies at higher
education institution will develop, if:

e The didactic model for the development of service culture of HSM
“Service Culture” will be used as a scientifically justified set of
conceptual statements and didactic rules;

e  Students — the prospective HSM will develop service culture competence
as a criterion for service culture.

Tasks of the research

1.

To analyse and assess scientific literature on personality development within
different environment contexts, as well as on culturalization, socialization and
professional development processes in the education environment at higher
education institutions.

To justify the essence of service culture and its importance in the personality
development process of the prospective HSM, elaborate the structure of
service culture of hospitality sector managers, explain its components and
aspects.

To theoretically justify the service culture competence of the prospective
hospitality sector managers, elaborate its structure and criteria for assessing
the level of development.

To justify and elaborate the didactic model for the service culture
development of the prospective HSM and the technique for its
implementation.

To elaborate the complex expert system “AHSC” for the diagnostics of the
development of service culture competence of the prospective HSM.

To approbate, experimentally test the elaborated model in education practice
at higher education institution and assess the possibilities how the model
would promote increasing the level of service culture competence of HSM.
To summarize, interpret, compare the experimental data and perform expert
evaluation of the model.

Study methodological basis is formed by:

e Conceptual understanding of personality: J.Anspaks (2003), JI.Xpem,
H.3urnep (1997), A.Karpova (1998), A.H.JleonteeB (1983),
A Ilerposckuii (1981), A.BopoGreB (1997), etc.;

e Theories of personality development: J.W.®enpamreitn (1996),
A.JleonteeB (1975), A.IlerpoBckumii (1981), A.Bopobwrer (1997),
JI.Beirotckwmii (1983), etc.;

e  Philosophical statements as regards culture: E.Dirkheim (1956),
G.Hofstede (2005), M.Rokeach (1968, 1973), B.H.CaratoBckuii (1979),
H.Cwmemsep (1994), M.1lenep (1994), M.Be6ep (1990), etc.;
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Understanding of personality culture: B.C.bu6nep (1997), M.M.baxtun
(1979), M.By6ep (1993), P.Bourdieu, J.-C.Passeron (1979), U.I'.T'epaep
(1995), O.C.T'azman (1989), I'.B.®.T'erens (1971), C.U.T'eccen (1995),
M.Rokeach (1968, 1973), B.H.Cararosckwuii (1979), etc.;

Conceptions of culturalization and socialization as understanding of the
interaction between personality and environment: U.Bronfenbrenner
(1979), E.Dirkheim (1956), H.Gudjons (1998), 2.I'mamenc (1999),
K.Hurrelmann (1991), I.Jurgena (2002), U.Kymu (1994), A.H.JleonTneB
(1975), ox.Mun (1994), AMyapuxk (2003), T.Parsons (1951),
H.Cwmemsep (1994), J.A.Students (1998), I".3ummens (1996), etc.;

Ideas of sociologists as regards development and improvement of the
culture space of the multicultural society: B.Barry (2002), FO.Xa6epmac
(2001), I.M.Young (1990), JIx.Koau (2003), B.Parekh (2006), C.Taylor
(1994), M. Wieviorka (1998), etc.;

Understanding of service culture: J.H.Gitomer (2004), A.JI.KpeGep
(2004), D.Meyer (2006), A.Hesener (2000), B.A.Cnactenun (1994),
E.Teflers (Telfer, 1996), D.1leitn (2002), etc.;

Understanding of competence as a multicomponent structure created by
different integrated elements being manifested within certain activities
when performing different tasks: R.Boyatzis (1982), B.Briede (2009),
T.Durand (1997), R.Garleja (2006), A.B.Xyropckuii (2003),
V.Hutmacher (1997), S.B.Parry (1996), A.Rauhvargers (2004),
Jlx.Pagen (2002), 1. Tilla (2005), .A.3umuss (2003), etc.;

Conception of humanism and education cohesion: III.A.AmoHamBMIN
(2001), LBelickis (1995), M.M.Baxtun (1975, 1979, 1986), B.bubnep
(1997, 1991), O.Oderom (2000), H.Gadamers (1999), J.A.Komenskis
(1992), A.H.JIeonteeB (1975, 1983), A.Maslow (1954), A.K.Rogers
(1990), A.Spona (2001), JI.Beirorckuii (1960, 1991, 1996), 1.Zogla
(2001), etc.;

Dialogue as a precondition, resource and aim of personality self-
development: M.M.baxTun (1979, 1986), B.C.bubxep (1991), M.By6ep
(1993), N.Burbules (1993), I'.Sl.bymr (1985), H.Gadamers (1999),
J.Habermas (1984a), etc.

Qualitative and quantitative research methods used in the experiment:
L.Bielawski, R.Lewand (1991), A.Il.4actuxor (2003), B.C.Uepemanos (1989),
I.Txappatano, I'.Paiim (2007), A.Geske, A.Grinfelds (2006), G.Moskvins (2008),
W.H.IlyctemaankoBa (2001), etc.

Methods of data acquisition and mathematical processing: A.byxuun (2001),
WM. Ennceesa (2006), Ix. Xumm (2005), A.}O.Koznos (2003), A.Opmnos (2002).

Research methods:
Theoretical methods:
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1.1. Analysis of pedagogical, philosophical, psychological, sociological,
hospitality related scientific literature and summarization and
assessment of statements;

1.2. Analysis of lawful acts (documents of the Republic of Latvia and EU).

2. Empirical methods:

2.1. SWOT analysis;

2.2. Methods of data acquisition:

2.2.1. Selective surveys of students, lecturers and employers;
2.2.2. Diagnostics of the level of service culture competence
development of students;

2.3. Methods of data analysis:

2.3.1. Qualitative: analysis of expert system, experimental testing of the
model, expert analysis:
e For the mathematical processing of data, computer
software “Small Experts System” v 2.0 was used;
e For the visualization of data, Excel, Word and
CorelDraw computer software was used;
2.3.2.  Quantitative:  correlation analysis - correlation coefficient
calculations were performed applying the data analysis package of MS Excel;
2.4. Expert evaluation of the didactic model.

Research base and respondents:
189 first year students of the study program “Tourism Business Manager” and
the specialization “Hospitality Management” from:
1. Information Systems Management Institute (Latvia, Riga) — 124 students.
2. Klaipeda Business and Technology College (Lithuania, Klaipeda) — 22
students.
3. College of Hotel Management (Serbia, Belgrade) — 43 students.
Table 1
The Development Stages of the Thesis

Stages Theoretical studies Practical activities

Year 2003 — 2005. Analysis of the present situation, problem tracing,
choice of the object, subject, theme of the research.

1. Analysis and assessment of the | 1. Pedagogic activity (since 1986),

- professional and academic education including activity at higher

g experience of the prospective HSM. education institution (since 1999)
% 2. Adjustment of theme, formulation of educating the prospective HSM.

the aim and tasks. 2. Analysis of the content of the
professional education of HSM.
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Continuation of Table 1

Stages Theoretical studies Practical activities
Year 2005 — 2006. Formulation of hypothesis on the development of service
culture of the prospective hospitality sector managers within studies
at higher education institution.
Research on personality development | 1. Elaboration of the author
within different environment contexts. program “Service Culture”.
Research on the concept of ,service | 2. Elaboration of the didactic
culture”, justification if its structure in the model “Service Culture”.
context of hospitality.
Research on competence as a service
culture development indicator of the
N prospective HSM.
&0 Elaboration of criteria for assessing the
7 level of the development of service culture
competence of the prospective HSM.
Justification of personality-specific
peculiarities of HSM within a multicultural
society.
Justification of the development of service
culture of the prospective HSM within
studies at higher education institution.
Year 2007 — 2009. Adjustment of the hypothesis.
Assessment of literature on “How service 1. Planning of the
culture education promotes students pedagogical experiment.
personality development”. 2. Elaboration, adaptation and
Assessment of literature on “How students experimental testing of the
understanding of service culture promotes set of instruments of
their personality development”. pedagogical diagnostics
Assessment of literature on personality (complex expert system
development and service culture “AHSC”).
competences. 3. Experimental research.
< 4. Correction of the set of
E" instruments of pedagogical
» diagnostics (complex
expert system “AHSC”).

5. Initial  diagnostics  of
respondents. Measurement
of the level of students
service culture competence.

6. Approbation of the didactic
model “Service Culture”.

7. Organization of

experimental classes.
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End of Table 1

Stages Theoretical studies Practical activities

Year 2008 — 2009. Adjustment of concepts used in the work,

repeated testing of the hypothesis.

1.  Summarization, interpretation and | 1. Final respondent diagnostics.
comparison of theoretical and | 2. Analysis of the results of the
experimental data. pedagogic experiment. Research

2. Preparation of publications and on the dynamics of the
participation in international development of the service culture

g conferences. competence of the prospective
op HSM.
x 3. Statistical processing of the

experimental data.

4. Expert evaluation of the didactic
model “Service Culture”.

5. Drawing conclusions.

6. Formatting of the promotion work.

Source: author’s elaboration

Theoretical novelty and significance of the research

1.

Justified HSM service culture as a systematic characterization of personality
of a specialist, comprising the humane and technological components and the
ethical, aesthetical, organizational and psychological aspects.

Justified HSM service culture competence as an integral set of personality
qualities of HSM; elaborated criteria for assessing the level of individual,
cross-cultural and professional service culture competence development.
Elaborated, experimentally approbated, introduced and assessed didactic
model for the development of service culture of HSM “Service Culture”. To
summarize, interpret, compare the experimental data and perform expert
evaluation of the model.

Practical significance of the research

1.

Elaborated author program for the study course “Service Culture”, including
service culture aspects (ethical, aesthetical, psychological, organizational) and
competence assessment criteria.

Prepared methodical materials promoting the development of service culture
of HSM within studies at higher education institution (teaching aids and
books: A textbook for distance learning “Catering Service I’(Macibu
gramata talmacibai “Edinasanas serviss 17); A textbook for distance learning
“Catering Service Il (Mactbu gramata talmacibai “Edinasanas serviss I11”),
“Restaurant Business — from Idea to Reality” (“Restoranu bizness - no idejas
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lidz realitatei”),; “Cocktail Book 5SOMIX&FIX” (“Kokteilu gramata
SOMIX&FIX”); “Bar: Drinks, Cocktails, Service” (“Bars. dzérieni, kokteili,
apkalposana ™).

3. Elaborated complex expert system “AHSC” for the diagnostics of the
development of service culture competence of students — the prospective
HSM.

Limitation of the research

The promotion paper Development of Service Culture of Prospective
Hospitality Sector Managers within Studies at Higher Education Institution is
elaborated in pedagogy, sub-discipline of university pedagogy.

Personality development is studied in the promotion work, assessing scientific
literature starting from the year 1957. The author has elaborated the didactic model for
the development of service culture for the prospective HSM “Service Culture” on the
basis of personal experience working at the Information Systems Management
Institute since 1999 and on the basis of assessment of professional scientific literature
starting from the year 1979.

The experimental research is related to the study course “Service Culture”.
The experimental research was performed in three higher education institutions:
Information Systems Management Institute (Latvia), Klaipeda Business and
Technology College (Lithuania), College of Hotel Management (Serbia). 189 first year
students with “Service Culture” as the obligatory study course from the study program
“Tourism Business Manager and study program of “Hospitality Management”
specialization from all three higher education institutions participated in the research.

The didactic model “Service Culture” is elaborated as an original set of
organizational didactic rules, which primary ensures development of service culture
competence of HSM as comprehensively as possible, including the components
suggested by the author (humane and technological) within four aspects: ethical,
aesthetical, organizational, psychological.

The diagnostics of the development of service culture competence of the
prospective HSM was ensured using the complex expert system “AHSC”.

Theses to be defended

1. Service culture of HSM as a component of the development of personality
culture of HSM comprises the ethical, aesthetical, organizational and
psychological aspects in three different levels of its competence, ensuring a
balance between humane and technological culture.

2. The didactic model for the development of service culture of HSM “Service
Culture” as a scientifically justified set of conceptual statements (using
approach of humanism, approach of competences and culturological
approach) and didactic rules ensures development of service culture
competence of the prospective HSM.
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3. The assessment criteria and levels of the development of service culture
competence which are elaborated within the promotion work and included in
the expert system complex (“AHSC”), elaborated by the author, as well as
which comprise the ethical, aesthetical, organizational and psychological
aspects of service culture of the prospective HSM, can be used for
diagnostics of the level of development of service culture competence.

The Content of the Promotion Thesis

Part 1 “Personality Development in Different Environment Contexts”
discusses the issue of personality, its development within the interaction of cultural,
social, professional and higher education institution environments.

Personality development of the prospective hospitality sector managers
(HSM) depends on processes of culturalization, socialization and professional
development in higher education institution are the essence and sense of service
culture education, as well as determine the value orientation of the whole education
process. “Modern education as a component of the process of creating a new world
society is at the centre of personality development problems, its knowledge and
abilities to act. The following processes become the priority aims of higher education:
comprehensive and, firstly, spiritual personality development, acquisition of
knowledge, socialization with its leading role in developing communication skills,
exchanging opinions and comparing of positions, being aware of and accepting
differences, acquiring the principle of “living together” in society, as education moulds
not a human as such, but a human within specific society and for this society”
(Manxeiim, 1994). The author completely agrees with such position of personality
development and considers it a successful result of today’s education.

Personality development of every student is influenced by the environment.
The nature of human communication, type of conduct, human actions, the active
relation of behaviour, internal relation to the surroundings help develop human
personality characterized by a set of unique personal qualities determining the
conduct, attitude and being expressed as an active, conscious life activity (Vorobjovs,
1996). The human adapts to the environment, and develops different attitudes. As
R.L.Hon (XoH, 2005) considers, different environments influence also the learning
results. Students personality develops within the interaction of cultural, social,
professional activity and higher education institution environments.

Chapter 1.1. “Justification of Personality Concept within Cultural History”
analyses the concept “personality”.

Studying of personality implies not only studying of separate individual
qualities, human psychological processes and situation, but also studying of the place
and positions of a human within the system of public relations, finding on behalf of
what and how a human uses the inherited and acquired abilities: J.Anspaks (2003),
J.Xsemn, J.3urnep (1997), AKarpova (1998), A.H.Jleoutses (1983, 1975),
A.B.Ilerposckuii (1981), I.Sarnoff, P.Zimbardo (1961), A.Bopo6ses (1997), etc.
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The most significant approach to be applied in personality development of
HSM is historical approach of culture: JI.C.Berotckmii (1983), JI.W.®enpmmreitn
(1996), A.H.leontse (1975), A.B.IlerpoBckuii (1982), I'.'Tepbopr (1999). The
central category of analysis, which allows understanding personality, is category
“activity”. Exactly within activity, a human creates subjects of spiritual and material
culture, transforms abilities, preserves and improves nature, develops society, develops
everything that would not exist without activity. Human sense and needs, as well as
human personality develops, and public relations are formed by means of which an
individual involves in the process of their own activity. This theory serves as a basis
for the organization of personality development and self-development, which, in turn,
is based on the fact that all significant human forces develop, and knowledge and
experience is gained within a process of purposefully organized activity.

Personality development is understood as successive, natural quality changes
in the life, social and spiritual processes which determine acquisition of such qualities
that characterize an individual as a personality. Personality is interpreted within
society as a subject. Exactly being a subject, an individual becomes a personality by
means of communication, cognition and creative activity.

Chapter 1.2. “Manifestation of Personality Culture within Society”
discusses the concepts “culture” and “personality culture”.

Analysis of works describing the problem of culture: B.[dunsreit (1987),
E.Durkheim (1956), M.®yko (1994), H.Gadamers (1999), I'.I'erenms (1993),
N.I'Tepnep (1995), B.I'ymb6omsar (1985), E.I'mpaenc (1999), K.I'mpr (1997),
K. Acnepe (1991), O.Kont (1996), N.Kant (2005), K.JIesu-Ctpoc (2001), T.ITapconc
(2002), Z.P.Sartrs (1946), H.Cmemsep (1994), E.Taitnop (1989), A.Toitu6u (1991),
®.Tennnc (2002), ®.lemwmar (1989), O.lllmenrnep (1998), M.Bebep (1990),
I'.3ummens (1996) testifies to the fact that the concept “culture” is used to describe
social and personal creative forces, perception of the world, knowledge, skills and
attitudes, intellectual, ethical and aesthetical growth which is expressed as material and
spiritual values, system of social norms and institutions, set of human attitudes
towards the nature, relationship with others and attitudes towards theirself, as well as
expressed as types and forms of interaction, conduct and activity in the specific fields
of social life.

Value according to C.Ammcumor (1985, 1988), B.Dpanxn (1990),
C.U.T'eccen (1995), I'Terens (1993), A Karpovas (1994), M.Rokeach (1968, 1973),
B.Cararosckuii (1979), M.Illenep (1994), M.Bebep (1990) is a concept testifying to
cultural, social or personal significance of reality facts and phenomena. The diversity
of the world can be discussed as the “subject value”. Subject of human material and
spiritual activity, public relations and the related phenomena which are considered
positive within a human life and which can satisfy the diverse human needs can be
described as such values.

Values are the basis of individual culture of personality, as they form the
spiritual ethical background of personality and emphasize its uniqueness. The core of
personality culture is formed by subjective qualities which determine the degree of
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spirituality, freedom, responsibility, humanism: R.Alijevs (2005), U.I.I'epaep (1995),
I'Terens (1971), C.M.Teccen (1995), A.Sveicers (1991), ITecmanoyyu (1998),
B.®panxkia (1990).

Several scientists: P.Bourdieu, J.C.Passeron (1979), U.I'.®uxte (1993),
I'T'erens (1990), N.Kaur (2005), ®.1Hemmur (1989), I'.3ummens (1996) interpret
personality not only as a product of social circumstances, but also as an active social
subject which generates these social circumstances. Personality can become an active
follower of the social influence and implement the function of transformation of the
social circumstances due to the directly acquired social norms, values, ideas and skills,
i.e., due to everything that develops personality culture. Personality culture can be
discussed as an individually acquired social culture of a personality.

Human is a unique world of culture, which interacts with the cultures of other
personalities, develops theirself within this process of interaction and influences
others. Awareness of one’s own “ego” arises in communication with others, therefore
a dialogues is vitally necessary for the development of personality culture. Only within
dialogue, personality is personality, and personality can be adequately perceived:
M.M.bBaxtun (1979), B.C.bubnep (1997), M.by6ep (1993), J.Habermas (1984a).

Presence of culture is impossible without creativity. Creative activity is a
necessary circumstance which ensures that the subject becomes a part of culture, as
well as ensures the activation of the results of human internal activity:
I1I.A. AmonamBmu (2001), Z.P.Sartrs (1946). New values and new culture develop in
the result of versatile human creative activity.

Personality culture comprises the most significant personality characteristics,
as well as education: H.Gadamers (1999), I'.I'erens (1990). Personality culture is a
precondition and the result of education of an individual, and an individual acquires
the common human culture and experience, as well as, on the other hand, a human can
develop and improve it by means of education.

It can be concluyded that personality culture can be discussed as an
individually acquired social culture formed by values, knowledge, skills and attitudes,
and it is expressed in the form of dialogue and creative activity.

Chapter 1.3. “Culturalization as an Interaction of Personality and Cultural
Environment” discusses the issue of the importance of personality culturalization
within a modern higher education institution, which becomes apparent as enriching of
personality subjective experience with cultural values and human heritage in general,
comprehensive acquisition of culture and development of competence for the world of
culture of students.

Culturalization is understood as ingrowths into culture, as learning of culture
(Jurgena, 2002). Within the process of culturalization, a human learns to develop
theirself and is able to act on the basis of it. Learning and education C.®pene (1990),
H.Gudjons (1998), J.A.Students (1998), 1.Zogla (2001) promotes development and
culturalization. Culture is created, enhanced and developed by humans, but it is
possible as regards humans only if they have been educated to be humans.
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Development is ensured on the basis of acquisition of knowledge, as well as
of acquisition of human relationship culture, types of activity and common human
values. The effect of development, in turn, ensures preconditions for acquisition of
fundamental knowledge and types of activity, integration of the personality in the
cultural context. It requires purposeful organization of the study and education
process.

Chapter 1.4. “Personality Development within Social Environment” describes
the personality development process of students as regards the influence of the social
environment, which is identified as the socialization process. Socialization is a process
by the help of which an individual acquires norms of their group in a certain way, so
that through development of personal ego the unique nature of this particular
individual or personality is expressed.

Different approaches emphasize the various sides of such an integrative
concept as “socialization”.

Socialization is described as a transfer of culture between generations, as a
general mechanism of social heritage, comprising the influence of both social and
education environment: U.Bronfenbrenner (1979), P.A.Morris (1998), E.Durkheim
(1956), L.Kohlberg (1981), A.Mynpuk (2003), J.Rotter (1982).

Socialization provides for personal interaction, communication without which
personality development and strengthening of the perception of the world is
impossible: A.bangypa (2000), U.Bronfenbrenner (1979), D.I'mmmenc (1999),
K.Hurrelmann (1988), A.Mynpuxk (2003), XK.IInaxe (1994), JI.Beirorckuii (1996).

Socialization reflects the circumstances, in which personality has acquired
social norms, values, principles, stereotypes: K.Hurrelmann (1991), H.Cmemnsep
(1994), M.Plavniece, D.Skuskovnika (2002), A.Spona (2001).

Socialization promotes self-actualization and self-education of a creative
personality: J{.®empamreitn (1994), U.Kymu (1994), Tx.Mun (1994), A.Myapuk
(2003).

Socialization is interpreted as harmonic integration of an individual into the
social environment, acquisition of social value system which allows successful
functioning of the individuals as of members of this particular society.

Chapter 1.5. “Professional Development of Personality” discusses
development of student as of personality and of activity subject.

Professional development is a process in which an individual acquires the
professional culture of the society, integrates into the professional system by the help
of acquiring professional values, traditions and norms of professional conduct.
Professional knowledge, skills and attitudes form the professional potential of the
personality. Transformation and change of types of implementation are observed
during the professional activity depending on the self-confidence development
dynamics that promotes personality development.

Personality professional development is a result of active interaction of
personality and the professional environment. J.Povarenkov (IloBapenkos, 2002)
considers individual (subjective) and social (objective) factor convergence to be a
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system forming factor of personality professional development. Conflicts constantly
arise between the requirements for activity and development level of education of
certain people, as well as the professionally oriented structures of the psyche within
the process of acquiring certain activity, when subjects are assigned new tasks, in
professional situations and in nonstandard circumstances. These conflicts are the major
driving force of the professional activity development of the subject. The subject,
within certain activities, creative independent activity, can not only be identified and
expressed, but also arise and develop: IJurgena (2002), A.B.IlerpoBckuii (1981),
C.JI.Pyounmreitn (2002), N.3umuss (1997).

Student as a prospective professional at higher education institution develops
within different environments:

e Professional development during studies, as in the education environment of
the higher education institution of a HSM specialist, when the student
cooperates with other subjects of the professional education process
(lecturers, larger or smaller groups of course mates);

e Professional development during practice within the professional activity
environment — in enterprises, when the student as the prospective specialist
interacts with colleagues, guests;

e Professional development within the social environment, in communication
with other persons as an extracurricular activity (course mates and students of
the higher education institution);

e Professional development within the cultural environment, in communication
with representatives of the multicultural society.

Implementation of the basic function of culturalization, socialization,
professional and personality culture development forms the essence and sense of HSM
education, as well as determines the value orientation of the whole education process.

Chapter 1.6. “Justification of Specific Personality Peculiarities of Hospitality
Sector Manager within Multicultural Society” describes multicultural society as an
environment for personal professional activity and effect of it on the personality
development of a hospitality sector manager.

Interacting within a multicultural society, people face the diversity of the
surrounding cultural environment, different system of ethnic values, which frequently
aggravate the adaptation problem and sometimes causes transformation of the human
ethnic identity. For the development and improvement of cultural environment of a
multicultural society, it is necessary to implement a twofold task: firstly, preservation
and development of the uniqueness (cultural identity) of the culture of ethnic groups;
secondly, the development of the single cultural space necessary for the integration of
the whole of society: B.Barry (2002), N.Glazer (1998), J.Habermas (1994),
L.M.Young (1990), V.Kymlicka (1995), B.Parekh (2006), C.Taylor (1994), R.Todd
(1994), M. Wieviorka (1998).

The today’s science involves persistent discussion about kinds of organization
of society typical of a wide spectrum of cultural differences. According to J.Habermas
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(Xabepmac, 2001), the society of modernism, as well as multicultural society is typical
of harmonic proportion as regards common values and differences.

Multicultural society should be integrated on the basis of equal coexistence of
nations, their language and culture, in the result society will become indeed a
multicultural society preserving the diversity of cultural traditions.

It is impossible to solve this problem without a new type of managers
challenge of which realization of their own professional activity within circumstances
of a multicultural society would be, without managers with knowledge about other
cultures, communication, ethical and legal norms within a multicultural environment,
as well as without managers possessing tolerance, ability to realize a multicultural
dialogue and managers aware of peculiarities of different cultures and generally
accepted humane values.

In part 2 “Service Culture of Hospitality Sector Managers”, hospitality is
described as a field of professional activity, as well as the nature of hospitality is
defined. The nature, structure of service culture is reflected and components and
aspects, as well as its importance in the process of personality development of the
prospective HSM as regards professional activity are explained. Approaches in
pedagogy and management are analysed, determining the concept and structure of
competence. The structure and content of the service culture (SC) competence of the
prospective HSM is elaborated. The elaborated criteria allow determining the level of
development of the service culture competence of the prospective HSM.

Chapter 2.1. “Hospitality as a Field of Professional Activity” characterizes
hospitality as a field of service (Walker, 2008) that includes accommodation, catering
and offers transportation services and recreation.

Providing quality hospitality services in the hospitality sector (Kotler, Bowen,
Makens, 2002), the main attention is paid to service culture. Within the competition,
first in the consumer service market come the enterprises with ensured all necessary
preconditions for high level service culture. The major task of HSM is to provide
quality services to everybody, ensuring a holiday feeling to the guests, and treat them
as he/she would wish to be treated theirself.

Chapter 2.2. “Hospitality as Phenomenon of Cultural History” explains the
concept “hospitality” as a concept of fundamental culture possessing its own national
peculiarities and nuances. Despite the versatile character, hospitality implies sincere
welcoming and provision of peaceful, pleasant and friendly atmosphere. The
principles of hospitality have developed within several centuries. Hospitality
represents a kaleidoscope of culture of different nations within which each of the
nations has contributed to the improvement of this sector. It should be noted “that it is
difficult to provide a complete and precise definition of hospitality, but every of us
would at once notice any of its drawbacks” (bpaiimep, 1995). Care for the guests is
always an underlying factor of the concept ‘“hospitality”: P.A.Bpaiimep (1995),
P Kotler, J.T.Bowen, J.C.Makens (2002), M.Platace (2000), J.Walker (2008),
JL.II.BoponkoBa (2004), and it is clearly reflected in the history of the hospitality
sector. The concept of hospitality is based on a set of ways of servicing people.
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Chapter 2.3. “Concept of Service Culture” is devoted to studying the concept
“service culture”.

Service culture is determined by the policy of the particular hospitality sector
enterprise. In this respect, service culture can be described as organizational culture
which stands for servicing guests on the bases of certain developed rules, procedures,
practical skills and abilities: C.Michon, P.Stern (1985), G.Morgan (1986),
A.M.Pettigrew (1979), 3.111eitn (2002).

The concept of service culture implies both spiritual and material side of life
of the society, as well as socially typical and individual manifestations of human
personality. It is a combination consisting of technological servicing and hospitality
within the process of dialogue between the guest and hospitality manager (Meyer,
2006). The specificity of hospitality sector service culture in a multicultural society
involves the meeting of subjects of the servicing process with guests, representatives
of different cultures, face to face. Service culture in a multicultural society can be
defined as an emotional interaction with guests of different nations. It is based on the
understanding of the needs and wishes of the guests (Meyer, 2006). In most cases
provision of services and consumption is ensured by means of direct contact between
the servicing personnel and the guests. Due to this reason service culture of the
hospitality sector contains potential of the social, psychological and spiritual origin.
Largely hospitality depends upon the spiritual development if compared to servicing
skills (Telfer, 1996). Success in servicing is largely dependent on the relationships
between the manager and the guest, formed during the process of provision of
services. Aim of service culture in the XXI* century is not only excellent servicing but
also understanding of guests, being able to provide service in the way they prefer,
surprising the guests and obtaining their confidence (Gitomer, 2004).

Service culture is a relatively independent part of culture, which represents
the character of relationships between the hospitality sector employees and the guests,
representatives of the multicultural society during the process of developing and
adopting material and spiritual values.

Chapter 2.4. “Structure of Service Culture of Hospitality Sector Managers”
elaborates structure of SC of HSM.

The structure of service culture comprises two components: technological and
humane. The first component characterizes kinds of interaction of the subject with the
object of the work and the instruments, as well as the degree of their readiness to
perform certain kind of activity. It consists of a set of knowledge and skills, methods
and techniques, theoretical principles and empirical procedures, which develop the
destructive style of thinking and foster acquisition of veritable information about the
object. Technique is a product of the development of service culture. Simultaneously,
techniques is also the basis of further development of culture, as well as a necessary
precondition for the improvement of service culture: L.Hickman (2001), B.HeBenes
(2000).

The second component is an integral characterization of the sense and self-
confidence, ethical considerations of activity and aesthetical preconditions of the
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subject of professional culture. Professional sense is such a reflection of reality which
accumulates the set of algorithms, norms, values and language, typical for a
professional activity. The humane component is oriented towards internal
development of the subject, development of humane values, improvement of human
relationships and humanism of the whole social environment. The humane component
defines the attitude of HSM and society in general towards a system of certain values
in hospitality sector instead of separate values as something objective: I'.I'aficina
(2000), JI.Koran (1981), B.Cnacrernus (1994).

On the basis of cultural diversity: L.Spilman (2007), A.Kpe6ep (2004), the
author differentiates between such aspects of service culture: ethical, aesthetical,
psychological, organizational. Such gradation corresponds to the aim of the research
and tasks, and it can be characterised is several dimensions:

e Service culture is a form of interpersonal interaction between personnel and
clients, and is determined by moral and ethical norms (the ethical aspect);

e  Under the conditions of a multicultural society service culture is a form of
adopting and expressing specific national cultural norms and values, being
aesthetically reflected both in activities and objects (the aesthetical aspect);

e Service culture is a form of psychologically individual communication
between personnel and guests (the psychological aspect);

e Service culture is a set of organizational methods, techniques and behaviour
practice of the personnel (the organizational aspect).

The content of SC of HSM comprises the following aspects: ethical,
aesthetical, psychological, organizational aspects reflect a complicated structure of
HSM personality development in different levels of its competence (see Figure 1).
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Figure 1. Structure of Service Culture of Hospitality Sector Managers
Source: author’s elaboration
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SC of HSM is a system characterization of the personality of the
specialist, comprising the humane and technological components and ethical,
aesthetical, psychological and organizational aspects.

The elaborated structure of SC of HSM serves as a conceptual basis for the
elaboration of the didactic model for the development of service culture “Service
Culture” by means of modelling the process of development of SC of HSM.

Chapter 2.5. “Competences as a Criterion for Service Culture Development
of Hospitality Sector Managers” describes the problems of defining the concept
“competence” in management and pedagogy, determines the most important kinds and
components of competence.

The concept “competence” has originated in the field of management:
D.K.McClelland (1973), W.Hutmacher (1997b), L.H.Salganik, D.S.Rychen, U.Moser,
J.W Konstant (1999), R.J.Mirabile (1997), T.Durand (1997), S.B.Parry (1996), but has
developed exactly in pedagogy: R.Lauzackas (1999), [.Maslo, 1.Tilla (2005), E.Maslo
(2003), XK. Hdemop (1996), A.B.Xyropckuit (2003), JIx.Pasern (2002). Analysing
different approaches and judgements regarding the particular concept, the following
typical peculiarities of competence can be named:

e Competence is not equal with the level of education of an individual;

e A competent individual possesses personal qualities which ensure an

opportunity to behave independently and responsibly;

e Judgments about a competent individual are made on the basis of the

assessment and measuring of the final result of a particular behaviour;

e A competence characterisation is a characterization of a particular

individual and is manifested in the results of their behaviour;

e Competence is obtained within the process of education, and should be

interpreted in relation to attitude (values, motivation);

e Competence is actively expressed in activity and behaviour of

individuals.

On the basis of the performed analytical research on the structure of
competence: H.Gudjons (1998), V.Hutmacher (1997a), D.Bartram, [.T.Robertson,
M.Callinen (2002), R.Kurz, D.Bartram (2002), R.Boyatzis (1982), B.Mansefield
(2004), D.N.Wilson (2001), N.A.3ummsist (2003), R.Garleja (2006), A.Homica (2009),
A.Rauhvargers (2004), Tuning Educational Structure in Europe (2004), G.Cheetham,
G.Chivers (1998), B.Briede (2009), mentioned by different authors of the world in
researches on this issue, kinds of competence were defined.

SC of HSM is a system characterization of a specialist’s personality,
comprising the individual, cross-cultural and professional competence (see Figure 2).
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Figure 2. Service Culture Competence of Hospitality Sector Managers
Source: author’s elaboration

In the result of comparative analysis of similar components of competence in
management: J.P.Campbell (1990), S.B.Parry (1996), K.Keen (1992), R.J.Mirabile
(1997) and pedagogy: M.A.3umusst (2004), V.Hutmacher (1997), A.Rauhvargers
(2004), J.A Keller, F.Novak (1993), F.Hartle (1995), A.Homicas (2009), the author
has identified the most important components of competence. Competence is a
multicomponent structure, comprising knowledge, skills and attitudes, which ensure
implementation of highly professional activity and personality development of the
specialist.

Chapter 2.6. “Empirical Research on Service Culture Competence of
Hospitality Sector Managers” describes the author’s study on SC competence of HSM.

The author has performed a research on the structure of SC competence of
HSM by means of a survey as one of methods for determination of competences. The
major aim of the survey: to identify the topical issues of employers, graduates from
higher education institutions and academic personnel positions as regards
competences. The results of the survey of hospitality sector employers, graduate
students and lecturers revealed the viewpoint of the respondents as regards the
structure of the modern SC competence of HSM, defined competences topical in the
today’s labour market and indicated the most important components SC competences
of HSM.

A structure of SC competence of HSM, elaborated by the author, was
proposed (see Figure 3), which is a whole complex and characterises the behaviour of
a manager performing professional activity.
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Service Culture Competence of Hospitality Sector Managers

g

[l

g

Individual
Competence

Cross-cultural
Competence

Professional Competence

To be aware of
one’s own
possibilities as an
individual

To develop one’s
own psychological
resistance of
personality

To be able to solve
problematic
situations

To be able to
realize the
principles of
communication

To apply knowledge and
skills in communication
with guests

To be aware of and apply
norms of professional
ethics and behaviour
when communicating
with guests

To be aware of and apply
international norms of
politeness

To be aware of and apply
speech culture of different
nations

To be aware of and apply
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To be aware of and apply the norms of
production and professional etiquette

To be aware of the technological
documentation of the enterprise

To be able to motivate guests
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To be aware of and apply the
professional ethical norms of personnel

To be aware of and apply the techniques
of selling and advertising services

To be able to organize the work place of
the personnel

To be aware of the operational planning
of the organization

Figure 3. Structure of Service Culture Competence of Hospitality Sector Managers
Source: author’s elaboration
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SC competence of HSM:

e Comprises a complex of attitude of HSM towards their professional
activity and professional assignments; professional values of
specialists and professionally personal value orientations;

o Is expressed as readiness to consider professional norms, apply
different techniques in ensuring quality of professional activity, etc.;

e Reflects communication skills within a multicultural society,
adequate interpersonal perception and interaction, ability to foresee
and avoid conflicts, etc.

Service culture competence of hospitality sector managers is an integral
set of personal qualities of HSM, to characterize the quality of which criteria of
individual, cross-cultural and professional service culture competences are used.

SC competence of HSM reflects the degree of professional development of
hospitality sector specialists in all kinds of activity as regards servicing guests, it
fosters efficient interaction with the internal professional environment and external
socially informative environment of the society due to knowledge, skills and attitudes
necessary for defining and implementing professional assignments.

Chapter 2.7. “Criteria for Assessing the Level of the Development of Service
Culture Competence of the Prospective Hospitality Sector Managers” describes and
justifies the introduction of the criteria and indicators into the aim, content and results
of the study course “Service Culture”.

The author discusses the levels of the development of the HSM competence
according to the degree of acquisition of the ethical, aesthetical organizational and
psychological aspects of the service culture. The author recommends that the SC
competence of the prospective HSM should be used as service culture criterion in
several aspects.

The ethical aspect of service culture competence reflects the level of
knowledge, moral principles and ethical skills manifested in professional activity of
HSM. The ethical grounds of service culture are based on such general viewpoints and
ethical values which determine the professional behaviour of HSM and govern
relationships with guests. The ethics of service culture is manifested as an active
application of moral and ethical values in interaction between HSM and guests. The
ethical principles indicate that HSM should adapt such forms of communication with
guests which are considered preferable and acceptable in the society, which are
stimulated by means of modern service and thus ease the servicing process and make it
more pleasant and valuable for the both parties involved. The ethical aspect of HSM is
not only a part of spiritual culture, but also the basis of professional culture. The
breakdown of criteria of the ethical aspect of SC competence of the prospective HSM
according to groups of different levels is reflected in Table 2. The ethical aspect of
service culture is expressed as the ability to perceive, outlive, correctly assess
aesthetical qualities in reality; help understand and adore art, feel an organic necessity
for it; develop abilities, skills for creating beauty, new values.
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Table 2

Criteria for Assessing of the Level of Development of Service Culture
Competence of the Prospective Hospitality Sector Managers
within the Ethical Aspect

Criteria- Levels
compe-
tences High Average Low
1) Acquired knowledge |l) Fragmented 1) Lack of ethical
on cthical norms, knowledge as regards norms, social values
social values and ethical norms, social and communication
communication rules; values and rules;
communication rules;
N
3 2) Developed 2) General 2)Lack of
=) . . .
Z understanding about understanding about understanding about
= professional duty and professional duty and professional duty
-E reputation; reputation; and reputation;
o
= 3) Struggling for 3) Recognition of 3) Interrelationship
development of goodwill, honesty where rudeness,
interrelationship on and decency in inattentiveness,
the basis of principles development of dishonesty, adulation
of goodwill, honesty interrelationship; dominates;
and decency;
¥) Manifestation of 4) Fragmented 4) Inattentiveness and
attention, interest manifestation of disrespect in relation
and respect to attention, interest to representatives of
representatives of and respect to different cultures;
different cultures; representatives of
different cultures;
g
5‘ 5) Acquired skills for 5) Insufficient skills for | 5)Unwillingness to
= welcoming welcoming welcome guests
.E differently peculiar differently peculiar which are different
2 guests of their own guests of their own with their own
originality, to originality, to originality, disregard
recognize their recognize their of their individuality,
individuality, to individuality, to disrespect of their
respect their belief, respect their belief, belief, viewpoints
viewpoints and viewpoints and and opinions.
opinions. opinions.

Source: author’s elaboration
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Development of the aesthetical aspect of service culture competence of
students is realised under the conditions of common aesthetical education system on
the basis of principles of harmony, simplicity and beauty. As regards priority
orientations of education, attraction to cultural values and achievements, spirituality,
national originality, perception of beauty and harmony education should be mentioned.
“The structure of aesthetical education consists of three interrelated aspects —
development of ability to perceive, outlive, correctly assess aesthetical qualities in
reality; help understand and adore art, feel an organic necessity for it; develop abilities,
skills for creating beauty, new values” (Zeile, 1980).

The breakdown of criteria of the aesthetical aspect of SC competence of the
prospective HSM according to groups of different levels is reflected in Table 3.

Table 3
Criteria for Assessing of the Level of Development of Service Culture
Competence of the Prospective Hospitality Sector Managers
within the Aesthetical Aspect

Criteria- Levels
compe-
tences High Average Low

1) Ability to apply 1) Insufficient ability to  |1) Lack of ability to apply
aesthetical values in apply aesthetical aesthetical values in the
the process of values in the process of | process of servicing
servicing guests; servicing guests; guests;

2) Comprehensive 2) Awareness and of the  [2) Lack of consideration
awareness, most important rules of | of the most important
consideration and etiquette; rules of etiquette;

B understanding of the

> most important rules

; of etiquette;

;}-': 3) High level of 3) Average level of 3) Low level of

= knowledge and knowledge and knowledge and

) consideration of consideration of norms consideration of norms
< norms of protocol; of protocol; of protocol;

K) Ability to create ) Insufficient ability to ~ |¥4) Disability to create
good outer image, create good outer good outer image,
considering ones age | image, considering considering ones age
and individual ones age and and individual
peculiarities; individual peculiarities;

peculiarities;
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End of Table 3

Criteria- Levels
compe-
tences High Average Low
5) Clear, precise, 5) Insufficient ability to  [5) Frequent usage of
expressive, polite provide guests with fillers and parenthesis,
§ and discreet speech; information clearly, lack of ability to speak
o expressively and expressively and
f logically; comprehensibly;
]
1 6) Ability to treat 6) Ability to treat 6) Tactless treatment of
= representatives of representatives of other | representatives of other
] other cultures cultures discreetly and cultures.
< naturally, discreetly respectfully.
and respectfully.

Source: author’s elaboration

The organizational aspect of service culture competence is a complicated
concept comprising: “recognition of one’s own role in the organization;
communication system and language of correspondence; image, dress code, self-
representation at work; eating habits, customs and traditions in this respect; time
consideration, attitude towards it and its usage; human interrelationships, values and
norms, belief to something and kind attitude towards something; the process of the
development and learning of the employee; work ethics and motivation (Buxanckwit,
Haymog, 1996). Much attention is paid to the acquisition of servicing techniques
which provide for and ensure personality self-development and the prospective
independent activity.

The organizational aspect of service culture competence reflects culture
which provides for guest servicing on the basis of rules, techniques, practical skills and
abilities.

The breakdown of criteria of the organizational aspect of SC competence of
the prospective HSM according to groups of different levels is reflected in Table 4.

For modern HSM, understanding of the professional environment socially
psychological processes with communication in centre of them is also of importance.
Communication, in turn, is based on the perception, feelings, emotions of the involved
parties — i.e., psychological processes. Therefore the psychological aspect of service
culture is also of importance. Every HSM should be psychologically prepared. The
most important psychological requirements are communicability, listening and hearing
skills, speech skills, memory and ability to maintain attentiveness, etc. The
interrelationship of SHM and guests during servicing can be described as bilateral
process where the behaviour or the employee is determined by the needs and
requirements of the guests. Awareness of the basic principles of communication
psychology help employees ensure a successful dialogue with the guests.
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Table 4

Criteria for Assessing of the Level of Development of Service Culture
Competence of the Prospective Hospitality Sector Managers
within the Organizational Aspect

Criteria-

Levels
compe-
tences High Average Low

1) Advised 1) Willingness to 1) Lack of
determination of improve activity awareness of the
aims, tasks and by means of necessity to
values of systematic work; professional
professional development;

- development;

2 2) High level of 2) Low level of 2) Low level of

2‘ knowledge about knowledge about knowledge

—_ servicing servicing about servicing

= . . .

£ standards in standards in standards in

= hospitality hospitality hospitality

E enterprises; enterprises; enterprises;

& 3) Acquired skills 3) Partly acquired 3) Lack of skills

5 necessary for skills necessary necessary for
preparation of for preparation of preparation of
the normatively the normatively the normatively
technological technological technological
documentation documentation of documentation
of hospitality hospitality of hospitality
enterprises; enterprises; enterprises;

4)  Acquired skills 4) Partial skills for 4) Lack of skills
for organizing organizing work for organizing
work correctly correctly on the work correctly
on the basis of basis of science, on the basis of
science, technological science,
technological achievements and technological
achievements progressive achievements
and progressive experience; and progressive
experience; experience;

5) Acquired 5) Insufficiently 5) Servicing
servicing acquired techniques of
techniques of the servicing the hospitality
hospitality techniques of the sector not
sector; hospitality sector; acquired;
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End of Table 4

Criteria- Levels
compe-
tences High Average Low
6) Willingness to 6) Fragmentary 6) Lack of interest

acquire new study of as regards study
tendencies of tendencies of of tendencies of
hospitality hospitality hospitality

b1 enterprise enterprise enterprise

a development and development and development and

< forms of acquisition of acquisition of

Té progressive forms of forms of

2 servicing; progressive progressive

E servicing; servicing;

E 7)  Good selling and 7) Insufficient 7) Lack of selling

o service selling and and service

= providing skills; service providing providing skills;

skills;
8) Interest towards 8) Insufficient 8) Passivity and
work. interest towards carelessness
work. towards work.

Source: author’s elaboration

The basic indicators of competences of psychological culture of students are
emotional self-assessment, assessment of other people, assessment of the world;
positive struggle related to self-determination (self-diagnostics, self-regulation, self-
realization); harmony as regards one’s own personal qualities, behaviour,
communication, value scale (Koxmoropoga, 2002, 40).

Knowledge in hospitality psychology ensures the employees with the
opportunity to:

e  Study their own internal world in order to be able to regulate their own
behaviour advisedly;

e  Understand the behaviour of guests in order to choose the most appropriate
way of servicing;

e Understand the behaviour of colleagues in order to help and support, if
necessary.

The breakdown of criteria of the psychological aspect of SC competence of
the prospective HSM according to groups of different levels is reflected in Table 5.
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Table 5

Criteria for Assessing of the Level of Development of Service Culture
Competence of the Prospective Hospitality Sector Managers

within the Psychological Aspect

Criteria- Levels
compe-
tences High Average Low

1) Good skills for 1) Insufficient 1) Disability to
organizing one’s organization of one’s organize one’s own
own behaviour; own behaviour; behaviour;

2) High level of 2) Average level of 2) Low level of
observation, observation, analysis observation, analysis
analysis and and assessment; and assessment;
assessment;

3) Comprehensive 3) Fragmentary 3) Insufficient
knowledge as knowledge as regards knowledge as
regards the the phenomenon of regards the
phenomenon of personality and one’s phenomenon of
personality and own personality; personality and
one’s own one’s own
personality; personality;

- 4) Self-regulation and |4) Steadiness; 4) Aggressiveness;

g self-control; ability communicability; intolerance;

> to withhold feelings, ability to maintain irritability; excessive

; mood, intentions; contacts, negotiate; excitability; lack of

2 flexibility and positive motivation; negotiation skills;

ED adaptations skills; lack of positive

= positive motivation; motivation;

2» 5) Good verbal and 5) General knowledge 5) Lack of verbal and

A~ non-verbal about the means of non-verbal
communication verbal and non- communication
skills; verbal skills;

communication;

6) Complete mutual 6) Formal treatment of 6) Indifferent treatment
understanding, representatives of of representatives of
empathy in different cultures; different cultures;
communication with
representatives of
different cultures;

7) Ability to form 7) Insufficient ability to | 7) Lack of ability to
relationship on the form relationship on form relationship on
basis of respect, the basis of respect, the basis of respect,
fellowship, goodwill fellowship, goodwill fellowship, goodwill
and attention to each and attention to each and attention to each
other; other; other;
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End of Table 5

Criteria-

Levels
compe-
tences High Average Low
8) Good attention skills |8) Average attention 8) Activities of
on conflict skills on conflict spontaneous
situations; situations; character in solving

conflict situations;

9) Ability to motivate  |9) Insufficient ability to | 9) Disability to
guests. motivate guests. motivate guests.

Source: author’s elaboration

The elaborated criteria allow identifying the level of development of the
service culture competence of the prospective HSM. Switching of students among
levels allows assessing the degree of the development of the competence. Thus the
system of the elaborated criteria ensured the possibility to assess the results of the
implementation of the didactic model of studies, which are reflected by the set of
knowledge, skills and attitudes typical of SC competence of HSM.

Part 3 “Service Culture of the Prospective Hospitality Sector Managers
as the Aim and Result of Higher Professional Education” describes peculiarities of
the professional activity of hospitality sector managers. A didactic model for the
service culture development process of the prospective hospitality sector managers
“Service Culture” is proposed, as well as conceptual principles, content, methods and
materials of the model are discussed.

Chapter 3.1. “Analysis of the Professional Qualification of Hospitality Sector
Managers” provides an analysis of the situation in higher professional education of
hospitality sector managers.

In order to objectively evaluate the actual situation in higher professional
education of HSM, its strengths and weaknesses, opportunities and threats, SWOT
analysis was applied.

Analysing the strengths of professional education, it can be concluded that
quality of education increases and the study process is organized according to today’s
requirements.

Analysing the weaknesses, it was ascertained that there are lots of different
problems in professional education of HSM, which are mainly connected with the
education programs. Lack of conformity of education programs with requirements and
standards of Europe has been observed, the programs are not modernized and updated
according to the requirements of labour market in Latvia and Europe, many study
programs should be reconsidered and adapted to the market economy conditions as
regards the content. In long-term, mainly the technological component of servicing
and management process compared to the humane component was emphasised in the
education process of HSM. Teaching employees to correctly implement different
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technological operations, for example, laying table, serving food, reserve and tidy
rooms, work with informative systems of hospitality enterprises and teaching of other
similar actions was considered a priority and an important of the study process. Due to
this a strict necessity to reconsider the content of HSM education has arisen.

Development opportunities of professional education are of importance and
therefore should be considered. Arrangement, optimization, modernization and update
of education programs is necessary, which could be achieved by means of elaborating
a single base program according to the requirements of the European Association for
Quality Assurance in Higher Education (ENQA). They indicate to the necessity to
base study results on study cycle descriptors, as well as unified requirements for the
content and implementation of education programs in all regions of Latvia.

Threats. The situation may be worsened by the non-persistent political and
economic situation, lack of job vacancies, inflation processes and resource price
instability, demographic situation and migration. Professional education may be
influenced also by globalization in economy and development of innovative economy,
labour market dynamics and demand for new competences and skills.

Thus it is necessary to improve the situation in labour market of these sectors
by means of ensuring quality human capital, which is closely connected with
hospitality service culture and quality, as well as economic growth of enterprises.

Chapter 3.2. “Conceptual Principles of the Didactic Model for Service
Culture Development of the Prospective Hospitality Sector Manager” describes the
three most important approaches to service culture development of hospitality sector
managers within a multicultural society — approach of humanism, culturological
approach and competence education approach.

The main precondition for SC development of the prospective HSM is
humane education. The aim of humane education is creating of environment of
humane orientation at the higher education institution. Such environment would foster
development of qualities necessary for the prospective managers by ensuring
conditions which would promote the acquisition of service culture, correspond to their
professional activity and individual peculiarities.

Humanism has become the main principle in the process of service culture
development, as it promotes enriching of the spiritual potential of personality, orients
towards the implementation of common human values: III.AmonamBumm (2001),
M.Baxtun (1975, 1979, 1986), B.butnep (1997, 1991), 1.Belickis (1995), [.[pton
(2000), H.Gadamers (1999), B.®panka (1982, 1990), C.®pene (1990), I'.I'erens
(1971, 1990), I.Katane (2006b), J.A.Komenskis (1992), A.JleoutseB (1975, 1983),
AMaslow (1954), J.H.Pestalocijs (1996), C.R.Rogers (1990), Z.P.Sartrs (1946),
A.Spona (2001), JI.Buirorexuit (1960, 1991, 1996), I.Zogla (2001).

One of the factors of service education of the prospective HSM is orienting
towards the education culture paradigm. SC education content of HSM should be
culturally creative and directed towards attraction of the student to culture. Student’s
personality should be considered as the subject of culture, which is not only a vehicle
for spreading of culture, but also the creator of cultural values. The author discusses
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education as an purposeful process of education and studies, implemented in a single
cultural and education area: E.Bonmapesckas (1997), U.Bronfenbrenner (1979),
P.Bourdieu, J.C.Passeron (1979), E.Durkhein (1956), E.Eriksons (1998),
Hd.@enpmmreitn (1994), H.Gudjons (1998), E.I'mpmenc (1999), I'I'erens (1990),
C.I'eccern (1995), L.Jurgena (2002), Y.Kymu (1994), A.H.Jleoutser (1975), V.Loch
(1968), Ox.Mun (1994), A.Mynpuk (2003), T.Parsons (1951), A.Prieditis (2003),
H.Cmemsep (1994), J.A.Students (1998), JI. Berrotckmii (1983), I'.3ummens (1996).

The strategy for modernization of today’s education of the prospective HSM
provides for the necessity to implement the competence approach. The aim of the
application of the competence approach within the author’s research — to ensure the
quality of education of the prospective HSM according to the field of their
professional activity. Today HSM are not only people possessing special knowledge,
but also people able to apply the knowledge and, more importantly, they should be
able to make responsible decisions, take the initiative, acquire management skills, be
tolerant as regards cultural differences. The competence approach pays attention to the
education result, i.e., development of competence, ability to behave properly in
different situations in practice. (including professional): R.Boyatzis (1982), B.Briede
(2009), G.Cheetham, G.Chivers (1998), T.Durand (1997), H.Gudjons (1998),
A.B.Xyropckwuii (2003), V.Hutmacher (1997), A.Homica (2009), R.Lauzackas (1999),
D.K.McClelland (1973), B.Mansefield (2004), S.B.Parry (1996), A.Rauhvargers
(2004), 1.Tilla (2005), D.Wilson (2001), 1.3umuss (2003).

To elaborate the didactic model of studies, the author has applied
culturulogical, humanism and competence approaches, basic principles of which
completely reveal the personality phenomenon of the prospective HSM.

Chapter 3.3. “Didactic Model for Development and Promotion of Service
Culture of the Prospective Hospitality Sector Managers “Service Culture™” elaborates
the didactic model of studies “Service Culture” as a guaranty for the development of
service culture of the prospective hospitality sector managers.

The didactic model of studies “Service Culture” (see Figure 4) is elaborated
on the basis of scientific theoretical statements discussed in the first and the second
part of the research and as the result of generalizing the pedagogical work experience
of the author. The set of the didactic rules of the model “Service Culture” comprises:
the aim of studies, education content, study methods and aids, organizational forms of
studies, the principle of dialogue as the process of interaction.
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Figure 4. Didactic Model for Service Culture Development
Source: author's elaboration of the Prospective Hospitality Sector Managers “Service culture”




SC development of the prospective HSM by means of acquiring service
culture competence becomes the aim of service culture education.

According to the didactic model “Service Culture”, service culture education
is the active part of studies, when students interact with each other and with the
lecturer. These are studies which are based on experience and active research in
cooperation with the lecturers.

The pedagogical process which is based on unified content, study and
education forms, aids and methods ensured intellectual self-development and
personality self-education of the prospective HSM.

The prospective HSM interpret service culture education content as an entire
set of such interacting components as specific knowledge, service culture skills and
attitudes. The author has elaborated the scheme of the service culture education
content (see Figure 5).

|| Service Culture Education Content
Knowledge on service Serv1ce.culture Attitudes towards
culture as skills
e  The world
e  Phenomenon of e  The multicultural society
cultural hlgtory - Comtie e  Guests (in hqspltahty
e  Technological .. sector enterprises)
e Communicative
component e Work
e  Humane component e  Colleagues
e  Theirself

Figure 5. Scheme — Structure of Service Culture Education Content
Source: author’s elaboration

The service culture education content can be discussed in four service culture
aspects: ethical, aesthetical, psychological and organizational (see Figure 6).
Acquisition of the content within these four aspects, to the author’s viewpoint, allows
successful development of service culture competence of the prospective HSM.

Student is the central component in the study process of service culture
education. In the result lecturer — dialogue — student of interaction of the student and
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the lecturer, mutual cognition activity oriented towards the intellectual and ethical
development is ensured, and knowledge, skills and attitudes are acquired.

Dialogue as a principle (cooperation accompanying dialogue, mutual creative
activity of the lecturer and the student) becomes the leading aspect in service culture
education. Dialogue — it is a specific spiritual form of personal potential, a harmonized
type of mutual cooperation of the lecturer and the student: M.baxtun (1979, 1986),
B.bubnep (1991), M.Bybep (1993), N.Burbules (1993), I'.S.bymr (1985), JI. ®eitepdax
(1955), C.®pank (1990), H.Gadamers (1999), J.Habermas (1984), M.Karan (1988),
JI.Beirorckwmii (1983), etc.

Content of Service Culture Education

‘ Fthical Aspect ‘

/ Humane component I Technological component
HM’s Service Competence

Individual Competence
o
Rt W
g £
B g
3 =
o Cross-cultural Competence _ Professional Competence 2
£ N E
= =
3 | E
Skills Attitudes y g2

> . /,.

Organizational Aspect

Content of Service Culture Education

Figure 6. Place of Service Culture Competence of the Prospective Hospitality Sector
Managers within Service Culture Education Content
Source: author’s elaboration

Student’s personality develops within a dialogue communication, and the
dialogue ensures an integrative function within communication: it expands the range
of opportunities of each student to improve their consciousness, acquire new
knowledge, practice communication skills, pay attention to the culture of the world
which is a priority value of the modern civilization and becomes one of the most
important factors for the development of the multicultural society.

To ensure students - the prospective HSM with the knowledge, skills and
abilities as regards service culture, it is proposed to apply such methods of active
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studies: explanatory illustrative, problemic explanation, project-research, heuristic,
emotional experiencing, emotional effect methods and techniques.

To practically implement the elaborated model, the author has defined the
forms of organization of studies: lectures (problem lecture; dialogue lecture; lecture as
press conference); seminars (special seminar; project seminar; dialogue seminar;
preparation and presentation of problematic issues); practical classes (interactive,
communicative games; assignment “Service Culture Analysis of the Unknown Guest”;
communication using Skype and Windows Messenger; competitions; educational
excursions); independent extracurricular work (work with literature; work with
informative databases; lecturer’s website; e-portfolio).

Lectures involving problems and dialogue, lectures — press conferences,
seminars-projects, dialogue seminars, practical classes-research and other similar
lectures are considered, by the author, to be the most appropriate methods that
influence service culture development at higher education institutions.

The author has chosen the following study aids for the implementation of the
model “Service Culture”: study books (study aids, study issues, normative
documentation, dictionaries, special literature, www database), didactic materials
(study and control tests; situation assignments, analysis of production situations; sound
game scenarios), visual aids (laboratory with work inventory and equipment);
informative materials for audiovisual study aids (video recordings, movies, e-learning
materials).

Much attention within the study process is paid to assessment of student
knowledge. In transition to the humane paradigm of education, there is a new aim as
regards assessment of knowledge — the emphasis is on self-assessment instead of
assessing (Aizsila, Arhipova, 2001). Self-assessment skills and abilities develop only
in practice, and they have to be cultivated in order to help students move to the highest
level of learning — creative activity. In the process of assessing the independent work
of students, the author recommends that cooperative assessing should be applied,
according to which four assessors cooperate in order to assess one object.

In part 4 “Study on the Implementation and Testing of the Didactic
Model for the Development of Service Culture of the Prospective Hospitality
Sector Managers” general principles, organization and methods of the experimental
research in the development of service culture (SC) of the prospective hospitality
sector managers (HSM) are discussed. An expert system for the diagnostics of the
development level dynamics of service culture competence of students — the
prospective hospitality sector managers is elaborated, the results of the experimental
research are revealed. The expert evaluation of the didactic model “Service Culture”
is reflected.

Chapter 4.1. “General Principles and Organization of the Experimental
Research” describes the organization of the whole pedagogical research aim of which
experimental testing of the quality of the model “Service Culture” was.

Within the research, the following empirical research methods were used:
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1. Methods of data acquisition: diagnostics of the level of development of
service culture competence of students.
2. Methods of data analysis:
2.1. Qualitative: analysis of expert system, experimental testing of the
model, expert analysis:
e For the mathematical processing of data, computer
software “Small Experts System” v 2.0 was used;
e For the visualization of data, FExcel, Word and
CorelDraw computer software was used;
2.2. Quantitative: correlation analysis - correlation coefficient
calculations were performed applying the data analysis package of MS Excel.
3. Expert evaluation of the didactic model.

Basis of research and contingent: 189 first year students of the study program
“Tourism Business Manager” and the specialization “Hospitality Management” from:
4. Information Systems Management Institute (ISMA) (Latvia, Riga) — 124
students.
5. Klaipeda Business and Technology College (KVTK) (Lithuania, Klaipeda) —

22 students.

6. College of Hotel Management (CHM) (Serbia, Belgrade) — 43 students.
In both of the mentioned colleges, first level higher education study programs are
implemented, which can be compared with the study programs of ISMA “Tourism
Business Manager” and “Hospitality Management”.

To assess the SC competence of the prospective HSM and determine the level
of the competence, as well as to approbate the model “Service Culture” and assess the
development dynamics of the service culture competence, a program of the
pedagogical research was prepared. Table 6 reflects the stages, tasks and methods of
the experimental work, but Figure 7 — the algorithm of the pedagogical research.
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Program of the Pedagogical Research

Table 6

Research . Forms and Methods of Implementation
Tasks within Stages
Stages Research Dates
Choice of the type of Study of the research context. 2005-2006
pedagogical research
(experimental research), Preparation of the pedagogical
justification of the research research.
group, choice of methods.
Choice of means for statistical
processing of data.
& Determination of time and
% location of the pedagogical
= research.. Preparation of the
.E program of the pedagogical
= research.
N
=
g" Elaboration of principles, Theoretical analysis of 2006-2007
=) content and methods. pedagogic, psychological,
philosophic, hospitality
Determination of the aims, literature.
structure, pedagogical
preconditions, forms, methods
and aids of the development of Theoretical elaboration of the
SC competence of HSM. model “Service Culture”.
Determination of criteria, Elaboration of the set of 2007-2008
indicators and methods for the instruments for pedagogical
diagnostics of the development diagnostics: elaboration,
level of SC competence of HSM. | adaptation and experimental
testing of the electronic expert
Determination of the system complex “AHSC”.
development level of SC
competence of the prospective
HSM. Experimental diagnostics of the
respondents: survey of 33 first
gn year students from ISMA.
@
&0 Analysis of the survey results
k=l by means of the expert method
= L
= and statistical methods,

including the correlation
method. Determination of the
level of service culture
competence of students.

Optimization of the expert
system complex, correction and
reduction of the number of
questions.
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Continuation of Table 6

Research Tasks within Stages Forms and Methods of Research Implementation
Stages Dates
Determination of criteria, Elaboration of the set of 2007-2008
indicators and methods for | instruments for pedagogical
the diagnostics of the diagnostics: elaboration, adaptation
development level of SC and experimental testing of the
competence of HSM. electronic expert system complex
“AHSC”.
Determination of the
development level of SC Experimental diagnostics of the
2 competence of the respondents: survey of 33 first year
g prospective HSM. students from ISMA.
%n Analysis of the survey results by
£ means of the expert method and
= statistical methods, including the
correlation method. Determination
of the level of service culture
competence of students.
Optimization of the expert system
complex, correction and reduction
of the number of questions.
Determination of the Initial diagnostics of respondents: 2008-2009
development level of SC survey of students 124 first year
competence of the students from ISMA, , 22 first year
prospective HSM until the students from KVTK, 43 first year
beginning of the students from CHM. Totally 189
experiment. students were involved in the
research.
Implementation of the
g model “Service Culture” Approbation of the model “Service
8 within the process of Culture” in three higher education
x experimental work. institutions:
£ 1. ISMA (Latvia, Riga);
b1 2. CHM (Serbia,
; Belgrade);
\ Implementation of 3. KVTK (Lithuania,
pedagogical preconditions Klaipeda).

of SC competence
development of the
prospective HSM.

Organization of experimental
classes about the development of
SC competence of the prospective
HSM.
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End of Table 6

Research Impleme
Tasks within Stages Forms and Methods of Research ntation
Stages
Dates
Determination of the Final diagnostics of the respondents: 2008-
development level of SC survey of 112 first year students from | 2009
competence of the ISMA, 20 first year students from
prospective HSM after the | KVTK, 41 first year students from
experiment. CHM. Totally 173 students were
involved in the research.
Study (summarizing research) on the
development dynamics of SC
g competence of the prospective HSM.
]
@ Analysis (assessment) of Expert evaluation of the model “Service
E the efficiency of the model | Culture” and pedagogical
= “Service Culture”. preconditions.
Summarization of the Statistical processing of the
results of the experimental | experimental data.
work.
Resuming, interpretation
and comparison of
theoretical and
experimental data.

Source: author’s elaboration
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Preparation of pedagogical

research

Study of research

context

Analysis of theoretical
literature

Elaboration of model
“Service Culture”

Elaboration of set of
instruments for pedagogical
diagnostics

Elaboration of complex expert
system “0-AHSC”

Experimental diagnostics
(ISMA students - diagnostics

Correlation, reduction,
correction of expert systems.
Elaboration of “1-AHSC”

Initial diagnostics
(ISMA, CHM, KVTK
students - diagnostics “1”)

Approbation of model J
“Service Culture”

(ISMA, CHM, KVTK)

Expert evaluation of
model
“Service Culture”

Final diagnostics
(ISMA, CHM, KVTK
students — diagnostics

“2”

Summarization,
analysis and
interpretation of
research results

Figure 7. Algorithm of the Pedagogical Research

Source: author’s elaboration

95



Chapter 4.2. “Application of Expert Systems in Diagnostics of Student
Competence” provides a description of expert systems.

The expert system is a programmable system comprising the potentialities of
a computer and a human — the knowledge and experience of an expert. The expert
system can offer reasonable advice or ensure a reasonable solution for a formulated
task. The expert system — it is sound systems of artificial intelligence, where the
knowledge base is formed by formalized empirical knowledge, of highly qualified
specialists (experts), in the field of a narrow limited study course: P.Rivza, I.Arhipova
(1995), L.Bielawski, R.Lewand (1991), 1. lxapparano, I".Paiinu (2007).

The expert system is based on the application of fuzzy logics. The application
of fuzzy logics helps implement the tasks data output of which is weakly formalized.
Service culture in the hospitality sector is a field of human activity as regards which
manager knowledge is difficult to formalize.

To elaborate the expert system for the assessment of SC of students — the
prospective HSM, the author has used Bayesian method for decision making
(ITycreinankoBa, 2001), which is mathematically justified. The method provides for
circumstances where the majority of information is not absolutely precise, it is of a
probability character. The Bayesian method is based on a probability of a certain event
as assessment by a human, which may change in combination with any other
additional information.

Chapter 4.3. “Elaboration of the Complex Expert System “AHSC” for
Diagnostics of Service Culture Competence Development of Students — the
Prospective Hospitality Sector Managers” elaborates the complex expert system
“AHSC”.

To determine the development indicators of SC competence of the
prospective HSM, the complex expert system (CES) “AHSC” (Assessment of
Hospitality Service Culture), elaborated by the author and based on the software
“Small Experts System” v 2.0, was used (byxnusn, 2001).

The major information resources used for filling the knowledge base during
the elaboration of “AHSC” are the personal work experience of the author in HSM
education and pedagogical, psychological and professional literature.

The major stages of the elaboration process of CES “AHSC” are as follows:
identification, conceptualization, formalization, implementation and diagnostics,
experimental testing.

The structure of CES “AHSC” is reflected in Figure 8. The system comprises
28 local expert systems indicated as circles, and they fall into four groups. Each of the
groups evaluates one of the aspects of service culture competence: ethical, aesthetical,
organizational, psychological. The dark circles refer to the technological component,
and the light ones — to the humane component.
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Figure 8. Structural Scheme of the Complex Expert System “AHSC” for Assessing Service

Culture Competence

Source: author’s elaboration

A complete breakdown of “AHSC” local expert systems according to the
aspects of service culture competence is reflected in Table 7.

Table 7
“AHSC” Local Expert Systems
No of . Name of the local
Service culture competences
ES expert system

ES 1 To bp aware of international ethical standards in guest Ethics 1
servicing

ES2 To improve professional mastering as regards ethics Ethics 2

ES 3 To be aware of e}nd consider the organizational and Ethics 3
professional ethical norms

ES 4 To be aware of apd apply the norms .of profes§1onal Ethics 4
ethics and behaviour when communicating with guests

ES 5 To be aware of and apply the norms of international Ethics 5
politeness

ES 6 To bg aware of and apply the aesthetical values when Aesthetics 1
servicing guests

ES 7 To be aware of and apply the norms of production and Aesthetics 2
professional etiquette

ES 8 T(? be aware of and apply the norms of protocol and Aesthetics 3
etiquette

ES9 To be aware of and apply the professional ethical Aesthetics 4
norms of personnel




End of Table 7

No of . Name of the local
Service culture competences
ES expert system

ES 10 To be aware of and apply speech culture of different Aesthetics 5
nations

ES 11 To be aware of and ap’ply the ger}erally accepted . Aesthetics 6
cultural norms of one’s own nation and other nations

ES 12 To be'awgre of the operation of the enterprise as an Organization 1
organization

ES 13 | To be aware of and apply the standards of hospitality Organization 2

ES 14 To be aware of the technological documentation of the Organization 3
enterprise

ES 15 | To be able to organize the work place of the personnel Organization 4

ES 16 To acquire professional technological methods of Organization 5
servicing

ES 17 | To be aware of and foresee the development of services Organization 6

ES 18 To be aware of and apply the techniques of selling and Organization 7
advertising goods and services

ES 19 To apply knowledge and skills in communication with Organization 8
guests

ES 20 | Initiative, responsibility and team work Psychology 1

ES 21 | Discipline and preparedness for work Psychology 2
To be aware of one’s own possibilities as of a

ES 22 personality of an individual Psychology 3

ES 23 To be aware of the principles of psychological Psychology 4
interaction

ES 24 To be ab@e to apply V'erbal and npnverbal means of Psychology 5
communication specific for particular cultures

ES 25 | To be tolerant within a multicultural environment Psychology 6

ES 26 To devel.op one’s own psychological resistance of Psychology 7
personality

ES 27 | To be able to solve problematic situations Psychology 8

ES 28 | To be able to motivate guests Psychology 9

Source: author’s elaboration

The diagnostics of the SC competence development of the prospective HSM
was performed on the basis of responses to the questions (374), elaborated by the
author, which are included in the CES “0 - AHSC”, maximally comprising the major
criteria as regards service culture of managers.

In order to experimentally test CES “AHSC”, the author has performed the
experimental diagnostics of respondents (0. diagnostics) by means of applying CES “0
- AHSC”, in the Information Systems Management Institute.
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A few insufficiencies as regards the formulation of questions of CES “0 -
AHSC” were detected in the experimental diagnostics. Therefore the results were not
valid enough. During the experimental testing of CES “AHSC”, it was found that: the
process of student diagnostics was labour-consuming and remarkably time-consuming
(up to 3 hours); a few questions of the expert system due to the incorrect formulation
were not clear to students. Due to this reason, the author decided to optimize CES “0 -
AHSC” by means of correlation analysis: A.Geske, AGrinfelds (2006), N.11.EnuceeBa
(2006), A.FO.Ko3mnog (2003), reducing the number of expert systems and correcting the
questions.

The results of the data correlation analysis allowed optimizing CES ,,AHSC”.
The number of expert systems was reduced to 20, but the number of questions — to
190. The service culture aspects were not changed in order to perform the diagnostics
of student knowledge before and after the approbation of the didactic model of studies.
After the optimization, CES “AHSC” was elaborated both in Latvian and Russian
languages and called CES “1 - AHSC”.

Chapter 4.4. “Study on the Implementation of the Didactic Model” describes
the results of the study on the implementation of the didactic study model “Service
Culture”.

The plan for the diagnostics of SC competence development of students — the
prospective HSM is reflected in Table 8.

The initial diagnostics in ISMA was performed twice, in the beginning “0 -
EHCS” diagnostics was performed, but after a week “1 - EHCS” (the optimized CES)
was applied. Comparing the results of the two tests, it can be stated that the results of
both tests differ only in 12 % of the cases. Thus reasonably the optimised ES — “1 -
EHCS” could be used in further research.

Diagnostics by the application of the complex expert system “1 - AHSC” was
performed in three education institutions (Study year 2008/2009, September).

In the study year 2008/2009, approbation of the model “Service Culture” was
performed in three education institutions: ISMA, KVTK, CHM.

After the approbation of the model (Study year 2008/2009, May), final
diagnostics was performed — 2. diagnostics, applying KES “1 - AHSC” which
involved the same first year students.

The initial diagnostics in ISMA was performed twice, in the beginning “0 -
EHCS” diagnostics was performed, but after a week “1 - EHCS” (the optimized CES)
was applied. Comparing the results of the two tests, it can be stated that the results of
both tests differ only in 12 % of the cases. Thus reasonably the optimised ES — “1 -
EHCS” could be used in further research.

Diagnostics by the application of the complex expert system “1 - AHSC” was
performed in three education institutions (Study year 2008/2009, September).

In the study year 2008/2009, approbation of the model “Service Culture” was
performed in three education institutions: ISMA, KVTK, CHM.
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Table 8

Plan for Diagnostics of Service Culture Competence Development of Students —
the Prospective Hospitality Sector Managers

= 2 SE|l% g = £
b 2 b7 5SS 55| = ) < >
$ = s %5223 8 E < 4 £
2 & &b = =SF|E 5| »~ = £ &0
& g |FZTE|l5 & 3 =
a ==z a
S =
3 g 0
) .
2007/2008 | Semester | <0 - . .
o8 E
:5 = ISMA | 33 1 May ) EHCS” diagnostics
k= 2)
o =
“0 - 1.
) EHCS” | diagnostics
g’ sMA | 124 | 1 2008/2009 | Semester
2 — September 1
e 3 “1 - 1.
2 E EHCS” | diagnostics
2
=
«? KVTK | 22 | 2008/2009 | Semester | I - L.
CHM | 43 September 1 EHCS” | diagnostics
D
g | - ISMA | 112 “1-
7 g KVTK | 20 1 2008/2009 | Semester EHCS” 2.
'g = CHM. | 41 May 2 diagnostics
=

Source: author’s elaboration

After the approbation of the model (Study year 2008/2009, May), final
diagnostics was performed — 2. diagnostics, applying KES “1 - AHSC” which
involved the same first year students.
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Summarizing the data of student diagnostics, average indicators for assessing
probability were calculated in accordance with three competence levels in three
education institutions: ISMA, KVTK, CHM. After the approbation of the model
“Service Culture” an increase in percentage of competence assessment was detected as
regards all four aspects of service culture: ethical, aesthetical, organizational and
psychological. Generally the experimental work indicated to a positive development
dynamics of service culture competence of students in all three education institutions.

The average probability assessment for the first year students of Information
Systems Management Institute in the beginning of the study year on a low, average
and high level is 0.231, 0.513, 0.702 and the first year students in the end of the study
year — 0.013, 0.814, 0.979. Respectively, the increase in knowledge assessment on a
low, average and high level is 94.36%, 58.64%, 39.46%.

The average probability assessment for the first year students of Klaipeda
Business and Technology College in the beginning of the study year on a low, average
and high level is 0.184, 0.549, 0.728 and the first year students in the end of the study
year — 0.036, 0.734, 0.945. Respectively, the increase in knowledge assessment on a
low, average and high level is 80.53%, 33.81%, 29.81%.

The average probability assessment for the first year students of College of
Hotel Management in the beginning of the study year on a low, average and high level
is 0.149, 0.629, 0.764 and the first year students in the end of the study year — 0.019,
0.896, 0.999. Respectively, the increase in knowledge assessment on a low, average
and high level is 87.60%, 42.61%, 30.60%.

Finalizing the experimental work, positive dynamics was observed in all
aspects of service culture competence. As regards the ethical aspect, the increase in
competence on average in all three education establishments on the lowest level was
69.74%, on average level — 29.16%, on the highest level — 13.9%. As regards the
aesthetical aspect, the increase in competence on the lowest level was 91.11%, on
average level — 52.2%, on the highest level — 44.0%. As regards the organizational
aspect, this indicator on the lowest level was 92.38%, on average level — 73.66%, on
the highest level — 59.66%. As regards the psychological aspect the increase in
competence on the lowest level was 81.82%, on average level — 34.38%, on the
highest level — 24.79%.

The positive dynamics is reflected also by the components of SC of HSM. As
regards technological culture, increase in competence on average in all three education
institutions on the lowest level was 82.87%, on average level — 47.35%, on the highest
level — 35.14%. As regards humane culture, increase in competence on the lowest
level was 84.60%, on average level — 42.97%, on the highest level — 34.93%.
Indicators of all four service culture competence aspects (ethical, aesthetical,
organizational, psychological) and of both components of service culture competence
(technological and humane) have remarkably increased.

The results of the final diagnostics and of the whole experimental work testify
to the efficiency of use of the model “Service Culture”. Analysis if experimental work
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on the basis of the elaborated complex expert system “AHSC” allow concluding that
the level of service culture competence has increased.

The obtained results which were described within the work and which verify
the proposed hypothesis of the promotion work, serve as a proof for achievement of
the aim and the completion of the tasks of the work. The obtained results of the
pedagogical research allow concluding that the level of SC competence of the
prospective HSM increases, if the justified and assessed didactic model “Service
Culture” ensuring the development of SC of the prospective HSM is applied in the
study process.

Chapter 4.5. “Expert Evaluation of the Didactic Model of Service Culture
Development of Hospitality Sector Managers” reveals the organization of the expert
evaluation, assigning tasks for the experts, as well as the competence of the experts
and data processing of the experiment.

According to methods of V.Cherepanov (Uepenanos, 1989), the optimal
number of experts was set (4).

To assess the competence of expert candidates, method of expert self-esteem
according to parameters elaborated by the author was used. A self-esteem rate of each
expert candidate was calculated. In the result of the research, it was found that
members of the formed expert group represent high concordance rate — 0.97, which, in
turn, testifies to the fact that the expert evaluation is of high degree of validity.

During the process of expert research, the experts have expressed their
viewpoints regarding the model “Service Culture” according to criteria, elaborated by
the author.

Analysing the expert evaluation regarding the opportunities of the didactic
model of studies “Service Culture” in achieving the proposed pedagogical tasks, it can
be concluded that:

e  The didactic model “Service Culture” is elaborated as an original set of
organizational didactic rules, which primary ensures development of
service culture competence of HSM as comprehensively as possible,
comprising four components suggested by the author: ethical, aesthetical,
organizational, psychological;

e SC competences of HSM are advised and closely related to competences
of hospitality sector specialists which are more important in practice, as
well as considered to be the important criteria for assessing the results of
the implementation of the model “Service Culture”;

e The organization, forms, methods and aids of study process correspond
to the aims and tasks of studies, promote the development of service
culture of the prospective HSM;

e Diagnostics of the development of SC competence of the prospective
HSM can be efficiently performed by means of applying the complex
expert system “AHSC”;
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e  Use of the didactic model “Service Culture” is considered topical, as well
as is of great practical importance in the study process of HSM.
All of the experts have highly evaluated (9.8) the model “Service Culture”,
elaborated by the author.

Conclusions

1. Comprehensive personality development, acquisition of knowledge, and
socialization with its leading role in developing communication skills, exchanging
opinions and comparing positions, being aware and accepting differences and
acquiring the principle of dialogue in the society become the priority tasks for higher
education within the hospitality sector. Personality development of every student is
influenced by the environment. A certain strong interaction exists between a human
and the environment, which significantly affects human personality. A human adapts
to the environment, develops towards it different attitudes set of which forms the
system of society culture. Personality development is understood as successive,
natural quality changes in the life, social and spiritual processes which determine
acquisition of such qualities that characterize an individual as a personality.
Personality culture can be discussed as an individually acquired social culture formed
by values, knowledge, skills and attitudes, and it is expressed in dialogue and creative
activity. Personality culture comprises both the essential personal qualities
(spirituality, freedom, responsibility, creativity, humanity) and education. Personality
culture is a precondition and the result of education of an individual. An individual
acquires the common human culture and experience, as well as a human can develop
and improve it by means of education. Humans acquire culture in the process of
culturalization, they acquire the norms of their social groups in the process of
socialization, and acquire the professional culture of the society in the process of
professional development, as well as integrate into the professional system by the help
of acquisition of professional values, traditions and norms of professional behaviour.
Processes of culturalization, socialization, professional and professional development
in the education environment of the higher education institution form the essence and
sense of service culture education, as well as determine the value orientation of the
whole education process of HSM. The personality of a student -HSM develops within
the interaction of the cultural, social, professional activity and higher education
institution environments.

2. Service culture is a relatively independent part of culture, which represents
the character of relationships between the hospitality sector employees and the guests
and the representatives of the multicultural society during the process of developing
and adopting material and spiritual values. Service culture is a system characterization
of the personality of the specialist, comprising the technological and humane
components and ethical, aesthetical, psychological and organizational aspects. The
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humane component is an integral characterization of the sense and self-confidence,
ethical considerations of activity and aesthetical preconditions of the subject of
professional culture. The humane component is oriented towards internal development
of the subject, development of human values, improvement of human relationships and
humanism of the whole social environment. The technological component
characterizes kinds of interaction of the subject with the object of the work and the
instruments, as well as the degree of their readiness to perform certain kind of activity.

3. As culture is a socially determined kind of human activity, competence is
an arrangement of this kind of activity in a certain field of professional activity.
Competence is a multicomponent structure, comprising knowledge, skills and
attitudes, which ensure implementation of highly professional activity and personality
development of the specialist. Service culture competence of hospitality sector
managers is an integral set of personal qualities of HSM, structure of which comprises
individual, cross-cultural and professional service culture competences. To assess the
results of the implementation of the didactic model “Service Culture”, criteria for
assessing the level of the development of service culture competence have been
elaborated within the four aspects — ethical, aesthetical, organizational and
psychological.

4. The elaborated didactic model “Service Culture” is based on the
humanism, culturulogical, and competence approaches, which completely reveal the
personality phenomenon of the prospective HSM. The set of the didactic rules of the
model “Service Culture” comprises: the aim of studies, education content, study
methods and aids, organizational forms of studies, the principle of dialogue as a
process of interaction. Development of SC of the prospective HSM by acquisition of
service culture competence becomes the aim of service culture education. For a
prospective HSM, SC education content means an entire set of interacting specific
knowledge, service culture skills and attitudes, for acquisition of which study methods,
forms and aids should be differentiated, but dialogue as a principle becomes the
leading aspect in service culture education, and task of the lecturer is ensuring of
student’s integration into culture by means of dialogue. The implementation
technology of the approbated didactic model “Service Culture” reveals that service
culture education can be acquired within active studies, when students are interacting
with each other and with the lecturer. These are studies which are based on experience
and active research in cooperation with the lecturers.

5. The complex expert system “AHSC” (Assessment of Hospitality Service
Culture), elaborated by the author, determines the level of development of service
culture competence of HSM within the technological and humane component, and
within the ethical, aesthetical, psychological and organizational aspect. “EHSC” is of
practical significance — the results of data processing remarkably simplify competence
diagnostics, and it allows determining the weaknesses in student competences,
promotes a more optimal choice of study methods.

6. The experimental research on the implementation, approbation and
experimental testing of the proposed model “Service Culture” testifies to the fact that:
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e Positive dynamics was observed in all aspects of service culture
competence. As regards the ethical aspect, the increase in competence
on average in all three education establishments on the lowest level
was 69.74%, on average level — 29.16%, on the highest level — 13.9%.
As regards the aesthetical aspect, the increase in competence on the
lowest level was 91.11%, on average level — 52.2%, on the highest
level — 44.0%. As regards the organizational aspect, this indicator on
the lowest level was 92.38%, on average level — 73.66%, on the
highest level — 59.66%. As regards the psychological aspect the
increase in competence on the lowest level was 81.82%, on average
level — 34.38%, on the highest level — 24.79%;

e Positive dynamics is reflected also by the components of service
culture competence. As regards the humane component, increase in
competence on the lowest level was 84.60%, on average level —
42.97%, on the highest level — 34.93%. As regards technological
culture, increase in competence on average in all three education
institutions on the lowest level was 82.87%, on average level —
47.35%, on the highest level — 35.14%;

e The results of the whole experimental work testify to the topicality of
the model “Service Culture”. Forms, methods and aids of service
culture development in connection with each other were oriented to
achievement of positive results. The results of the experimental work,
on the basis of the indicators of the elaborated expert system, allow
concluding that the level of service culture has increased;

e  Members of the expert group formed for the assessment of the didactic
model represent high concordance rate (0.97), which testifies to the
fact that the expert evaluation is of high degree of validity. All of the
experts have highly evaluated (9.8 points) the model “Service
Culture”, elaborated by the author.

7. The results of the research verified the proposed hypothesis of the
promotion work, and serve as a proof for achievement of the aim of the work and
implementation of the tasks of the work. The research proves that the level of SC of the
prospective HSM increases, if the justified and assessed didactic model “Service Culture” is
applied in the study process. The application of the elaborated model in studies promotes
service culture development of the prospective HSM.
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Suggestions

for lecturers from higher education institutions, involved in the implementation
of hospitality or related study programs

e To integrate the didactic model “Service Culture”” for the
development of service culture of hospitality sector managers, which is
elaborated by the author and based on a pedagogically systematic approach
within culturological and competence aspects in education of hospitality
sector managers, into the implementation of higher professional education
study programs (Catering and Hotel Entrepreneurship, Administration of
Tourism and Hospitality Sector Enterprises, Hotel Management,
Entrepreneurship in Restaurant Business) and secondary professional
education study programs (Catering Service, Restaurant Service,
Commercial Activity of Restaurant Service) of hospitality sector managers
(or specialists).

e The didactic model “Service Culture” can be applied in service culture
education both in higher education institutions and professional education
institutions. It can be implemented by integrating, into the program, service
culture aspects (ethical, aesthetical, psychological, organizational) and
indicators orby a p plyin g the author program for the study course
“Service Culture”.

e In service culture education, to a p p 1 y the methodical materials,
elaborated by the author, which promote development of service culture of
HSM (study aids and books: A textbook for distance learning “Catering
Service I”(Macibu gramata talmacibai “Edinasanas serviss 1”); A textbook
for distance learning “Catering Service II”(Mactbu gramata talmacibai
“Edinasanas serviss 11”); “Restaurant Business — from Idea to Reality”
(“Restoranu bizness - no idejas lidz realitatei”); “Cocktail Book
SOMIX&FIX” (“Kokteilu gramata 50MIX&FIX”); “Bar: Drinks,
Cocktails, Service” (“Bars: dzérieni, kokteili, apkalposana”)).

e For the diagnostics of the level of development of service culture
competence of students and hospitality sector employees, toap ply the
methods for diagnostics, elaborated by the author — the expert system
complex (,AHSC”) (Assessment of Hospitality Service Competence)
which includes criteria and levels for assessing service culture competence
development and comprises the psychological, ethical, aesthetical and
organizational aspects of service culture of the prospective hospitality
sector managers.

106



For the promotion of the development of professional competence of
hospitality sector students,toelab or ate variants of the theoretically
justified and experimentally tested, by the author, didactic model for the
dominating study courses (Catering Business Administration, Catering
Service, Professional Customer Service, Catering Industry, Tourism and
Hospitality, Organization of Guest Servicing, Hospitality Service, Service
Standards and Rules, Guest Servicing and Professional Ethics, etc.) and
integrate them into the everyday pedagogical work.

Approbation of Research Results

Conclusions drawn during the development of promotion thesis, had been

summarized into the scientific publications and reports. On the research, disclosed in
the promotion thesis, the author has scientific articles in scientific publications,
reviewed by the Latvian Council of Sciences, as well as the author has presented
reports at international scientific conferences.

Reports at Scientific Conferences
Year 2010

1.

Kulisa I. Apkalposanas kultiiras izglitibas didaktiskie principi. Report in the
52" international scientific conference in April 14-17, 2010. Daugavpils,
Daugavpils University.

Kulida I. Ekspertu sistéma studentu zina$anu diagnostika. Report in the 8"
international conference Open Learning & Distance Education in January 19-
20, 2010. Riga, Information Systems Management Institute.

Kulisha 1. The Education of Prospective Hospitality Managers’ Service
Culture. Report in the 12" international symposium Materials, Methods &
Technologies in June 11-15, 2010. Bulgaria, Sunny Beach, Bulgarian
Academy of Sciences.

Kulisha 1. Hospitality Managers’ Service Competence. Report in the 4™
international conference Research in Didactics of the Sciences (DidSci) in July
4-12,2010. Poland, Cracow, Pedagogical University of Cracow.

Kulisha I. Structure of Hospitality Managers' Service Culture in a Polyethnic
Environment. Report in the 4™ international congress Hotelpan 2009 in April
22-23,2010. Serbia, Belgrade, College of Hotel Management.
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