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VaZeni pratelé, ctenafri a pfiznivci,

navzdory neocekavanym uddalostem, které nas vSechny ovlivnily a nestandardnimu rezimu, vychazi s prvnimi
prazdninovymi dny dalsi ¢islo naseho ¢asopisu. Opét pfindsi zajimavé postrehy, témata z oblasti cestovniho
ruchu. Nékteré z nich reflektuji na situaci v oboru pred vypuknutim pandemie a mohou byt dobrou inspiraci
a voditkem v budoucnu. V budoucnu, kdy se situace v oboru krystalizuje a ustali.

Dnes vice nez kdykoliv prfedtim si uvédomujeme vyznam podpory cestovniho ruchu v regionech a destinacich.
Jeho nesmirné ekonomické dopady a pfinosy, ale také spolecenskou funkci, kterou Gcast na cestovnim ruchu

nesporné pini.

Vazime si Vasi pfizné a vérime, zZe Casopis bude dale prostorem ke sdélovani zkusenosti, poznatktd z oboru,
prostorem k diskusi, inspiraci pro Vasi praci, vyzkum nebo osobni zajem.

Pfejeme Vam prijemné letni mésice a téSime se ,na shledanou” u zimniho disla.

Ivica Linderova
Deputy Editor-in-chief
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ABSTRACT

This paper deals with the presentation of ruins in the form
of online map applications. The first part focuses on existing
theoretical-methodological recommendations concerning
the presentation of cultural heritage sites on thematic
websites. It also covers international documents such
astheICOMOS CharterforthelInterpretationand Presentation
of Cultural Heritage Sites. The following part of the text
presents a basic overview on the state-of-the-art for ruins in
the Czech Republic stating that comprehensive evidence and
presentation of these sites in the form of either a database
or a systematic map presentation is available only for ruins
declared as cultural monuments by the state authority. The
essential part of the paper presents an overview of existing
map presentations of ruins in the Czech Republic — from GIS
projects of the Central List of Cultural Monuments through
independent publicly-accessible databases and maps to
general tourist map portals.

Based on the state of existing map solutions, the paper
concludes that there is a fundamental disparity in the
structure, form and systematic nature of the presented data.
An appropriate path to/for further professional interest
should be automatic or semi-automatic compilation and
verification of key information about a particular monument,
which can then be used both for research purposes in the
field of cultural heritage and for the promotion of ruins as
a specific type of monument and tourist destination.

Keywords: Map portals. Cultural Heritage Presentation.
Ruins. Specialized Maps. Tourist maps.
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INTRODUCTION

Preservation, maintenance and management
of historical ruins require a multidisciplinary
approach and a complex concept. The maintenance
and operation of any monument is like a mosaic
composed of smaller pieces, and a functional whole
can only result from their mutual assembly. Ruins
are unique objects because, due to their disturbed
condition, they require a specific preservation
approach while offering limited (economic) use.
Most of them, however, are remarkable landmarks
and therefore popular destinations for tourists.
There is an apparent need to draw the attention
of their potential visitors to this fact.

In this paper, we focus on the issue of presentation
of ruins on online map applications. Promotion and
presentation of ruins has not been discussed in the
literature withthe sameintensityasissues concerning
their preservation. There is no need for technical
complexity or a stringent methodical approach,
but the interpretation and final presentation of
an incompletely preserved monument play an
important role as integral parts of site management.
With the development of the Internet and mobile
devices, the importance of digital data sources is
increasing, which is also the case of digital maps, GPS
navigation and complex map portals. Information
previously available to the user separately and not
up-to-date as a paper map, book guide or dashboard
can now be accessible via Internet-enabled devices.

EXISTING

METHODOLOGICAL
RECOMMENDATIONS

The presentation of information about cultural
heritage objects on map portals can be divided
into two areas in terms of their purpose. The first
area covers digitization of available information and
preservingitforfurtheruse, whichcanbesummarized
under the broader category Digital Cultural Heritage.
The second area is the targeted promotion of a given
monument within the marketing strategy of a given
destination. Existing papers on the subject are mostly
devoted to specific technical or methodical issues
of interconnecting information and map portals,
especially in complex solutions via Geographic
Information Systems, e.g., Coskun M. Z. (2008)
or Kuna (2018); Kuna et al. (2015), or introducing
specific solution or project e.g.,, Fiedukowicz

et al. (2018). International and European data
exchange models are also discussed in order to
rovide simplified identity data on built CH (Blaha et
al. 2014, Core Data Index, 1995).

In the field of cultural heritage it is appropriate
to follow the methodological recommendations
of respected international institutions. Therefore,
so as not to miss any specific methodology, we can
adhere to the general recommendation: ICOMOS
Charter for the Interpretation and Presentation of
Cultural Heritage Sites (ICOMOQOS, 2008). The Charter
establishes seven (7) basic principles, upon which
the interpretation and presentation should be based:

« Principle 1: Access and Understanding -
Interpretation and presentation programmes
should facilitate physical and intellectual access
by the public to cultural heritage sites.

« Principle 2: Information Sources - Interpretation
and presentation should be based on evidence
gathered through accepted scientificand scholarly
methods as well as from living cultural traditions.

« Principle 3: Attention to Setting and Context
- Interpretation and presentation of cultural
heritage sites should relate to their wider social,
cultural, historical, and natural contexts and
settings.

« Principle 4: Preservation of Authenticity Principle
- Interpretation and presentation of cultural
heritage sites must respect the basic tenets of
authenticity in the spirit of the ICOMOS Nara
Document on Authenticity (ICOMQS, 1994).

« Principle 5: Planning for Sustainability - The
interpretation plan for a cultural heritage site
must be sensitive to its natural and cultural
environment, with social, financial, and
environmental sustainability among its central
goals.

« Principle 6: Concern for Inclusiveness -
Interpretation and presentation of cultural
heritage sites must be the result of meaningful
collaboration between heritage professionals,
host and associated communities, and other
stakeholders.

« Principle 7: Importance of Research, Training,
and Evaluation - Continuing research, training,
and evaluation are essential components of the
interpretation of a cultural heritage site.



All seven principles are described in more detail
in the Charter and constitute an appropriate
methodical guideline that can to a certain extent be
used practically with specific tools such as online map
portals. Online maps greatly facilitate understanding
by providing access to information on monuments
and relevant digital content (Principle 1), and are an
effective and sustainable form of interpretation and
presentation of cultural heritage (Principle 5).

RUINS IN THE CZECH

REPUBLIC

There are more than 500 historical ruins in the
Czech Republic out of which approx. 270 are
ruins of medieval castles and fortresses. The best
documented are the ruins listed on The Central
List of Cultural Monuments of the Czech Republic

managed by the Czech National Heritage Institute
(see: pamatkovykatalog.cz). There are some other
databases of ruins provided by individuals or private
tourismcompanies. We discussthese databasesinthe
next part of the paper in the context of presentation
of their records. There are more than 89 000 cultural
monuments officially recorded in the Central List.
Of these recorded monuments, approximately 40
000 objects are protected as immovable cultural
monuments, and there is an equal number of
protected movable cultural monuments. More than
300 recorded cultural monuments are protected
as national cultural monuments. There are 480
objects designated as ruins, of which 241 are castles
or fortresses. Except for a few exceptions, all
listed ruins are in some way protected by the law.
Most of the registered ruins are well visible in the
field, while about one quarter have only minor
remains.

Figure 1: The state of ruins in the Czech Republic (by authors)
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In terms of ownership, most of the ruins in the Czech
Republicare owned by the state. Ruinsdirectly owned
by the state constitute 38.5%, while ruins registered
as owned by private subjects constitute 27.1%.
One of the largest owners is the state enterprise
Forests of the Czech Republic, so about one half
of the ruins are in state ownership. Municipalities
are another significant owner of ruins in the Czech
Republic — nearly 30%. The Churches then own less
than three (3) percent of ruins, and regions (higher
territorial units) around two (2) percent.
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Figure 2: Ownership of ruins in the Czech Republic (by authors)
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Only 7.3% of the ruins in the Czech Republic are
inaccessible. The remaining objects are in some way
accessible: 70.7% freely accessible, 9.9% paid access

without a guide, 7.3% paid access with a guide, and
4.8% partly accessible (free access, but only to part
of the object).

Figure 3: Accessibility of ruins in the Czech Republic (by authors)
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CENTRAL AND SPECIALISED

MAPS OF RUINS
IN THE CZECH REPUBLIC

Freely accessible

70.7%

As mentioned above, the best documented are
the ruins listed on The Central List of Cultural
Monuments of the Czech Republic managed
by the Czech National Heritage Institute. This is
an official centralized database maintained by
a public institution set up by the relevant ministry.
However, it does not relate to objects that have not
been declared as cultural monuments or have not
been included in the listing procedure in the past.
The Central List of Cultural Monuments of the Czech

Republic has its map presentation in the form of
a full-featured GIS solution (see: https://geoportal.
npu.cz/webappbuilder/apps/93/). Given the rather
official purpose of this map presentation, it is not a
platform that is suitable and effective for the general
public seeking information about ruins, or a platform
that can be used to promote ruins.
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Figure 4: A print-screen sample of The Central List of Cultural Monuments map
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Another specific type of map is a “specialised map”,
which is the officially accepted type of applied
scientific result in the Czech Republic, defined as:
“A specialised map result implements the original
results of research and development. ... A specialised
map is a synthesis of point, two-dimensional, three-
dimensional and if applicable temporal information
(4D), obtained cartographically or from a geographic
information system (GIS), and their contexts,
revealed by researching a specific locality or three-
dimensional site. A specialised map is an analytical or
synthesised map with special relevance, and it is the
result of an analysis or synthesis of spatial data that is
visualised cartographically. A map may be the result
of advanced processing of data layers in geographic
information systems, but it must generate new data
with new knowledge” (DEFINITIONS OF TYPES OF
RESULTS, 2017).

The authors of this paper did not find any existing
specialized map specifically focused on ruins in the
Czech Republic. As an example of a specialized map
relating to cultural heritage we can mention Maps of
historic and contemporary raw material sources and
technologies for production of lime binders created in
ITAM CAS. It is a GIS solution based on the database
called Calcarius that records information about the
occurrence of limestone as a raw material for lime
technologies (quarries) and about lime production
and processing (lime works). The following three
map applications were created as the main outputs:

#

[ Py

- Specialised Map of Historic and Present-day
Sources of Raw Materials for Lime Technologies
that depicts quarries and raw materials sources
from around the 12th century up to the present
time

- Specialised Map of Carbonate Raw Materials for
Lime Production that depicts quarries in relation
to the chemical composition of the present rocks

- Specialised Map of Lime Technologies that
depicts the geographic positions of historic lime
kilns, pits, mixing vessels and other technological
facilities beginning with archaeological findings
from Ancient times and the Early Medieval Period
up to industrial times and the 20th century.

The GIS and map applications are accessible via
the internet address http://www.calcarius.cz/
gis-calcarius/.
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Figure 5: A print-screen sample of the Maps of historic and contemporary raw material sources
and technologies for production of lime binders
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Another example

of a specialized map source
is the Map of Historical Roof Structures (

), again created in ITAM CAS,
now in cooperation with dendrochronologists,
construction historians, structural engineers and
conservationists. The objective of this map is to
provide a general overview of the chronotypological
development of pitched roofs using a selective
database of dendrochronologically dated timber roof
constructions documented in a unified manner. The
research has collected enough data to identify the
determining features of specific structural systems,
thus creating comprehensive typological groups and
series. Defining the chronotypological distribution
within the Czech Republic, especially according to
the exactly known dendro-datings, fulfils a basic
prerequisite for understanding the structural
variability and historical development of roof
trusses. It reflects the gradually evolving experience
of period craftsmanship with specific design features
that are traceable over time and in terms of their
geographical distribution. Such comprehensive
typological series, which are currently awaiting
catalogue publication, create a knowledge basis for
the improvement of procedures for a historical and
technical survey of specific historical truss structures.

i o0Q0000C0Q

Understanding the structure, especially the methods
and circumstances of its origin, is the prerequisite
for properly prepared documentation describing the
actual state of a structure and is ultimately necessary
for reaching correct conclusions concerning the
technical construction survey and a well-designed
procedure for further truss care, possible repairs or
alterations.
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Figure 6: A print-screen sample of the Map of Historical Roof Structures

ONLINE TOURIST MAPS

Specialized maps are a topographic presentation
of systematic research data with a high degree of
relevance, and their target use is further research
activity. General tourist map portals have a comple-
tely different purpose, but they also contain and
present a significant amount of information on
cultural heritage objects. The advantage of these
portals is their scope, their user-friendliness, and the
topicality of the map data and information presented

vil maji v kontextu défin stavitelstvi a femesiné pi
ento fakt napomaha jejich chronolagickému zafaz
achron ciogie. Povrch tradiéna opracovans

a miry jedinetnosti poufitého technického
rozhodnuti o dalsim csudu dila.

Jednim z kol Dreckladare mapy historickych krovd, je umeoznit plosny prehle
chronotypologickém vyvoji kenstrukd krovu na zdokumentovaném vzorku ploSnéhe sbhéru dat

most. Most of these portals also make extensive use
of information, photos and user ratings, which on the
one hand allows for the collection of large amounts
of information, but usually with no systematic
methodology and with uncertain relevance.

If we focus on the Czech Republic and information
about historical monuments including ruins, there
are two such map portals that dominate: mapy.cz
and Google Maps (maps.google.com).
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Figure 8: A print-screen sample of maps.google.com
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In addition to general tourist map portals, there
are also several portals focused exclusively on
monuments in the Czech Republic or even only on
ruins.
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maintained by a private individual. It contains
a catalog of castles and ruins in the Czech Republic
with basic information on the location, history,
accessibility of the building and other information
including photos and the year of visit by the author
of the database. The portal also offers a map solution
based on Google Maps with a data layer based on
the database.
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The portal castles.cz is also operated and maintained
by a private individual. The database of objects has
advanced filter options and includes, for example,
information on related economic activities in the

objects as well as their ownership. The portal offers
a basic map view on an interactive map with limited
filtering.
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The portal hrady.cz (also owned and maintained
by a private individual) is a virtual pilgrimage site
and a signpost. The information presented there
is gradually added by the numerous volunteer
visitors to the site without any established plan and
administered by volunteers on the editorial side.
It contains a database of not only castles, ruins,

fortresses and chateaux, but also, for example,
lookout towers and a zoo. For each object there is
basic descriptive information and illustration photos.
The portal also offers a map presentation based on
data from mapy.cz displaying the objects from the
database without the possibility of filtering.

Figure 11: A print-screen sample of hrady.cz
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In addition to the above, there are other portals
that offer an overview of monuments, including
ruins in the Czech Republic, but without any map
presentation (for example: ;

).

The presentation of ruins on online maps helps to
improve understanding and access to information
for these types of cultural heritage sites. It is also
an effective and sustainable form of interpretation
and presentation of ruins. There are no targeted
theoretical and methodological recommendations
for the presentation of cultural heritage specifically
on map portals, at least according to the authors’
search of resources. Nevertheless, more general
recommendations for the presentation of the cultural
heritage can be used - e.g. ICOMOS Charter for the
Interpretation and Presentation of Cultural Heritage
Sites. There are more than 500 historical ruins in the
Czech Republic. While many are visited frequently,
many of them remain practically unknown. Neither
unified, comprehensive evidence nor presentation
of these ruins in the form of a database or
a systematic map presentation is available.

In terms of expertise and structure, there is only
a database of ruins in the Czech Republic declared
as cultural monuments—the Central List of Cultural
Monuments— which also has its GIS output, but is
of limited use for the general public. Furthermore,
there are several independent publicly-accessible
databases, including map presentations, usually
focused on tourism. On the other hand, general
tourist map portals, which are often supplemented by
users and thus contain both objective and subjective
information, are the most accessible form for the
general public. The structure of the information
and its relevance varies for each individual cultural
heritage object presented on these types of maps.

From the state of existing map solutions, it can be
concluded that the main difficulty concerning the
currently available solutions for ruin maps is the
fundamental disparity in the structure, form and
systematic nature of the presented data, and in no
way can we speak of any data standardization or
uniform metadata. Based on their own experience in
the building, maintaining and updating of specialized
maps—the output of systematic research in the field
of cultural heritage—the authors conclude that,
due to the diversity of existing solutions, and the

various motivations of providers, and the quantity
and nature of torsional monuments, to strive for
standardization in the given field would be a difficult
task. Rather, there is a need to focus on the further
possibilities of data mining of existing resources.
It is this route that can provide the automatic or
semi-automatic compilation and verification of key
information about particular monuments, which
can then be used both for research purposes in the
field of cultural heritage as well as for the promotion
of ruins as a distinct type of monument and tourist
destination.
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ABSTRAKT

Clanok sa zaoberd aktualnou situaciou v lyZiarskom stredisku
Jasnd v Nizkych Tatrach na Slovensku, ktoré sa v ostatnych
rokoch vyznamne developovalo. Z beZného strediska sa
stalo najvyznamnejSie medzinarodné lyziarske stredisko
na Slovensku. V Jasnej a celej Demanovskej doline sa
vybudovalo obrovské mnoZstvo ubytovacich kapacit
a budovanie neustdle pokracuje, manazment strediska
aplikuje velmi silny cieleny marketing, vysledkom ktorého
sa stredisko Jasna stalo velmi Ziadanym a navstevovanym.
Cielom prispevku je analyzovat mieru masového turizmu
v lyZiarskom stredisku Jasna, popisat rizika pre navstevnikov
ako aj pre Zivotné prostredie, a navrhnut opatrenia, ktoré
znizia riziko neudrzatelnosti cestovného ruchu v stredisku.
Na zaklade udajov z geografického informacného systému,
terénneho prieskumu, Statistickych udajov a vypoctov
sme dosli k zaveru, Ze situacia v lyZiarskom stredisku je
z pohladu vytazenosti kriticka a v kratkodobom horizonte
neudrzatelnd. Lyziarske svahy svojou rozlohou nepostacuju
ubytovacim kapacitdm a prichadzajucim ndvstevnikom
z blizkeho okolia, kapacity parkovisk su poddimenzované,
zasoby vody limitované.

Klucové slova: Kapacita lyZiarskych svahov. LyZiarske

stredisko. Masovy turizmus. UdrZatelnost cestovného ruchu.

ABSTRACT

The article deals with the current situation in the Ski Resort
Jasnd in the Low Tatras in Slovakia, which has developed
significantly in recent years. The resort has become the most
importantinternational skiresortin Slovakia. A huge number
of accommodation capacities have been built in Jasna and in
Demanovska Valley. The construction is continuing, and the
management applies very strong targeted marketing, which
has resulted, that Jasnd has become the most popular ski
resort in Slovakia. The aim of the paper is to analyse the
rate of mass tourism in the ski resort Jasna, to describe risks
for visitors as well as for the environment and to propose
measures increasing the probability of sustainability of
tourism in the resort. Based on data from the GIS, field
survey, statistical data and calculations, we conclude that
the situation in the ski resort is critical in terms of utilization
and is unsustainable in the short term. The ski slopes are
not sufficient for accommodation capacities and incoming
visitors from the surrounding area, parking capacities are
under-dimensioned, water supplies are limited.

Keywords: Mass tourism. Ski center. Ski slopes capacity.
Tourism Sustainability.
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Zimné Sporty, najma lyZovanie, zaznamenavaju
v ostatnych rokoch zvySeny dopyt. Slovensko
sa snazi stat sa krajinou zaujimavou pre rdzne
segmenty klientely v ramci zimného Sportového
cestovného ruchu. Horské prostredie je vhodné pre
stredne narocnu klientelu, segment rodiny s detmi
a to aj z medzindrodného hladiska. Pre narocnejsiu
klientelu je na Slovensku vybudované medzinarodne
vyznamné stredisko ChopokJasna, ktoré sa za ostatné
roky vyznamne vybudovalo a zdevelopovalo. Vdaka
vysokému primarnemu a sekundarnemu potencidlu,
silnému marketingu je stredisko velmi Ziadané
a navstevované. Nastava tu vsak problém masového
turizmu, ktory sa prejavuje najma preludnenymi
svahmi, ktoré sa stavaju pre lyZiarov nebezpecné.
Zaciatkom januara 2020 dopyt tak vyrazne narastol,
Ze prevadzkovatel strediska bol nuteny zastavit
predaj skipasov, pretoZe koncentracia lyZiarov bola
nednosna a najma nebezpecna.

Problematikou masového a udrZatelného cestov-
ného ruchu v horskom prostredi sa zaobera viacero
autorov. Deng, et al. (2019) sa zaobera problematikou
budovania lyziarskych stredisk v suvislosti s prip-
ravou na zimné olympijské hry v Pekingu v roku
2022. V studii hodnotia lokalnu vhodnost lyZiarskych
oblasti v Cine integraciou ich prirodnych a socialno-
ekonomickych podmienok pomocou linearne
vazenej metddy zaloZenej na priestorovej analyze
geografického informacného systému (GIS) v kom-
binacii s uUdajmi z dialkového prieskumu Zeme
a terénneho prieskumu. Klucové ukazovatele pre
hodnotenie prirodnej vhodnosti zahfnaju snehovu
pokryvku, teplotu vzduchu, topografické podmienky,
vodné zdroje a vegetaciu, zatial ¢o sociadlno-
ekonomickd vhodnost sa hodnotila na zaklade
ekonomickych podmienok, dopravnej dostupnosti,
vzdialenosti od turistickych atrakcii a vzdialenosti
od miest. Autori navrhli metodiku valorizacie
prirodnych a socidlno-ekonomickych podmienok,
vysledkom ktorej je vypocet prahovej hodnoty
vhodnosti lyZiarskeho strediska pre organizaciu
mamutich podujati. Na zaklade terénneho vyskumu
zistili, Ze cca 16 % lyziarskych stredisk v Cine nesplifia
predpoklady na ucely, pre ktoré boli vybudované.
Autori vypracovali subor navrhov, podla ktorych
sa jednotlivé strediska buduju udrzatelne voci
prirodnému prostrediu. Arcuset (2009) popisuje
praktiky pre trvalo udrzatelné budovanie stredisk

cestovného ruchu, ktoré boli eSte v roku 2004 prijaté
Francuzskou agenttrou cestovného ruchu. Clanok
skima prinosy a problémy pri budovani vyznamného
lyZiarskeho strediska Valloire, pricom autor navrhuje
nové pristupy k budovaniu lyZiarskeho strediska.
Za zakladné principy su povaZované budovanie
zjazdovych trati, ich zasneZovanie a tvorba
doplnkovych sluzieb. Autor zdoraznuje, Ze pre trvalo
udrzatelny rozvoj strediska je potrebné dodrziavat aj
kultdrny pristup, ktory by mal vstupovat do modelu
hospodarskeho rozvoja lyZiarskeho strediska.
Nastane tak sulad medzi budovanim infrastruktury
a suprastruktury cestovného ruchu s prirodnym
prostredim, ktory podla autora v stredisku Valloire
nenastal. Curé¢i¢ et al. (2019) sa zaoberd tlakom
developerov na chranené Uzemia pri budovani
lyZiarskych stredisk. Horské oblasti, ktoré su
z mnohych dovodov vyznamné pre ludstvo, su tiez
ohrozené r6znymiantropogénnymi aktivitami, najma
tymi, ktoré sa rozvijaju v doésledku vzrastajuceho
dopytu po zimnych Sportoch. V Srbsku su Styri
hlavné lyziarske strediska (Kopaonik, Zlatibor, Stara
Planina a Brezovica) a najsilnejsi environmentalny
vplyv je zaznamenany v stredisku Kopaonik. V ¢lanku
sa autori zaoberaju otazkou, ¢i zimny cestovny
ruch by mohol byt trvalo udrzatelny v chranenych
oblastiach, konkrétne na svahoch Kopaoniku, ktoré
sU povaZované za najvacSie a najvyznamnejsie
lyZiarske stredisko v Srbsku, pricom sa nachadza
Vv najvyssom stupni ochrany prirody — na Uzemi
narodného parku. Za najvyznamnejSie ohrozenia
ekosystému autori povazuju tazbu dreva v suvislosti
s budovanim zjazdovych trati, urbanizaciu,
mechanické zasnezovanie a nelegalne budovanie
ubytovacich stredisk. Vysledkom su degradacia pody,
odlesnovanie, strata a fragmentacia prirodnych
biotopov, narusenie ekosystémov, erdzia, strata
a znecistenie pody, znelistenie vody a vzduchu,
hluk a tvorba odpadu. Zosuladenie rozvoja
cestovného ruchu s ochranarskymi c¢innostami
v prirodnych chranenych oblastiach povazuju za
jednu z hlavnych priorit trvalo udrzatelného
vyuzivania prirodnych hodnot a zdrojov. Pre Uspesny
a trvalo udrzatelny rozvoj oblasti je potrebné
vykondvat multidisciplinarne planovanie na zaklade
vysledkov z prislusnych vedeckych disciplin. Vsetky
uvedené priace sa venuju konfliktu budovania
lyZiarskych stredisk s ekosystémom v konkrétnych
lokalitdch. Autori sa vacSinou stavaju kriticky
k zasahom do prirodného prostredia, ktoré sa
negativne prejavia ¢asto aZz s Casovym posunom.



Problematikou udrzatefnosti cestovného ruchu
v narodnom parku Nizke Tatry a najmad v jeho
z pohladu cestovného ruchu najvyznamnejsej casti,
ktorou je Demanovska dolina (sucastou ktorej je aj
stredisko Chopok Jasna), sa zaobera viacero autorov.
Tomcikova et al. (2015) zdo6raznuje, Zze Eurdpsky
dohovor o krajine (z roku 2000) o trvalo udrzatelnom
rozvoji mozno dosiahnut iba na zdklade vyvazeného
vztahu medzi potrebami spolo¢nosti, hospodarskou
¢innostou a Zivotnym prostredim. Chranené Uzemia
nemozno vnimat ako ,ostrovy“ izolované od
Zivota v krajine, ale v sulade so stupriom ochrany
by mali byt zahrnuté do integrovaného systému
vyuZzivania krajiny a jej zdrojov. Autorky poukazuju
na tlak sukromného sektora v stvislosti s budovanim
stredisk cestovného ruchu na prirodné prostredie.
Za modelové Uzemie si vybrali oblast Demé&novskej
doliny, najma Casti Jasna, ktora sa hned' po prichode
vyznamného sukromného investora do oblasti
stala v priebehu piatich rokov najvacsim centrom
cestovného ruchu na Slovensku. Zameriavaju sa na
intenzivny zasah do primarnej krajinnej Struktury
ovplyvnenejbudovanim novychturistickych zariadeni
(ubytovacie a stravovacie strediska, horské dopravné
zariadenia), ¢o viedlo k zvySenému poctu turistov a
turistickych atrakcii v okoli, ako su zjazdovky, bezecké
lyZovanie, cyklistika atd. Spulerova et al. (2016)
identifikuje Narodny park Nizke Tatry ako Uzemie
s vynimoc¢nym potencialom pre rozvoj Sportového
cestovného ruchu, najma lyZzovania a navstevovania
prirodnych turistickych zaujimavosti. Cielom Studie
bolo komplexne vyhodnotit vplyv rozvoja cestovného
ruchu na Zivotné prostredie vo vybranej oblasti
— v Demaénovskej doline - a pripravit navrh trvalo
udrzatelného rozvoja tohto horského strediska.
Autorky zhodnotili aktudlny stav prirodného
prostredia a identifikovali mozZné rizika v suvislosti s
planmi rozvoja Uzemia, ktoré uz boli schvalené alebo
bolivprocese schvalovania. Uvadzaju, Ze rozSirovanie
lyZiarskych stredisk a poZiadavky na nové budovy
vytvaraju tlak na Zivotné prostredie v chranenej
oblasti. Vysledkom studie je posudenie prirodnych a
antropogénnych rizik v oblasti Demanovskej doliny a
navrh na optimalne vyuzitie krajiny. Rakytova et al.
(2017) identifikuje Deméanovsku dolinu ako jednu
z najkrajsich a najcennejsich uzemi v pohori Nizke
Tatry. Autorky sa snazili zhodnotit prirodny potencial
Demdnovskej doliny, zanalyzovat vyvoj cestovného
ruchu za poslednych 10 rokov, zistit suéasny stav
lanoviek, lyZiarskych vlekov a zjazdoviek, ako aj
ubytovacich zariadeni v doline. Poukazali na rastuci
zaujem o Demanovsku dolinu v ramci domaceho,
ale aj zahrani¢ného cestovného ruchu. Poukazali na

to, aky vplyv ma rozvoj cestovného ruchu na Zivotné
prostredie, kedZe monitorovana oblast sa nachadza
na Uzemi narodného parku. Krticka et al. (2018)
analyzoval zmeny v Demédnovskej doline na zaklade
vizualneho porovnaniasatelitnych aleteckych snimok
z rokov 1949, 2007 a 2013 a aktualnej dokumentacie
uzemného planovania v danej oblasti. Vysledky
ukazali rozsiahle zmeny v krajinnej Strukture spojené
najma s rozvojom turistickej infrastruktury. Autori
identifikovali aj dlhodobé zmeny, ktorych priciny
pramenia z transformacie spolo¢nosti a spravy lesov
v minulosti. Dynamika a rozsah tychto zmien sa mo6ze
v buduicnosti zvysit. Navrhuju zastavit dalsi vyvoj
zjazdoviek a rozSirovanie suvisiacej infrastruktury
a zamerat sa na udrzatelnost a ekologicku prevadzku
existujuceho lyZiarskeho strediska. Podstatnu cast
ziskov odporucaju investovat do podpory projektov
zameranych na ochranu prirodného prostredia.
Barancok (2013) identifikuje od roku 2005 vyrazné
zmeny v lyziarskom stredisku Chopok Jasna, ktoré
smerovali k statusu velmi atraktivneho a Ziadaného
strediska. Vyjadrili ndzor, Ze vyznamné zdsahy do
prirodného prostredia spdsobili vazne poskodenie
prirodného prostredia, a to aj napriek tomu, Ze celé
Uzemie sa nachadza v Narodnom parku Nizke Tatry
(NAPANT). Vystavba zariadeni, budovanie svahov
a Uprava ich povrchu maju vyrazny vplyv na
existujucu krajinu, reliéf a prirodné biotopy tohto
regionu. V lokalitdch, ktoré su priamo ovplyvnené
tymito aktivitami, sa pozoruju vyznamné zmeny
v Strukture a druhovom zlozeni fytocendz.

Je nutné podotknut, Ze vyssie uvedené prispevky,
venujuce sa situacii v Demanovskej doline,
ktora je najpohodinejsSie dostupnou dolinou na
uzemi Ndarodného parku Nizke Tatry (NAPANT)
pomerne podrobne analyzuju sucasnu situaciu, no
udrzatelnosti cestovného ruchu v stredisku sa venuju
okrajovo a neprinasaju konkrétne a zadsadné navrhy
na rieSenie situacie. Je treba podotknut, Ze zastavané
Uzemia a lanovky v Demanovskej Doline pokryvaju
menej ako 200 hektarov, ¢o je cca 4 % plochy jej
katastralneho Gzemia. V porovnani s plochou celého
narodného parku ide len 0 0,27 % plochy NAPANTu
(bez ochranného pasma).



DATA A METODY

SUCASNY STAV V LYZIARSKOM
STREDISKU JASNA

Ciefom prispevku je analyzovat mieru masového
turizmu v lyZiarskom stredisku Jasnda, popisat
rizika pre navstevnikov ako aj pre Zivotné
prostredie, a navrhnut opatrenia, ktoré zniZia riziko
neudrzatelnosti cestovného ruchu v stredisku.
LyZiarske stredisko Jasnd Nizke Tatry je najvacsim
a najvyznamnejSim lyziarskym strediskom na
Slovensku. Stredisko disponuje sietou 20 zjazdovych
trati s technickym zasnezovanim a dvomi zjazdovymi
tratami bez technického zasneZovania v celkovej
dizke 28 310 m. Z toho 13 655 m predstavuju
zjazdovky s l'ahkou naro¢nostou, 10 640 m zjazdovky
stredne tazké a 4 015 m zjazdovky tazké. Dalej su
zjazdné 3 lyZiarske cesty s technickym zasnezovanim
a 3 lyziarske cesty bez technického zasneZovania.
Dokopy je v severnej Casti strediska zasneZovanych
25 485 m trati, za pouZitia 420-ich sneinych diel.
Vodnym zdrojom pre zasneZovanie strediska,
ktory je zaroven aj vodarenskym zdrojom, je potok
Zadna voda. Odbernym objektom je zachytdvana
voda z potoka dalej odvedend do akumulacnej
vodnej nadrze Biela Put, s kapacitou cca 20 000 m3

a zadrzanym objemom vody cca 19000 m3.
Na svahoch su k dispozicii 2 kabinkové lanové drahy,
7 sedackovych lanovych drah, 3 vleky, s celkovou
kapacitou 20 164 os6b za hodinu a 4 detské pasové
prepravniky, kazdy s kapacitou 150 osOb za hodinu
(Auxt, et al. 2019).

V' minulych rokoch sme vypracovali metodiku
zhodnocovania primarneho potencialu reliéfu pre
rézne Sportové aktivity v rdmci cestovného ruchu
(Plesnik, 2017). Do hodnotenia lyZiarskych stredisk
vstupuje rozloha svahov v hektaroch, pocet horskych
dopravnych zariadeni, di?ka svahov, ich sklon
aorientacia vocisvetovym stranam, ako aj nadmorské
vysky a prevysenie celého lyZiarskeho strediska.
Prostrednictvom  geografického  informacného
systému bolo na zdklade metodiky autora tohto
¢lanku zhodnotenych vsSetkych 114 lyziarskych
stredisk na Slovensku (Durica, 2019). Zarover sa
zistili potencialne navstevnosti jednotlivych stredisk
a to v casovych dostupnostiach 20 a 30 minut.
Stredisko Jasna ma jednoznacne najvyssiu hodnotu
primarneho potencidlu — rozloha zjazdovych trati
na severnej strane Chopku je 98 ha s 13 horskymi
dopravnymi zariadeniami. Sklony svahov su velmi
rozmanité s vysokym zastupenim sklonov od 17° do
25° (88,53 %). Sklony svahov znazornuje obrazok 1.

Arcil hviiarskeho strediska Jasna
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Zdroj: Durica, 2019.



V praxi sa oznacuju zjazdové trate farbami — modrou
(fahké), ¢ervenou (stredne tazké) a Ciernou (tazké).
Svahy v stredisku Jasnd koreluju s vysSie uvedenymi

Orientacia svahov voci svetovym stranam je zvacsa
severnd (22,60 %), severovychodnd (21,88 %)
a severozapadna (15,42 %), ¢o je z hladiska stability

sklonmi svahov (obrazok 1). Nazorne to znazorniuje
obrazok 2.

snehovej pokryvky velmi pozitivne. Orientdciu
svahov znazornuje obrazok 3.
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Obrazok 3: Orientacia zjazdoviek voci svetovym stranam v lyZiarskom stredisku Jasna
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Na zaklade uvedeného mobzeme konstatovat, Ze
lyZiarske stredisko Jasnd ma ideadlne podmienky
pre vSetky segmenty klientely. Podla metodiky
zhodnocovania reliéfu (Plesnik, 2017) bolo stredisko
ohodnotené balovou hodnotou 44, ¢o je najvyssSia
zo vSetkych lyZiarskych stredisk na Slovensku.
Maximalna balovd hodnota lyZiarskeho strediska je
50.

Potencidl navstevnosti predstavuje hodnota, ktoru
tvori pocet obyvatelov s c¢asovou vzdialenostou
miesta bydliska od strediska Jasna nizSou ako 20,
resp. 30 minat. V dvadsatmindtovom intervale
vzdialenosti od strediska byva 33 006 obyvatelov,
v 30 minutovej vzdialenosti Zije 82 945 obyvatelov.
Do strediska denne prichadzaju velké mnozstva
lyZiarov, maximalny ndpor je cez Statne sviatky
(Vianoce, Velka noc), jarné prazdniny a vikendy.

V Demanovskej doline s momentdlne vybudované
ubytovaciekapacityréznychtriedakategdrii.Nachadza
sa tu 14 hotelov v troj- a Stvorhviezdickovej triede s
celkovou kapacitou 2562 1670k, 3 dvojhviezdi¢kové
hotely s kapacitou 228 16zok, 42 apartmanovych
domov s celkovou kapacitou 634 |6Zok, 4 bungalovy
s kapacitou 72 16z0k, 35 chat s celkovou kapacitou
664 16zok, 11 penzidnov s celkovou kapacitou 244
670k, 2 Studia s 49 |16Zkami a 14 nekategorizovanych

ubytovacich stredisk s celkovou kapacitou 215
16Zok. Z uvedeného vyplyva, Ze v stredisku Jasna
a v bezprostrednom okoli je mozné ubytovat 4668
navstevnikov. V stavebnom konani je momentdlne
rozostavanych, resp. pripravenych na stavbu, viacero
ubytovacich stredisk.

VYSLEDKY A DISKUSIA

Ako bolo uvedené, lyZiarske stredisko Jasna vykazuje
vynimocny potencidl pre zimné Sporty a vdaka nemu
sa stalo najvyznamnejSim lyziarskym strediskom
na Slovensku. Problémom je ale masovy turizmus,
ktory sa prejavuje v exponovanych terminoch a cez
vikendy v zimnej sezéne. Z tohto hladiska vnimame
dva problémy s udrzatelnostou cestovného ruchu:

1. Spotreba vody v ubytovacich strediskach
2. Kapacita zjazdoviek

1. Spotreba vody v ubytovacich strediskach je
predpisand vo vyhlaske ¢. 684/2006 Z.z. Ministerstva
zZivotného  prostredia  Slovenskej republiky
»,Podrobnosti o technickych poziadavkach na navrh,
projektovd dokumentaciu a vystavbu verejnych
vodovodov a verejnych kanalizacii“. Podla tejto
vyhlasky je spotreba vody v hoteloch vyssej triedy
vratane pridruzenych prevadzok (reStauracie, gardze,



pracovne, wellness) 1200 litrov na |6zko za jeden
denn pri plnej vytaZenosti hotela, pri vytaZenosti
do 50 % 500 litrov na |6zko a den. Pre ostatné
ubytovacie zariadenia je spotreba vody 150 litrov
na 16zko a den. Z tohto pohladu je spotreba vody
pri plnej obsadenosti vSetkych ubytovacich stredisk
nasledovna:

hotely troj- a Stvorhviezdickové 1 246 000 litrov,
¢o predstavuje hodnotu 1246 m3
ostatné hotely 579900 litrov, Co predstavuje
hodnotu 579 m?
zvysné ubytovacie strediska:
¢o predstavuje hodnotu 363 m3.

363 800 litrov,

K hodnote spotreby vody v ubytovacich strediskach
je nutné pripoditat aj 6 samostatnych restauracnych
zariadeni, 9 barov, 13 bufetov a 3 koliby, ¢o
predstavuje v zmysle uvedenej vyhlasky spotrebu
vody priblizne 80 m® denne. V stredisku st k dispozicii
4 verejné hygienické zariadenia s predpokladanou
spotrebou vody 146 m3 vody.

Celkova denna spotreba vody podla vyssie uvedenej
normy je priblizne 2 414 m3 vody za jeden den. Podla
Auxt et. al. (2019) je stredisku a bezprostrednom
okoli 23 zdrojov pitnej vody (vyvery, pramene a vrty)
s celkovou vydatnostou 2 430,95 m3, ¢o znamena,
Ze aktualna maximalna ubytovacia pokryje takmer
cell spotrebu vody. To je objektivne riziko v najviac
exponovanych terminoch, kedy je stredisko prakticky
plne obsadené.

2. Koncentracia lyZiarov na zjazdovkach je
problém komfortu a bezpecnosti Sportovania.
Podla vSeobecne uznavanych noriem je hrani¢nou
kapacitou lyZiarskeho svahu 35 0s6b na jeden hektar.
Predpoklada sa, ze 40 % lyZiarov sa nachadza na
svahoch, 40 % v horskych dopravnych zariadeniach
a 20 % v stravovacich jednotkach. Podla tohto
predpokladu je kapacita lyZiarskych svahov
v stredisku Jasnd 7000 lyZiarov. Za predpokladu,
Ze 90 % ubytovanych hosti pride do strediska
v zimnych mesiacoch za lyZovanim, predstavuje to
pocet cca 4200 lyZiarov, Cize je k dispozicii zhruba
3 tisic skipasov pre jednodennych navstevnikov. To
by mala byt aktudlna hrani¢na kapacita lyziarskeho
strediska Jasna. Ako bolo uvedené, stredisko
Jasna je v polhodinovej Casovej dostupnosti pre
vySe 80 tisic obyvatelov, ¢o predstavuje obrovsky
potencialny dopyt. Napriek snahe o komunikaciu
s predstavitelmi prevadzkovatela strediska (TMR),

odhadujeme, Ze predaj cez beziné dni sa pohybuje
v rozsahu cca 5000 - 6000 skipasov, pri vysokej
sezdne to moze byt pravdepodobne aj dvojnasobok,
¢o povazujeme za kritick hodnotu, ktora prevysuje
kapacitu o 60 %.

NAVRH OPATRENI PRE ZNIZENIE
RIZIKA NEUDRZATELNOSTI
CESTOVNEHO RUCHU V STREDISKU
JASNA

V tejto ¢asti naznacime, aké opatrenia su vhodné
na zlepSenie situdcie v stredisku Jasna. Ide o fyzické
zdsahy do prostredia, ale aj odporucania pre
manazment strediska.

Z fyzickych zasahov povaZujeme za klucové rozsirit
plochu zjazdovych trati tak, aby bola adekvatna
k ubytovacej kapacite a dopytu jednodennych
navstevnikov z blizkeho okolia. Podla e-Trend,
2020 sa momentdlne planuje v stredisku Jasnd
nova zjazdova trat, ktora zacina v lokalite Lukova
v nadmorskej vyske cca 1 665 metrov n. m. a konci
sa v lokalite Otupné vo vyske cca 1 187 metrov
n. m. Cielom je rozsirenie siete zjazdovych trati
a spristupnenie Uzemia najma menej pokrocilym
lyZiarom. Trat mda nadvazovat na stretdvaci uzol
zjazdovych trati Majstrovska, Pretekarska Lukova
— Priehyba a Spravodliva. Tento uzol je vystupnym
uzlom lanoviek Jasnd — Lukova a Otupné — Lukova.
Zamer pritom obsahuje dva varianty riesSenia, ktoré
rozSiria vymeru zjazdoviek o cca 10 hektarov. Tymto
rozSirenim sa zvysi kapacita strediska o priblizne 350
lyZiarov. Su k dispozicii eSte dalSie lokality v stredisku,
najma v oblasti Priehyba smerom na Zahradky, kde
je odlesneny pomerne velky svah, pripadne dalSie
svahy v stredisku. Z pohladu zniZovania spotreby
vody navrhujeme zavedenie environmentalnych
certifikdtov pre ubytovacie zariadenia s kapacitou
vysSou ako 60 16Zok a povinnou inStalaciou Setricov
vody na izbach. Znizi sa tym najma spotreba vody,
energeticka naroc¢nost a zredukuje sa tvorba odpadu.
NajvyznamnejSie odporucania smeruju k manaz-
mentu strediska. V prvom rade je nutné
presmerovat vsetky marketingové aktivity na aktivity
manazmentu. Velmi aktivny a cieleny marketing
v ostatnych rokoch spésobil, Ze stredisko Jasnd sa
stalo najvyznamnej$im a najprestiznejsim lyziarskym
strediskomnaSlovensku.Cenovapolitikanastartovala
obrovsky dopyt po stredisku, ktory prevysil kapacitu
strediska. Je preto nutné zamerat sa na efektivne
riadenie strediska a riesit momentalnu situaciu.



K zakladnym opatreniam patri:

1. Stanovit hraniénd hodnotu poctu lyZiarov
v stredisku na zaklade rozlohy zjazdoviek.
Tato hodnota by mala byt klic¢ova pri tvorbe
cenovej politiky. V pripade zvySeného dopytu je
potencial pre vyrazné zvySovanie cien skipasov.
Zaroven by bolo potrebné skoncit predaj cenovo
vyhodnych sezdénnych skipasov. Ceny sezénnych
skipasov by mali byt porovnatelné so stredne
velkymi strediskami v Rakusku.

2. Vytvorit beZzne dostupnd mobilnd aplikaciu
o obsadenosti strediska. Potencialni jednodenni
navstevnici by mali mozZnost zistit aktualny
stav obsadenosti strediska a podla nej by sa
rozhodovali o ndvsteve.

3. Zredukovat reklamnd a propagaénd kampan
strediska Jasnda. Ako bolo spomenuté, stredisko
ma dostatoénu propagaciu, reklamu budu robit
jednotlivé ubytovacie strediska, co je pre celé
stredisko postacujuce.

V ¢lanku sme analyzovali sucasny stav v lyZiarskom
stredisku Jasna v Demadnovskej doline v pohori
Nizke Tatry. Analyza bola postavena na primarnom
potenciali, ktory je v stredisku vynimocny. Zaroven
sme posudzovali ubytovacie kapacity a navstevnost
strediska v exponovanych terminoch v ramci zimnej
sezény. Dospelisme k zaveru, Ze momentdlna situacia
a riziko masového turizmu je neudrZatelnd. Je nutné
vytvorit subor opatreni, ktoré zvysia bezpecnost
a pohodlie navstevnikov strediska. lde najma
zavedenie ekologickych certifikdtov ubytovacich
zariadeni s povinnou instalaciou Setricov vody na
izbach, rozSirenie zjazdoviek tak, aby ich plocha
bola dostatocnd a bezpecna pre ubytovanych hosti
a jednodennych navstevnikov. Celé stredisko sa
nachadza v tretom stupni ochrany prirody, pretoze sa
rozprestiera na Uzemi ndrodného parku. Prostredie
je vsak uz natolko narusené zasahmi do ekosystému
v minulosti, Ze stoji za zamyslenie vynat severné
svahy Chopku z tretieho stupria ochrany prirody
a prekvalifikovat ich do nizsieho stupria. Momentalne
sa pripravuje tvorba nového uzemného planu obce
Demadnovska dolina, v ktorom by sa mala obmedzit
vystavba novych velkych ubytovacich zariadeni
a delimitovat pripadné nové zjazdové trate tak, aby
sa zvysila celkova kapacita strediska.
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ABSTRACT

Foreign languages represent a significant part in the curricula
of the higher education institutions specialized in tourism.
The aim of this research was, thus, to examine in what
way the foreign language curricula of the higher education
institutions for tourism meet the needs of the tourism
industry in Croatia. The research was conducted among
the relevant stakeholders — the representatives of higher
education institutions for tourism and the tourism industry
representatives. The analysis of research results showed
there is currently a gap between what the foreign language
curricula of the higher education institutions for tourism
have to provide and what the tourism industry actually
needs. The research results suggested the main reasons
for that gap are the absence of unique education strategy
in tourism, a lack of practical work associated with tourism
studies, overcrowded classrooms and insufficient learning
hour rate. They also suggested possible improvements,
which would make the foreign language curricula much
more effective. Some of them include: the development
of the unique education strategy in tourism, a more prudent
choice of languages taught, a limitation of enrollment
qguotas, an emphasised awareness of the importance
of personal initiatives, the curricula with more interaction,
adopting trends and successful practices and changes
in knowledge evaluation process.

Keywords: Foreign languages. Tourism industry. Higher
education. Curricula. Croatia.
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Since “language and languages sit at the very heart
of the tourist experience, its representation and
its realization, its enculturation and its enactment”
(Thurlow & Jaworski, 2011, 289), they represent an
essential part of tourism higher education curricula
in the globalised world. The concept of globalisation
has been discussed by many key writers addressing
economics topics, such as Reisinger (2009), Sindik
and Bozinovi¢ (2013), Titu, Raulea and Titu (2016),
among others. Tourism is an example of a globalised
industry that primarily focuses on foreign markets
and operates at an international level. It is an
interdisciplinary, intangible and primarily export-
oriented industry, which expands rapidly on an
annualised level (Titu, Raulea, & Titu, 2016). The
character of the tourism industry (Tl) inevitably
connects different markets and cultures in order to
provide services. As stated by Mikhailovna (2013),
the goal of the provision of these services is to
meet the clients’ needs (Mikhailovna, 2013). Kosti¢
Bobanovi¢ and Grzini¢ (2011) claim that a common
language between the supply-side and the demand
side is imperative in order to ensure the quality of
the services in tourism (Kosti¢ Bobanovi¢ & Grzini¢,
2011), which will ensure tourist satisfaction.

As a member state of the EU since 2013, Croatia has
also been subordinated to most of its decisions and
rules. Croatia is a relatively small country, covering
an area of around 88,000 km? and with 4.2 million
residents, which gained independence in 1991.
It is located in Southeastern Europe with access
to the Mediterranean Sea (the Croatian Bureau of
Statistics, 2018b), a long tourism tradition starting
from the nineteenth century and great capacities
for further development (Baldigara & Mamula,
2012). In terms of industry, there is some important
manufacturing, but the most interesting industry is
tourism (Baldigara & Mamula, 2012), which is the
Croatian top export product, accounting for around
forty percent in the total export products of the
country.

Lately, Croatia has been promoting 365 Tourism.
Its specific objective is to develop and originate
tourism activities beyond the peak season and to
include less developed and less crowded parts of the
country on the tourism market. Government efforts
do not end at this point. It provides support to

entrepreneurs in tourism, as well as to innovations
and initiatives in tourism. The EU is also striving to
help through its funds. Nevertheless, a significant
limitation to such ambitious aspirations is a serious
shortage of adequate human resources.

Upon the Croatian accession to the EU, many young
and capable people left the country, taking their
whole families and leaving a big irreplaceable hole
on the LM. Due to these migrations, statistics shows
there is currently only around fifty-five percent of
working-age population in Croatia (the Croatian
Bureau of Statistics, 2018a). Out of the total number
of the employed people, around seven or two
percent of them work in the Tl (Rasi¢ Bakari¢, 2018).
Nevertheless, statistics shows that not many of them
have completed HE (the Ministry of Tourism of the
Republic of Croatia, 2018).

HIGHER EDUCATION SYSTEM
IN CROATIA

In Croatia, higher education is divided into
polytechnics, colleges of applied science, faculties
and art academies. In 2005, all the courses were
aligned to the requirements of the Bologna Process
asapartofthe effort of creation of a European system
of HE. In this context, it is important to highlight
the difference between universities and vocational
studies. University studies provide students with all
the knowledge necessary for work in science, HE,
business world, public sector and the society. On the
other hand, professional studies provide students
with the knowledge and skills they will require to
work in professional occupations. It is an important
distinction because these two types of studies also
have different curricula given the fact that they have
to achieve different learning outcomes ( ,
n.d.).

Unlike the history of the state itself, high schooling
actually has a long tradition in Croatia. The first
university was established in Zadar in 1396. The
beginnings of Zagreb University date back to 1669,
and the modern University of Zagreb was founded
in 1874. It is currently the largest university in
Croatia that comprises of twenty-nine faculties,
three academies and university centers. There are
also universities in Dubrovnik, Pula, Rijeka, Osijek,
Split and Zadar, and a Catholic University in Zagreb.
There is currently a total of around ninety public and
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thirty-two private HEIl operating in Croatia (

, n.d.). Out of these a hundred and twenty-two,
there are seventeen HEI that provide education in
tourism.

FOREIGN LANGUAGES
IN THE CROATIAN EDUCATION SYSTEM

In Croatia, foreign languages are taught already
in elementary school. It used to be in the fourth
grade, yet currently it is in the first grade. Usually
it is English or German. Even some kindergartens
currently offer teaching FL. There are also many FL
schools that provide private lessons and lectures
both for children and adults and they are very
popular among both children and their parents.
In secondary education, language learning depends
on the type of programme that is provided. Some
secondary programmes have three languages, while
some have none.

Fromthe aspect of HE, HEl in Croatia are independent
in terms of making and adjusting curricula. Students
there usually learn at least one language. It is mostly
English and with the exception of some basics, they
learn what is called ,,English for Specific Purposes”
— these are lectures that teach relevant terms and
structures in the specific field, according to the
programme in question. HEI for tourism also show
huge differences. It is up to their administrations
which languages will be taught, for how long, how
many teachers they will employ and how many
students will get the opportunity to be included in
the programme.

STRATEGY OF TOURISM EDUCATION
IN CROATIA

Kosti¢ Bobanovi¢and Grzni¢(2011) argue educational
programmes in tourism are very important for
a small Mediterranean country where tourism
is an essential sector of its economy. Moreover,
according to Persi¢ (in Kosti¢ Bobanovi¢ and Grzni¢,
2011, p. 11), ,development of the Croatian tourism
depends on the tourism strategy in spatial plans, the
tourism destinations network, but also on tourism
education”, They claim that the Croatian tourismis a
part of the global economy and it is very important
for a small country to recognise its educational goals
and priorities (Persi¢, 2001 in Kosti¢ Bobanovi¢ &
Grzini¢, 2011, p. 11). Nevertheless, in reality there is
poor understanding of these priorities.

There is a lot written on the subject of education
and the strategic management of human resources
in tourism and the way it should all look like.
There is also the Croatian Tourism Development
Strategy until 2020, which partially refers to the
education in tourism, but only by saying: ,Since
formal education system and lifelong learning in
Croatia is insufficiently adapted to the needs of
tourism economy and tourism organisation system,
education that is intended for the development of
human potential in tourism needs to be structured
as a joint responsibility of the state, the employers
and local communities” (The Government of the
Republic of Croatia, 2013, p. 57). Furthermore, there
is a project entitled Effective Human Resources 2014
—2020. It is implemented by the Ministry of Tourism
in co-operation with the Ministry of Science and
Education through European Union funding. The
specific objective of the project is to develop regional
competitiveness centres for tourism and hospitality
in order to adapt the education system to the needs
and requirements of increasingly dynamic tourism
LM. These centres would be used to additionally
perfect people, so after graduating they would be
prepared to actively take part in the LM and provide
employers with instant quality tourism workers
(Central Government Portal, n.d.). However, there is
no official national strategy of the (higher) education
in tourism, at least not at this point. The lack of
a clear vision of the (higher) TE is obvious and was
also mentioned by our interviewees. The conclusion
reached is that something needs to be implemented
because written plans are insufficient for making
a change.

Almost twenty years ago, Fox (1998) pointed
out that top-ten categories related to general
management knowledge needed in tourism are
people skills, creative thinking ability, financial
skills, communication skills, developing a service
orientation, total quality management, problem-
identification and problem-solving skills, listening
skills, customer-feedback skills and computer skills
(Fox,1998). Tenyears ago, Reisinger (2009) suggested
ten most popular criteria used by consumers in
assessing service include reliability, responsiveness,
competence, access, courtesy, communication,
credibility, security, understanding and knowing the
customer and tangibility (Reisinger, 2009). More
recent articles suggest ten most important skills
for working in the TI are customer service, building
connections, communication skills, flexibility,
organisational skills, language skills, commitment,
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can-do attitude, multitasking and cultural awareness
(Career Addict, 2017).

Muhamamad Mahboob (1995) claims that fast
developing technology, ever increasing cultural
exchange and migrations after the First World War
were the factors that influenced the learning of
foreign languages (Muhamamad Mahboob, 1995).
Subsequently, Kim and Jeong (2018) suggesst
advanced technology and internationalisation are,
and will be, among the most important reasons
behindtheglobalised need toadjust, tochangeandto
learn foreign languages (Kim & Jeong, 2018). Casado
(2003) argues languages are currently often treated
as economic commodities. They explain institutions
are undertaking surveys to assess which skills are
needed to maximise employability and employers
almost invariably distinguish “communication skills”
as very important. One of these surveys reported by
People Management in November 1997, found that
,oral communication” was cited by employers as the
most important soft skill, but was perceived to be
lacking in recruits from the HE (Casado, 2003).

Simultaneously with an increased interest in
learning foreign languages, there was also an
increased interest in exploring the importance and
the role of foreign languages in tourism. Sindik and
BozZinovi¢ (2013) claim some of the first researches
in this area were conducted by Ramsay (1980),
Nation and Mclaughlin (1986) and Klein (1995)
(Sindik & BozZinovi¢, 2013). Stohr (2015) further
explains there were also authors analysing financial
implications of FL skills for individuals, i.e. how the
knowledge of FL affects employees’ income. Stohr
lists some of them: Fray and Lowel (2003), Ginsburg
and Prieto-Rodrigues (2011), Isphording (2013),
Lang and Siniver (2009), Saiz and Zoido (2005) and
Toomet (2011) (Stohr, 2015). We have also come
across several interesting articles dealing only with
the issue of the current state of affairs, without
conducting research, written by Bobykina (2015),
Hobson and Jenkins (2013), Casado (2013) and Kim
and Jeong (2018). There are many more authors
dealing with foreign languages in tourism, some of
whom provided inspiration and the basis for our
research and hence it is important to mention them:
Assirifi, Doku, Morrison and Sackekey Sackey (2013),
Canas and Perez (2015), Sindik and Bozinovi¢ (2013)
and Tziora, Giovanis and Papacharalabous (2016).

COMMUNICATION
AND MULTILINGUALISM IN TOURISM

Against the backdrop of an increasingly important

international component of tourism business
communication (Taylor & McArthur, 2009),
Milovanovi¢ (2011) argues the last decade

has witnessed a rapid increase of interest in
multilingualism (Milovanovi¢, 2011). Sindik and
BozZinovi¢ (2013) explain multilingualism has long
been of interest to researchers, but their focus
was on sociolinguistic or psycholinguistic studies
that have been carried out in this area (Sindik &
Bozinovi¢, 2013). Nevertheless, Milovanovi¢ (2011)
states that advanced linguistic skills represent
a prerequisite in the complexindustrial environment,
while explaining that effective communication is
directly relevant to productivity of businesses and
organisations.

Reisinger and Turner (2003) explain the importance
of outcomes of interaction between tourists and
hosts. They suggest there are four major groups of
factors that influence tourist—host contact: temporal,
spatial, communication and cultural (Reisinger &
Turner, 2003). Considering the nature of tourism
products i.e. services, Reisinger (2009) explains
the tourism and hospitality industry relies heavily
on tourists’ perceptions of the people providing
them with services. They argue that tourists’
perceptions of the service providers determine the
overall perceptions of the tourism product quality
or service quality. Reisinger (2009) explains service
quality refers to the adequacy of assistance and
support provided to a customer and the value and
benefits received for the price paid. They point out it
is difficult for tourists to evaluate the quality of the
intangible service, so the only reliable evaluation
criteria are the price and the physical environment
in which the service is provided. Nevertheless,
the price cannot always be used as a measure of
evaluation, since it is determined by a producer and
does not reflect the perceived value and benefits for
individual consumers. As a result, tourism services
are the hardest, or even impossible to evaluate even
after the purchase (Reisinger, 2009).

Reisinger (2009) argues that service quality is
determined by customer satisfaction and they are
both vastly dependent upon the quality of service
encounter. They explain how the service providers’
attitudes to the customer, their verbal skills and the
knowledge of the customer’s needs and wants may
give the customer more satisfaction than the pure



mechanistic delivery of service (Reisinger, 2009).
Reisinger and Turner (2003, p. 181) agree stating
that “services offered to tourists are high contact
services and are characterized by a direct person-
to-person interaction. The satisfaction with the
service depends on the quality of services offered
to tourists”. (Reisinger & Turner, 2003, p. 181)
Weiermair (2000) explains how service encounters
invariably involve feelings of anxiety and uncertainty
about service outcomes, so customers (tourists)
feel they have little or no control (Weiermair, 2000).
Consequently, Reisinger (2009) explains how positive
social interaction between a service provider and a
customer may generate high satisfaction with the
service and even compensate for the low quality of
mechanistic service (Reisinger, 2009). Babu (2008)
agrees, explaining how communication is vital to
the success of tourism businesses since it is the only
way that tourism marketers can provide tangible
cues about intangible experiences. They further
argue that, given the international nature of the
Tl, especially if you are dealing with international
tourists, it is imperative that you employ people with
FL skills (Babu, 2008). Stohr (2015) also agrees that
FL skills are a valuable component of human capital
for workers and argues that workers who possess
FL skills can also expect to benefit individually by
earning higher wages (Stohr, 2015). These are just
some of the advantages of knowing a FL.

FOREIGN LANGUAGE EDUCATION

Current research data carried out by Massachusetts
Institute of Technology suggest the best age to
start learning a foreign language is around the age
of ten. Research suggests that although people up
to the age of eighteen learn a new language faster,
and their ability declines slower than in adults, it
is difficult to expect to reach the proficiency of a
native speaker if you start learning a language after
the age of ten (ZME Science, 2018). Considering the
previously mentioned fast evolving environment,
the HE is constantly developing in order to respond
to the changes and the needs of the society of which
it is a part. However, Casado (2003) highlighted
that the matter of FL education has not yet evolved
sufficiently to meet the needs of the graduates of
professional disciplines. They suggested all business
majors must learn to speak at least one FL well and
be sufficiently exposed to foreign cultures to gain an
appreciation for cultural differences (Casado, 2003).
Sindik and BoZinovi¢ (2013) also claim that, in order
to develop the necessary intercultural competence,
students should not only learn a FL, but such

a process should include intercultural training and
intercultural exchange of ideas. They explain it is
evident that the knowledge and the skills acquired
in the previously mentioned learning process
will also greatly contribute to the development
of tourism and hospitality services in general (Sindik
& Bozinovi¢, 2013).

In addition, Casado (2003) takes a strong stance,
claiming that it is an obligation to provide hospitality
students with the knowledge of a second language,
and argues that hospitality programmes should
rethink their curricula to include FL teaching in
a way that would meet the needs of the industry
they serve, based on the demographic trends in
a specific area, the origin of its visitors and in
order to compete globally. Moreover, they suggest
instructors of courses for hospitality purposes ,, must
be familiar with restaurant and lodging operations
and acquire specialised vocabulary to teach future
managers and supervisors to communicate with
employees and guests. In addition, future hospitality
graduates should be provided with linguistic and
cultural proficiency necessary to succeed in the
Twenty-First Century as new technologies change
the global cultural environment” (Casado, 2003,
p. 47; Mikhailovna, 2013).

Casado (2003) also suggests what FL curricula need
to look like. They explain that, ideally, students
should first take a beginning FL course during the
first semester. That class should be a prerequisite
for students without any foreknowledge in
a specific language, as well as technical vocabulary
and terms related to operations and host-guest
interaction. The second semester should be content-
based. Casado (2003) suggests that in the case of
hospitality students, it should consist of vocabulary
and interactions focusing on specific departments,
such as housekeeping, kitchen, dining room, human
resources, and maintenance. The third semester
should be taught in an immersion setting. In Casado’s
(2003) opinion, intermediate students should be
given the option of taking the fourth semester, which
should include global technologies, such as email
connections with students in countries where the
target language is spoken, chat rooms and Internet
searches. That kind of activity with members of
the target culture would broaden cross-cultural
awareness. In addition, in some cases, these course
assignments could lead to securing an internship
in a foreign country (Casado, 2003).



Mikhailovna (2013) also suggessted the syllabus
of FL teaching of the future specialists in the
hospitality industry should be changed as follows:
development of communicative culture and
sociocultural education of students at specialized
HEl; teaching ethics of polemical communication
in a FL when discussing professional issues using
both verbal and nonverbal communication means;
development of the ability to represent one’s native
country, the culture and the people‘s way of life;
creation of conditions for communicative psychology
upon adaptation of students to new language
environment and for overcoming the psychological
barrier upon using a FL; formation and development
of basic communicative skills and knowledge in the
main types of verbal activity: speaking, reading,
recognising speech and writing; socio-cultural
development of students in the context of European
and world culture (Mikhailovna, 2013).

SIGNIFICANT FOREIGN LANGUAGES

UNWTO suggests that nowadays the three most
widely spoken languages in the world are Chinese,
Spanish and English (UNWTO, 2017 in Gémez, Imhoff,
Martin-Consuegra, Molina, & Santos-Vijande, 2018).
Among them, Spanish is the language spoken in
the greatest number of countries. It is spoken by
four hundred forty seven million people, and over
twenty one million students have chosen to learn
Spanish as a FL, of which almost eight million
are from the USA. When talking about Spanish,
it is also important to highlight that in 2017 Spain
ranked second in the UNWTO international ranking
of the countries, receiving the largest number of
international tourists, with more than seventy five
million international tourists (UNWTO, 2017 in
Goémez et al., 2018). Chinese is widely used because
of the number of people using it, i.e. people to
whom Chinese is their mother tongue. Nevertheless,
English is by all trends the most widely spoken
language in the world. It is so important that in some
countries, where it is not the official language, it is
completely normal to be fluent in English and it is
a huge disadvantage if you are not (Gomez et al.,
2018). Milovanovi¢ (2011, p. 240) explains that in
such cases English is often referred to as the lingua
franca. They argue that ,,it isa common denominator
language used by international businesses and
organisations in multilinguistic environments”
(Milovanovi¢, 2011, p. 240). Due to the lingua
franca title, linguists are often concerned if English
is becoming a threat to multilingualism. House
(2003) argues against that assumption, supporting

his argument by making a distinction between
,languages for communication“ and ,languages for
identification” (House, 2003). Similarly, Blunkett
(in Leslie and Russell, 2006, p. 1398) said as follows
,There is no doubt that, despite the dominance
of English as a world language, the ability to
speak another language - or several languages, is
increasingly important in our competitive and global
economy”“ (Blunkett, 1998 in Leslie & Russell, 2006,
p. 1398).

This research deals with the dilemma if foreign
langauge curricula of tourism higher education
institutions (HEI) in Croatia are proficient enough
in educating manpower that should satisfy tourism
labour market (LM) demands. We aimed to examine
current state of afairs by collecting primary data,
provide interpretation of the results and form
implications for further curricula development.

The main issue addressed in this article is closely
related to the tourism industry of Croatia —
a young country in the Southeastern Europe, whose
attractions are increasingly visited by tourists from
throughout the world. Moreover, the number of
foreign tourists is rapidly exceeding the number of
domestic tourists, accounting for more than ninety
percent of incoming visitors (Rasi¢ Bakari¢, 2018).
In addition, tourism is the largest export product of
Croatia, with a share of around forty percent in the
total export products of the country. Furthermore,
it has a significant share in the Gross Domestic
Product, accounting for around nineteen percent
(the Ministry of Tourism of the Republic of Croatia,
2018; Rasi¢ Bakari¢, 2018). These are important
grounds that lead us to the logical conclusion of how
important it is for such a country to create and sell
quality tourism products provided by qualified staff.
In this article we argue that communication and
foreign languages proficiency are among the most
important skills that define competences of the
tourism worker. Following secondary findings on the
topic, we argue that foreign languages have become
a crucial segment of education in tourism due to
the comparative advantage foreign languages bring
as well as their status as an essential working skill
while applying for a job in tourism. Therefore, we
examined foreign language curricula of the chosen
universities in Croatia.



The specific objective of our research was to obtain
information aboutthetopic byemployingthe method
of the semi-structured interview and interviewing
representatives of the tourism HElI and the
representatives of the TI. The information obtained
from the professors, gave us the opportunity to
reach the conclusions about the language education
in the tourism HEIl. We also gathered information
from the representatives of the TI. Most tourism
companies currently operate both in international
and multicultural environment. That is the reason
it is important for them to employ well-educated
people, especially when talking about FL.

The basic research questions of this research were
as follows: What is tourism experts’ review of the
overall knowledge of foreign languages of the people
working in the tourism industry in Croatia?; What
kind of foreign language needs does the Croatian
tourism industry have?; How do the existing curricula
in higher education institutions for tourism meet the
needs of the tourism industry in foreign language
segment?; What are possible adjustments that
would improve the system in order for the higher
education institutions for tourism to better meet the
needs of the tourism industry in Croatia?

THE ASSUMPTIONS AND
THE LIMITATIONS OF THE RESEARCH

Considering the fact that the research deals with
communication, which is an important aspect of
tourism because of interaction with visitors, our first
and most important assumption was that foreign
language skills are a necessity when working in
tourism. The second important assumption, which
is also the main reason for this research, is that
there is a fundamental need for the HEI in tourism
to be in harmony with the TI. There is also the
third assumption that more closely explains the
methodology of the research and that is the fact
the role of education is to meet the needs of the
economy, to provide capable and expert workforce.
Our fourth assumption is that the choice and number
of our interviewees provided sufficient information
to reach relevant conclusions.

It turned out that the main limitations of our research
were as follows: identifying participants, sample size
and representativeness. Due to the peak tourism
season at the time of collecting data, there were
some difficulties in finding relevant representatives
of the Tl who would be willing to cooperate.

Nevertheless, the sample units turned out to be
sufficient to meet the needs of the research and its
goals. The selected respondents were true experts in
their fields, highly interested in the research subject
and eager to contribute.

RESEARCH METHODS

In this research, we have combined several different
qualitative research methods. Firstly, we performed
data compilation where we identified conclusions,
remarks, opinions and stances of other relevant
authors in order to support our own stances and
conclusions. Concerning data collection, we used
an in-depth semi-structured interview conducted
with each participant individually, in person, by
phone or using Skype. (Veal, 2017) While conducting
interviews, we were also involved in participant
observation. Subsequently, we also performed an
audio analysis while transcribing interviews. In
order to analyse the interviews, we used coding and
content analysis (Ritchie, Burns, & Palmer, 2005) We
also used descriptive research method where we
observed and described the studied phenomenon.
(Leavy, 2017) Comparison was also used to compare
the research results and the compiled secondary
data in order to reach conclusions. (Ritchie et al.,
2005)

RESEARCH

The participants in the research on the HEI for
tourism side included three HEI for tourismin Croatia,
as follows: The Faculty of Tourism and Hospitality
Management in Opatija, the Department of Tourism
and Communication Studies at the University of
Zadar and Libertas International University. In each
HEI for tourism we have interviewed two professors.
There were professors who teach English, Italian,
French and Spanish. The youngest one has seven
years of experience in teaching, while the oldest one
has over forty years of experience. Half of them have
working experience in the Tl while the others gave
their best to identify trends by reading literature and
keeping abreast of new information. Nevertheless,
all of them regularly co-operate with their colleagues
in the real sector.

The Faculty of Tourism and Hospitality Management
in Opatija was opted for because it is the only facility
in Croatia that is fully oriented towards education,
staff development and scientific research in the
field of tourism and hospitality industry. It has
a long history starting from 1960 (The Faculty



of Tourism and Hospitality Management, n.d.).
The University of Zadar was our second choice. It is
the oldest existing education institution in Croatia
with its history dating back to the 14th century. The
Department of Tourism and Communication Studies
at the University of Zadar was founded in 1994 and it
gives to their students the opportunity to learn two
to five FL at the same time (the University of Zadar,
n.d.). Libertas International University is the oldest
private university in Croatia and we have chosen it as
a sample unit to show the distinction between public
and private education institution curricula and in the
ways they operate. It is very internationally-oriented,
which can also be deducted from the name of the
institution itself (Libertas International University,
n.d.).

The participants in the research on the side of the Tl
were selected in a more complex way. Considering
the extent encompassed by the Tl, we have decided
to divide this ,tourism industry” sample group into
several parts. Each of these parts represents a field
of tourism that uses FL on the daily basis and hires
highly educated people in tourism. The previously
mentioned parts included accommodation, tourist
attractions, tour guides and travel agencies.

In order to support these actions, we consulted
the most recent tourism literature. Fletcher, Fyall,
Gilbert and Wanhill (2018) have identified six ,main
sub-sectors” that jointly constitute the tourism
sector. Although they do not represent an exhaustive
range of enterprises (and neither do ours), Fletcher
et al. (2018, p. 47%) explain ,they do illustrate the
dominant characteristics of the tourism sector
and demonstrate key operational practices”. Their
sub-sectors include: accommodation, attractions,
event management, public sector organisations,
intermediaries and transportation (Fletcher, Fyall,
Gilbert, & Wanhill, 2018, p. 47%). Considering the
fact that they were forming these sub-sectors for
no special cause, but generally in order to provide
insights into the operating characteristics, trends
and issues, we have adjusted these sectors to our
,foreign language cause”. The accommodation
sector was represented by private accommodation
representatives. We have put attractions, event
management and public sector organisations into
one category considering the fact that our studied
tourist attraction was actually a tourism event
organised by the Local Tourist Board, which is
a public sector organisation. The intermediaries
sector was described by two sets of sample units—the

representatives of travel agencies and tour guides.
The last sub-sector is transportation. Unfortunately,
we have not been able to get representatives of this
sector who are highly educated and who can hence
speak a FL. Nevertheless, we have managed to
collect some transportation-related data from other
respondents.

Considering the fact that private sector in Croatia
accommodates more visitors compared to hotels, we
havedecideditwouldbeavalidargumentandabetter
solution toinclude private accommodation rentersin
our survey (the Ministry of Tourism of the Republic
of Croatia, 2018). Considering the fact there are over
215,000 registered accommodation providers in the
category ,rooms, apartments, studio-type suites
and summer houses” in Croatia (the Croatian Bureau
of Statistics, 2018b), we were striving to identify
asolid reason for how to select only two. We decided
to opt for the ,Tourism Flower” award winners for
2018. It is an award granted to the best ones from
each accommodation category. (Interview with an
anonymous interviewee — representative of the
Tl) We have chosen one from the coastal area and
the other one from the continental part of Croatia.
Using the same decision pattern, we have also
selected a tourist attraction that we were exploring.
It was the second Best Tourism Event in 2018 and
we chose it because it was the only event from the
continental part of Croatia in which awards were
given. Similarly, we have chosen a travel agency from
the coastal part of Croatia. It was awarded as the
most successful company in Travel agency and tour
operator sector and as the best Croatian DMC travel
agency. (Interview with an anonymous interviewee
— representative of the Tl) Considering the fact that
it is a big company with around 200 employees,
we have decided to turn to the Human Resources
Department. The representatives of the tour guide
group were also chosen intentionally, but the way
we got to them was different. We released an ad in
the Facebook group that brings together tour guides
and escorts. We asked for tour guides willing to
participate in the research. The main requirements
were that the person has HE (preferably in tourism)
and the knowledge of at least one FL. Eventually, we
got a sample group that included seven people, all
of them fluent in at least one FL and some of them
up to six FL.



CONDUCTING THE RESEARCH

After we had developed the research methodology
andformeditsspecificgoals, westarted contactingthe
potential respondents. Our search for respondents
started on the 28/03/2019. We sent invitations for
participation in the research over a period of around
fifty days to thirty-four addresses. Some of them
were instantly intrigued by the subject, while most
of them were too busy to cooperate. Finally, on the
14/05/2019 all the participants were known and
we started conducting the research. As previously
mentioned, there were six representatives of the
tourism HEl and seven representatives of the TI.
In total, we have conducted thirteen interviews
with average duration of forty-four minutes. Eight
interviews were conducted in person, two were
conducted using Skype and three were conducted
over the telephone due to the crammed schedule of
the interviewees. The last interview was carried out
on the 11/06/2019.

At the beginning of each interview, the interviewer
introduced themselves, presented the topic and its
purpose and stated the duration of the interview.
Before answering any questions, all the participants
received a written statement which was given to
them to fill in and sign — in person or by E-mail. The
statement read that they agree with the recording
of the conversations, as well as that there is full
anonymity concerning their answers i.e. their
name will not be mentioned with their answers in
this article. After providing technical information,
guestions ensued. At the end of each interview, the
interviewees were delivered a thank you note in
writing.

The recording of the interviews was performed
through a mobile phone app in order to create a
transcript of the conversations. Veal (2017) claims
transcripts are necessary if the results of the
interviews are to be analysed in the most methodical
and complete manner (Veal, 2017). All the tapes and
transcripts are now tagged and stored in accordance
with ethical framework and will be kept that way
over the next several years in order to keep this
research transparent for any possible checks or
updates. It is also important to highlight that all the
interviews were conducted in Croatian and hence
the transcripts are also in Croatian. However, for the
purpose of the dissemination of results, the analyses
of the results, the conclusions and the quotations
were translated into English.

Irrespective of the limitations that occurred while
planning the research methodology, we have
managed to achieve the initial goals of the research.
The sample group representing the Tl generally
consisted of highly educated and competent people
with substantial experience, ideas and solutions.
Their different work environment, place of origin
and life experiences have given us quality materials
that have helped us in answering the questions and
reaching conclusions. The respondents from the
sample group representing the HEI for tourism were
all Ph.D. degree holding professors with adequate
teaching experience and the knowledge of at least
two FL.

It isimportant to mention that the interviewees have
shown homogeneity in their answers, which implies
that even if there had been more sample units in
this sample group, we can presume the results and
conclusions would not have changed significantly.
There may have been more suggestions on how to
improve the system. Consequently, it is safe to say
we have overcome the initial technical difficulties
and managed to select optimum size sample groups
and relevant sample units.

All the conclusions reached by the experts in
tourism mentioned in the literature review, proved
applicable and were confirmed by our research -
FL are a fundamental part of education in tourism
due to increased international operations of
tourism enterprises. FL skills provide a comparative
advantage upon employment. Moreover, it is one of
the essential skills in the TI. There are different ways
of learning a FL and methods of language knowledge
improvement. Tourism LM suffers from a shortage
of adequately educated workforce. Our assumptions
have also proved true - FL skill is a necessity when
working in tourism; there is an unavoidable need
for the HEI in tourism to be in harmony with the
Tl; the role of education is to meet the needs of
the economy and to ,provide” capable and expert
labour force.

THE DESCRIBED FEATURES OF THE
CURRENT STATE OF TOURISM LABOUR
MARKET IN CROATIA

Our interviewees revealed considerable significant

and useful information about the tourism LM in
Croatia that are helpful for understanding the topic.



Firstly, the interviewees had the need to highlight the
problem concerning the identity of tourism workers
in Croatia. These problems are not related to the
education system or its lack of proficiency, but have
political connotations. Due to a significant emigration
of Croatian citizens, the interviewees expressed
their concern regarding the fact that Croatian LM
is currently abounding in foreign nationals, which
appears more like a temporary solution rather
than staff capable of providing a quality service.
The level and quality of their education is much lower
than required — not only do they mostly speak FL
badly, but they frequently cannot speak the Croatian
language either.

| think that HE currently does not meet the needs of
the market because we have that brain drain, human
capital flight...highly educated, expert people leave
the country and go abroad where living standards
are much higher and people are better accepted.
(Interview with an anonymous interviewee -
representative of theTl)

In their answers, the interviewees express concerns
about a huge demand for adequate workers, while
an insufficient number of them is available. They
have experience of how badly such situations are
tackled. The interviewees point out how because
of a shortage of more adequate staff, services are
often provided by inadequately educated people
or even auxiliary staff, which undoubtedly and
systematically lowers the quality of the service and
visitor expectations. Experts in the field of the TI
are convinced that in Croatia ,everything” that is
needed for a great tourism experience is superior
in relation to other countries, which have started
their ascent as tourist destinations. However, there
is a shortage of quality staff, which is as important as
other segments of tourism programmes.

The interviewees suggest that at the moment the
Croatian tourism LM has the greatest need for
managers of elite and exclusive hotels. There is also
a huge need for hospitality workers. Nevertheless,
they say sometimes the employers have excessive
expectations in terms of working skills while hiring
that sort of staff. They often ask for highly educated
and experienced workers in exchange for low
wages. The interviewees suggest that companies
themselves also have an important role in educating
and preparing their staff for the job because some
things cannot be taught at school.

If we are to judge by our interviewees’ answers,
young and educated people in Croatia do not have
any problems in finding a job in tourism. Even some
universities provide jobs to their best graduates on
an annualised level. However, wages for young and
inexperienced people are very low. Considering the
economic situation and the living standard in the
country, the interviewees say it is not surprising to
see young and well-educated people, doing more
than one job in order to increase their revenue. The
interviewees also believe highly educated people
are more successful in making additional money
doing additional jobs such as renting their properties
or some similar simple jobs. On the other hand,
although the interviewees claim that HE is a very
important component of business success, they add
there are other important factors affecting success
such as travelling, reading, experience, watching
others doing the same as they do and previous jobs,
to name a few.

One has to move, travel, watch, learn, be aware that
there are still things we can do better and we can
learn. (...) We miss a little modesty, little humbleness.
There is a lot of overconfidence, arrogance, and
it is not OK because those who think they know
everything, cannot learn anything new. (Interview
with an anonymous interviewee — representative of
the TI)

Concerning the question ,What are the most
important competencies a tourism worker in Croatia
should have?” the interviewees mentioned many
different skills needed in tourism. Nevertheless, a
few of them repeat themselves and they eventually
proved the most important: communication,
kindness, multicultural functioning and multicultural
knowledge, professionalism, multitasking and love
for people and tourism. It is interesting to mention
that these competencies match the ones we
highlighted in the literature review.

The interviewees mostly suggest HE is neither crucial
for getting a job in tourism, nor for becoming a good
employee. Nevertheless, it provides important
competitive advantage. The interviewees point
out there are currently huge differences between
different HEI of tourism in Croatia. From the ones
enabling the learning of only two FL to the ones
providing the opportunity of learning of up to five
languages to their students free of charge. The
interviewees explain how the HEl mostly adjust the
beginner level of study concerning students’ current



language proficiency. The interviewees explain it
can be a difficult task to teach the language that
had already been learnt by the students because
the groups are very heterogeneous in terms of their
current language proficiency. With these languages
(English, German) it is necessary to adjust both the
starting point of teaching and the curricula. On the
other hand, there are languages that students have
never learnt before college. The interviewees state
that such groups are much easier to work with.
Nevertheless, if insufficient time is available for
learning such languages (Spanish, French), it can be
a complete waste of time.

At the Department, we have one hundred seventy, if
not one hundred ninety students — extremely large
groups. We then split them into two groups of up to
eighty or ninety students. | mean, it is just impossible.
(...)You practically cannot do anything with that
because you have one class of lecture and one class
of seminar exercises a week. A disaster! (Interview
with an anonymous interviewee — representative of
the HEI of tourism)

The representatives of the HEl of tourism have
provided us with an insight into the educational
programme of the HEI of tourism. The curricula are
formed by the professors who are experts in their
fields. They are given confidence they are sufficiently
adequate to develop the curricula that will assure
goal achievement. Due to that demanding task,
professors are unofficially obligated to keep abreast
of new trends, literature and overall occurrences in
the TI. For the purpose of curricula development,
they use all the types of contemporary literature,
recent articles and Internet sources. Moreover, they
cooperate with other colleagues, with the colleagues
from the tourism industry sector, they seek advice
from students and their evaluation is they are
sufficiently competent and up to date in order to do
their job well.

At the point where it is necessary to determine
the achievement of goals of FL curricula, the
respondents from the HEI of tourism tend to twitch
while answering. The only real information gathered
from the respondents was that the first two years of
study include a wider range of knowledge — in terms
of grammar and vocabulary, while in the subsequent
years of study, deeper insights are provided into
some special tourism segments. A similar situation
occurred with the question ,For which jobs exactly
are students prepared?” The interviewees evaluated

that question as ,the right question”. However, they
faced difficulties in explaining their answers. They
tend to strongly highlight the distinction between
university studies and vocational studies; between
undergraduate and graduate programmes; between
hardworking and lazy students... The overall
conclusion on that subject would be they are trying
to provide their students with as much knowledge
as possible, not necessarily focusing in any particular
direction.

People often work in certain tourism segment and
the rest is unknown to them. That is exactly what
university study offers—a holistic approach to tourism
where they have insight into everything. In the end,
practice leads a person towards a specific direction,
but there has to be comprehensive knowledge
base. (Interview with an anonymous interviewee —
representative of the HEI OF tourism)

The English language curricula strive to include
almost all the occupations in tourism. Students who
graduate from Tourism and Hotel Management
Department will not instantly become managers, so
we also want to include the lower level occupations,
i.e. from the simple ones to the point where they
will function as managers in English in the global
environment. (Interview with an anonymous
interviewee — representative of the HEI of tourism)

The interviewees also highlighted the point that
there is a distinction between full-time students and
part-time students. Full-time students are usually
young and more adaptable people. The interviewees
revealed that Croatian full-time students often attend
lectures just to confirm their presence and then they
sit in back rows and are ,,absent-minded” in class.
It is certainly not always the case. Nevertheless, the
interviewees explain students become much more
interested as the end of their study approaches
because in the meantime they start to work and
they realise the importance of the subjects they
are taught. On the other hand, part-time students
are people who in most cases already have their life
built up. They are people with families, careers and
experiences and it is hard for them to go back to
learn something, but they are compelled to do it in
order to progress.

One of the basic questions posed to the
representatives of the HEI for tourism was: ,What
would you say is the main role and task of the HEI
of tourism?“ At first, the interviewees were slightly



surprised by such a question. They have given us
all sorts of answers, followed by the question: ,, Do
you agree the main role and the task of the HEI of
tourism should be educating and shaping quality
staff for tourism labour market?” They agreed it
is implied and it absolutely is the most important
thing. However, that was not their first answer.

The interviewees highlight there is one more
important segment of language education and these
are multicultural competencies. The question: ,, Do
you work on teaching about the culture of the foreign
country whose language you teach?”“ was evaluated
as great and important. The interviewees here
especially draw attention to the English language,
which has lately been referred to as ,lingua franca” —
a globalised language, which is used in multicultural
and international business environments, by both
native and non-native speakers. The interviewees
explain they are preparing their students for
internationalised and  multicultural  business
environment and it is important to educate them
in that way. The interviewees point out that it is
necessary for them to know about the culture of
their interlocutor and the features of foreign nations,
at least the ones they are cooperating with. The
interviewees explain students learn that part mostly
by researching about the subject on their own, while
preparing presentations and working on projects.
Their attention is primarily focused on multicultural
differences between domestic and foreign nationals,
different cultural habits and the behavioural
etiquette. In addition to their own exploration,
culture is also taught by watching foreign movies
and visiting events related to the specific language
or the country.

Most of our respondents have been educated in
tourism, so they were able to give us first-hand
information on the quality and proficiency of the
HEI for tourism in Croatia. They agreed about the
fact that they learnt sufficiently from the technical
aspect, so they have sufficient overall knowledge
concerning tourism. Nevertheless, the respondents
from both sample groups had observations and
suggestions upon the necessity of practical work.
The latter is very important for tourism students,
but not all universities are engaged in it or at least
not as well as they need to be. The interviewees
suggest practical work needs to be obligatory for
all tourism students. They also emphasise students
need to have a freedom of choice in terms of the
direction and segment of tourism they want to be

perfected in. The representatives of the Tl argue
practice is more important than formal education.
However, they do not underestimate the importance
of HE. Moreover, they agree educational degree
has an important influence upon the quality of the
tourism product. Nevertheless, they explain how all
that acquired knowledge is irrelevant if there is no
practice behind it. Bearing that in mind, it is worth
mentioning the interviewees’ opinion that young
people are excellent at general language, yet they
need to perfect their specific vocational terminology.
It is something that can be taught mostly through
practical work, so the interviewees suggested several
ways of incorporating specific terminology into the
curricula of the HEI of tourism.

When we say someone speaks a FL, it should mean
they know it at simultaneous translator level.
They should be able to think in that FL, respond
quickly, understand colloquialisms and similar -
unfortunately, that type of knowledge is not acquired
at HEI. (Interview with an anonymous interviewee —
representative of the Tl)

The interviewees, who are also tourism graduates,
have looked back onto the evaluation system of the
HEI for tourism, which they evaluated as inadequate.
They point out that students are often more focused
on learning in order to satisfy the professor and
pass the exam, than they are because of their own
interests and the needs of the TI. The interviewees
explain that at some universities luck and cheating
in exams play an important role in getting a good
grade. They claim there are no specified criteria of
evaluation, and grades often do not represent the
true level of knowledge.

Because of a huge number of students, it was simply
impossible to process all the exams by hand, so we
had exams where we needed to circle the correct
answer. The exams in question would then go to the
scanner, which identified the grade. It was wrong
because there was a huge possibility of cheating
and it was very much used. Then there was luck -
maybe someone has learnt only five things and
they got precisely them in the exam. Someone
else could have learnt a lot, but did not make it to
pass the exam. Professors were then using some
techniques to aggravate exams. They used footnotes
for formulating questions; they limited essay content
to three hundred words and we would then lose
points if we wrote more or less than exactly three
hundred words. So, the whole knowledge examining



and grading was ineffective. The focus was placed
on the wrong things. (Interview with an anonymous
interviewee — representative of the Tl)

What is tourism experts’ review of the overall
knowledge of foreign languages of the people
working in the tourism industry in Croatia?

The respondents from both sample groups agree the
knowledge of FL is not the same among the tourism
workers. Croatia has different tourism workers. That
varicosity goes in few directions: it depends on one’s
workplace, age and geographical components.

The interviewees agree on the fact that tourism
workers who deal with guests mostly use one or two
languages, which they use in their daily routine and
they are specialised in these languages. There are
not many people fluent in more than two FL - some
interviewees even suggest it is not possible. Firstly,
because it is hard to use and keep up the knowledge
level of many languages. Secondly, because of the
nature of the Tl which leaves very little time and
space for learning and perfecting FL. However, the
interviewees claim tourists are often surprised how
well FL are spoken in Croatia. The interviewees
assess how in comparison with our neighbouring
countries, Croatia definitely shows progress. On the
other hand, in comparison with Western countries
and their citizens, Croatia lags behind. It is also
highlighted by the interviewees how in comparison
with the Italians, Spaniards and French, the Croats
have a reason to be proud because they at least
speak English, while in these countries it is not the
case. The interviewees’ attention was also attracted
to the nations with long histories such as ltalians,
French or Germans who often do know how to speak
English, but they do not want to because they think
their languages are world languages and everyone
should know them — in reality it is not true. The
interviewees argue that currently everyone speaks
English.

In addition, the interviewees point out that
nowadays it is normal for young workers to speak
at least English, while it is not the case with older
generations working in tourism. That is why the
interviewees often mention teamwork as one of
the key competencies in such heterogeneous work
surroundings. On the other hand, the interviewees
emphasise that while inexperienced workers or
fresh graduates have achieved an excellent level of
general language, their vocational language is low

level and it can be improved primarily over time and
through practice.

It was also brought to our attention not only that
different parts of Croatia have various existing
workers; they also have different labour needs. For
example, the interviewees explain how more visited
parts of Croatia and the ones with longer tourism
season, such as Istria or Dubrovnik, have shown
a better knowledge of FL compared with the rest of
the country. It can also be linked with the fact that
the more ,exposed” parts of Croatia, statistically
receive more foreign visitors, especially the wealthy
ones. The continental part of Croatia, for example, is
not so visited, at least it was not until few years ago,
due to the fact that promotional activities in tourism
focused primarily on the coastal part of Croatia.
Nevertheless, continental Croatia has lately become
much more developed and appreciated by visitors.
That is why continental tourism workers, if that has
not been the case so far, will from now on definitely
need FL skills.

What kind of foreign language needs does the
Croatian tourism industry have?

The interviewees strongly agree on the fact that
the twenty first century is an era deeply influenced
by communication and internalisation where FL
become imperative. Our interviewees highlight how
FL are a necessity for people working in the TI.

The interviewees explain it is not the same to
speak the language and to use it for work. Workers
in the Tl have an especially challenging task when
it comes to the ESP or the vocational segment of
a FL. The interviewees explain how tourism workers
need general language in all the forms, as well as
vocational language and a broad vocabulary in order
to be eloquent in a FL. They often need to explain
the menu, the specifics of some traditional products,
the manufacturing process, tasting tours, leading the
tourist through some specific space or using specific
tools such as a carriage, hoverboard or Segway. They
also encounter different types of people and it is
important to be capable of adapting the language
to a specific population. That can include senior
citizens, children, ill people, people with conditions
such as autism or Alzheimer’s disease, people with
special needs and the disabled, to name a few.
The interviewees pointed out there is considerable
vocational terminology that tourism workers need
to master. However, they suggest it is not difficult



to learn it if they are good at general language
and grammar. Furthermore, the interviewees
highlight that currently a good tourism worker or
manager in tourism cannot be someone with only
a knowledge of economics. That person has to have
multidisciplinary and holistic knowledge from many
different segments. The interviewees point out that
when talking about languages, knowledge of the
cultural and social features of an interlocutor is as
important as the knowledge of the language.

The interviewees agree on the fact that FL are the
mostimportant for tourism workers who are involved
in direct communication with tourists — hospitality
staff, activity co-ordinators, tour guides and travel
agency operators. It is important to point out that
these professions are equivalent to our explanation
of the way we have chosen our sample units.

On the other hand, the representatives of the TI
suggest there is a possibility for people without
the knowledge of a FL get a job in the TI. These are
mostly people involved in finances, bookkeeping,
legal services, delivery and auxiliary staff. The
interviewees also claim they would be able to make
and sell their tourist product without a FL. However,
these products and the entire sales process would
be of a much inferior quality. It leads us to the
conclusion on how many advantages the knowledge
of a FL implies. The interviewees explain that it
would be very desirable if a FL were spoken also by
porters, drivers and auxiliary staff. They particularly
point out the case of the auxiliary staff in tourism.

Furthermore, the interviewees in our research
mention there is one especially delicate feature of
tourism that tourism workers need to be prepared
for — crisis situations. Such situations usually occur
when dealing with foreigners or when operating in
a foreign country. In both cases, it is tourism workers’
task to solve the problem on the spot and then the
language becomes a special tool.

Except in direct and indirect contact with the
visitors, solving their problems and providing them
with services, the interviewees assess that a FL
is important for making and selling the product.
A simple mistake can significantly complicate the
whole situation.

It was pointed out by the interviewees how the
knowledge of languages also has an impact on the
course of one’s career. The interviewees explain

tourismis notacompetition on howwellsomeone will
translate something. It is about the use of language
and capability to negotiate, to be resourceful and
to manage to achieve the goals. Considering the
nature of the work in tourism, goals are mostly
sales-oriented. In addition, it was pointed out by the
interviewees that it is easier to sell, buy or achieve
better terms and conditions if the language of the
visitor/partner is spoken, because they appreciate it.
Moreover, the interviewees explain that working in
tourism, especially with foreign partners, is not only
a superficial relationship, but also rather a deeper
one in which associates visit each other, work with
each other, strive to solve problems and design
solutions. Language is an important factor in that
relationship.

We work with Japan, China and Korea and for these
markets it is like a prerequisite pointed out by our
partners to have the staff who speak the local
language, a must have. Hence, we literally have
people who were imported from these countries and
hired. And simply, that person can be the worst in
the whole world, but they speak that language and
it is the prerequisite. (Interview with an anonymous
interviewee — representative of the Tl)

Bearing that in mind, the interviewees argue that
a worker with the knowledge of a FL, or the
knowledge of more languages, will significantly
prosper in relation to the one speaking less or no
languages at all. The interviewees suggest that
progress will be seen in one’s income, tips, business
desirability, privileges and similar.

If you speak three languages, we will easily transfer
you somewhere else if needed, but if you know only
one language, it will be more difficult. Somehow
we are both limited, you as a worker and we as an
employer. (Interview with an anonymous interviewee
— representative of the Tl)

The interviewees suggest an ,ideal” tourism worker
in Croatia should have the knowledge of at least two
FL— English as obligatory and then either German or
Italian, depending on the part of Croatia they work
in. The interviewees say it would be great if that
worker were able to speak three or more languages,
but they are aware that such expectations are
unrealistic. Our interviewees, however, point out
that it would be easier for a worker to do their job
if they knew more languages — basically, tourism
workers cannot know too many languages.



The more languages you speak and the better you
speak them, the better you are as a tourism worker.
(Interview with an anonymous interviewee -
representative of the Tl)

Language is alpha and omega, the starting point of
everything. Not only the way of communication but
also the way of acquiring new trends and any kind of
knowledge about what is happening. It is necessary
to read scientific literature, develop marketing and
operational strategies, create innovative products,
and that is impossible without keeping track of the
trends in the world. (Interview with an anonymous
interviewee — representative of the HEI of tourism)

The interviewees argue that the most important
languages in the Croatian tourism are currently
English, German and Italian, followed by Portuguese
and French.

There is also an increasing need for people speaking
some rare languages, due to which they are very
highly paid. The interviewees gave examples of
such languages: Swahili, Hebrew and Indian. The
interviewees claim that the similar applies also to
Chinese, Korean, Japanese and Arabic languages
where tourists from these countries require services
provided exclusively in their language, not English.
Therefore, with an increased number of tourists
from these countries, there is a high demand for
such languages, but a very small number of people
speaking them. The interviewees have provided us
with information that Japanese-speaking tour guides
are currently the best paid. Hence, tourism experts’
suggestion to tourism workers it to learn Japanese.
At this point, it is important to emphasise the fact
that English, as a ,lingua franca”, indeed is not
a threat to multilingualism, as has also been stated
in literature review.

All the interviewees agree about one important
conclusion — the most important and the most
popular FL in Croatia is English. It is the most
common FL used by both hosts and guests. English
has been described by the interviewees as a language
that everyone has to know — an implied business
competence. The interviewees point out that many
companies in Croatia conduct job interviews in
English, they use English as official business language
and most of their business is done in English. As for
foreign partners, they also mostly communicate
in English because they are professionals and it
is expected from a professional in tourism to use

English. As suggested by our interviewees, English
is a very important factor in TE as well. Not only in
classes which teach English, but also in other classes.
Most of the relevant literature is in English and there
are many cases in which that literature is obligatory
for students. Based on these facts, the interviewees
argue that English has nowadays become a , lingua
franca” — wherever we are, whoever we talk to,
Englishis the most suitable means of communication.
The bottom line is, the interviewees describe English
as a ,must have”.

The interviewees have also unanimously agreed
that FL are an absolutely important factor for quality
tourism. Nevertheless, they stress the fact that it
has to be a quality language. The interviewees claim
it is rather common to find translation mistakes in
menu maps or business E-mails or in public sights —
they can be found anywhere in the world. However,
the interviewees emphasise it tells a lot about our
current level.

How do the existing curricula in the higher education
institutions for tourism meet the needs of the
tourism industry in the foreign language segment?

A conclusion based on the responses from the
representatives of the TI, is that at this point, the
existing curricula are not sufficiently effective in
meeting the needs of the Tl regarding FL education.
The interviewees explain it is mostly because there
is insufficient practical work, no education strategy
in tourism and a weak focus on what is relevant in
terms of teaching.

The interviewees point out new employees come
to work with different sets of skills even if they
studied the same programme. According to them,
that is so because of a huge gap in the education
system. They openly comment on the inadequacy
of education system in tourism, saying it does not
follow a clear direction. In addition, they criticise the
fact that there is no strategy of the HE in tourism,
while there definitely is the need for it, pointing out
the significance of tourism in the overall Croatian
economy. The interviewees emphasise that that
kind of unsystematic education management leads
to hyperproduction of workers who are all the same,
but they are rarely what the LM needs.

The interviewees claim many companies have needs
for languages besides English, such as Spanish,
Portuguese or French, not to mention Chinese and



Japanese, but these languages are rarely taught in
the HEI for tourism, or students are not interested
in them. Consequently, the Tl has to employ people
who have language education in these languages.
However, they are not educated to work in tourism,
which can be a significant problem for them. Such
employees are mostly experienced in teaching
or translating, so for them it is difficult to adjust
to the dynamic and the sales character of the TI.
Hence, the interviewees suggest students should be
somehow made to learn the ,, deficit” languages. The
interviewees argue that students often recognise
the benefits of learning a specific language, although
they were initially in some way made to choose it.
Moreover, the interviewees explain how languages
less popular with students are usually the ones that
the LM yearns for, so these languages could later
significantly affect both one’s career and income.

The interviewees argue the success and the level of
someone’s education does not depend only upon
the education system. Individuals themselves —
their attitude, diligence and priorities are frequently
indicators of business success. The interviewees
suggest people should understand and be more
aware of the importance of their own indications to
progress.

The representatives of the Tl also emphasise
expectations, with which fresh graduates approach
work. The interviewees suggest they should be more
aware of their capabilities and of the fact that they
cannot know everything at the start. They should
be taught there has to be an adjustment period and
during that time, they will do all sorts of assignments.
The interviewees explain that many people quit
because they think they are being underestimated,
while in reality they are just being taught about what
the Tl needs from its workers.

The representatives of the HEI of tourism concluded
the role of the HEI of tourism definitely is in
preparing quality tourism workers for the LM. They
argue that language curricula are structured towards
the achievement of these goals. However, they do
find some problems in curricula implementation. At
this point, it is important to say that each HEI has
its autonomy concerning its methods of operation
and the rules, so it is not possible to generalise
conclusions for the whole education system.
Nevertheless, it was interesting to see how they
differ and how each institution has something better
to offer than the previous one and something that
needs to be adjusted.

The interviewees explain how at the beginning of
each academic year they first introduce students to
the goals of the language course. They say these goals
are extremely important to achieve. Nevertheless,
the way of achieving them can be changed during
the process. Professors often find better examples
or more recent materials. Basically, all of them love
what they do and are trying their best to do it as
good as they can. Nevertheless, they are convinced
they have even more to offer. All of our interviewees
were Ph.D. degree holding professors, half of them
with over thirty years of experience in teaching
a language. They point out they feel like they are
giving just outlines of the matter that is much more
complex.

These concerns are especially expressed by the
interviewees dealing with undergraduates. They
should teach their students both general and
vocational language, they would like to include
practical work and they would like much more
interaction, yet, there is no room for all that. They
have a limited number of teaching hours, which are
divided into lectures and practical classes and they
usually have only one course for each language per
semester. In that one course they have to include
teaching both of general and vocational language,
cultural segments, grammar and anything else they
may find important, i.e. there are no special courses
for learning the culture or business skills in FL or
similar.

In combination with overcrowded lecture rooms,
because of unlimited enrolment quotas, the
interviewees of one University express extreme
worries in terms of the proficiency of language
teaching. They explain students where there are
eighty of them in class and students where there
are thirty or less, will not have the same language
knowledge and that difference will be relevant in
their professional environment or even when trying
to find a job.

The interviewees claim that the increasingly
popular and interesting form of practice and gaining
experience are student exchange programmes.
The most important reason for that is the fact
that they are intended for students to learn the
language of the country they are visiting. However,
the interviewees point out there are two problems
concerning this aspect. Firstly, students often come
to the foreign country and surround themselves
with people who speak their own language.



Secondly, in foreign countries, students are faced
with English as a ,lingua franca” and they usually
have the need to speak English only. Nevertheless,
the interviewees are convinced that such student
exchange programmes are good for students and for
awakening their consciousness. The interviewees
also argue that students attending exchange
programmes are more active, have different
mentality, are more open-minded, co-operate better
and are more aware of their responsibilities, among
others.

There is one more remark provided by the
interviewees. Students and their parents, as well as
some education institution administrations, deny
the importance of FL as a part of the higher TE. The
interviewees claim that is the reason why languages
do not have enough room in the curricula. Moreover,
they complain that language courses are held on
Fridays when students are not so motivated. And it
has also been noted that students often neglect FL
courses in favour of other courses that appear more
important at the moment.

The question: ,Do you think a student can learn
a language sufficiently well during their HE in
order to work or they need additional tuition?” the
interviewees assessed it is a, million dollar question”.
The interviewees argue it is up to the students how
well they will acquire the knowledge provided to
them. The interviewees emphasise they provide
their students with as much knowledge as they can
considering the learning outcomes they have set up.
Nevertheless, they cannot learn for the students.

What are possible adjustments that would improve
the system in order for the higher education
institutions for tourism to better meet the needs of
the tourism industry in Croatia?

During our interviews, the respondents have
expressed a lot of ideas and solutions on the
improvements of the education system. They also
mentioned many good examples that could be
implemented in order to improve the education
system.

Firstly, they argue that speaking a FL in the business
world provides great opportunities. The more
languages a person speaks, the better it is, especially
if these languages include some deficit and desirable
language. The interviewees suggest learning
different languages needs to be imposed in order to

satisfy both the needs of the LM and the proficiency
of individual tourism workers.

Secondly, in order to implement any changes in the
curricula, institution administrations should be more
aware of the market needs and more focused on
the necessary changes. Enrolment quotas need to
be included in such changes. They should generally
be limited and sufficiently strict in order to make
study groups of reasonable sizes. The interviewees
claim it is easier and more productive to work with
smaller groups comprising of up to thirty students.
In that way they can ask students to suggest learning
materials they are interested in, they can listen to
some videos or conversations without noises and
interruptions, they can read out texts loud and
interpret them and they become more confident
because they learn in a familiar environment. It is
also easier to implement any type of changes or
improvements into the curricula if there are smaller
groups. Basically, smaller groups are the right path
towards getting a reasonable number of high quality
and highly-skilled workers, rather than heading for
hyperproduction of inadequate manpower due to
crowded lecture halls.

Besides crowded lecture halls, the emphasised
problem with the representatives of the HEI for
tourism is insufficient hours for teaching a language
sufficiently. Student satisfaction surveys also suggest
they need more time for learning languages. The
interviewees suggest languages need to be a part of
tourism curricula throughout the studies in order to
achieve quality.

The interviewees also suggest language courses
should be balanced in terms of the extensive
content they have to address. If that is not possible,
they suggest at least adding more courses for each
language — one to teach grammar, general and
vocational language, another to teach culture and
one more to deal with business communication.
The interviewees explain such courses once existed,
but were abolished. However, there is a need for
bringing them back at least as elective courses. In
terms of course content, the interviewees say they
would prefer it if the courses were not divided into
lectures and seminar exercises.

The next suggestion provided by the interviewees
was concerning the need for a unique and applicable
policy of education in tourism. The interviewees
suggest both experts from the academic community



and the real sector need to work together in order
to learn and help each other so they could develop
curricula that would have the potential to provide
support to the current level of tourism development
in Croatia.

An interesting suggestion was pointed out by the
representatives of the HEI for tourism and it was
also intended to enhance teaching. They suggest
co-operation through professional courses in the
form of joint projects would develop student
management, operational and language skills, all
that combined with practical work.

The respondents from both sample groups
highlighted practical work as an important part
of the TE. They agree practical work should be
a fundamental part of the curricula. In that way
people learn to make arguments, react adequately
and learn vocational terminology. The interviewees
suggest students should be able to direct their
practical work towards a direction they are interested
in. However, practical work needs to be meaningfully
structured and supervised by education institutions.

The interviewees mentioned they receive opinions
that encourage the removal of FL from tourism
curricula. The interviewees react to the latter by
answering with a proposal that it could be done if
in return students could go to work or learn abroad
for some time. They believe that could be a worthy
substitute and possibly even a better solution.
Nevertheless, the interviewees are determined that
FL need to be an integral part of the HE in tourism.

Beside the language itself, the interviewees highlight
the importance of learning the cultural features.

The ultimate conclusion of our interviewees suggests
individuals are responsible for their own success
or failure. Their desire and willingness to become
quality tourism workers are the most important
starting point. Education is an additional tool that
helps to improve the way we do things. However, the
most important competencies of tourism workers
mentioned by the interviewees suggest personal
initiative is the key to success.

THE IMPLEMENTATION
OF THE RESEARCH RESULTS

This research has given us a better insight into the
issue of the Croatian education system and the
Croatian Tl features. Although we have already
provided an insight into the education system in
Croatia, the objective of this research was to enable
us to answer the research questions and address the
main concern — whether there is a gap between FL
curricula of the HEI for tourism and the needs of the
Tl in Croatia.

Cooper (2002) explains there are two basic
approachesto evaluating whether the curriculum has
met its objectives. Firstly, one is formative evaluation
anditincludesinternal evaluation, usually performed
by the institution, and the second approach is
summative evaluation, which includes a broader
view of the whole curriculum and is performed by an
outsider (Cooper, 2002). We have used the second
approach, comparing results obtained from the
representatives of the HEI of tourism with the ones
obtained from the representatives of the TI.

Based on our respondents’ answers, at this point in
Croatia there is a gap between the efficiency of FL
education in the HEI of tourism and the needs of the
TI. The interviewees claim that the reasons for such
a current state are the absence of a unique tourism
education strategy, a lack of practical work associated
with tourism studies, overcrowded classrooms and
insufficient learning hour rate — these issues self-
explain the necessary changes. Furthermore, the
interviewees suggest FL curricula would be more
effective if there were a prudent choice of languages
taught in the HEI of tourism, limitation of enrolment
quotas in order to prevent hyperproduction of
inadequate workers and emphasising awareness
that personal initiative is half way to success.

In addition to answering the research questions, this
research strived to obtain additional information and
gather opinions from the interviewees in order to
prepare and propose the possible improvements of
FL curricula at the HEI of tourism. While interviewing
our respondents, the following suggestions
appeared:

As indicated by one research, universities need to
include (and impose learning) deficit FL needed in
the industry — in the case of Croatia, that would be
Spanish, French, Chinese and Japanese;



The curricula should be formed in a way that students
get to interact as much as possible, preferably also
with the native speakers of the language they learn —
it could be done by hosting a guest lecturer or simply
hosting exchange students;

Education institutions should follow trends and
adopt successful ideas practiced by other institutions
—if we talk within Croatia, there are some universities
who obviously do a better job than the others, they
should be considered as role models, not threats;

Students need to be given an opportunity to
evaluate educational programmes because their
suggestions can be very productive — concerning
grading, lecture content, the method of teaching,
lecturer competence, etc.

The traditional method of knowledge grading needs
to be updated, so that lecturers would evaluate
the language in use — preparing and delivering
presentations, surveys, projects, course portfolio,
etc., otherwise students often learn only in order to
pass the exam;

Enrolment quotas for teaching FL at the HEI for
tourism need to be stricter — each HEI of tourism
should provide at least two languages for their
students and in such a way that each language has
approximately the same number of students (up to
thirty-five);

the HEI of tourism should be involved in lifelong
education programmes, which should also include FL
courses — this type of initiative would be profitable
for the institution itself, as well as for students and
the industry;

From time to time, lecturers should remind
themselves what it is like to learn an (/a completely)
unfamiliar FL — there are lecturer conferences
or professional training courses which challenge
teachers to learn unfamiliar languages for the first
time, so it would make them aware of how hard it is
for their students;

There are many seminars and professional training
courses for tourism workers in Croatia. There should
be initiatives for such courses (or parts of them) to be
held in a FL — in order for both visitors and speakers
to practise their FL comprehension.

The respondents from both sample groups agreed on
the fact that FL are extremely important for quality
tourism in Croatia. Moreover, the most important
competencies of a tourism worker are as follows:
communication  skills, kindness, multicultural
functioning and multicultural knowledge,
professionalism, multitasking and love for people
and tourism. They highlight that communication
in general is very important for tourism workers -
not only in terms of being fluent in at least one FL,
but also in terms of behaving adequately during
communication, being confident and — above all —
being polite in contact with visitors. Nevertheless,
the final disclosure was that there is currently
a serious shortage of adequate tourism workers in
Croatia.



Table 1: Fingings and improvements

STARTING POINTS OF THE
RESEARCH

NEEDS OF THE TOURISM
INDUSTRY

CURRENT STATE OF HEI FOR

TOURISMS CURRICULA

POSSIBLE IMPROVEMENTS

FL are a fundamental part of
education in tourism

There are different ways of
learning and improving the
knowledge of a FL

FL skills provide a
comparative advantage
upon employment

FL skills are essential in the
Tl

Tourism LM suffers from
a shortage of adequately
educated workforce

There is an unavoidable
need for the HEI in tourism
to be in harmony with the
Tl and to “provide” capable

and expert labor force

Both general and vocational

language knowledge

Multicultural functioning

Multilinguism - speaking at
least two FL

English as a must —
languages other than
English bigger competitive
advantage

Developed communication
skills

Adequate workers

Knowledge of rare FL

Multidisciplinary and holistic
education

Lack of practical work
associated with tourism
studies

Insufficient learning hour
rate

Lack of interaction

Overcrowded classrooms

Differences in amount and
choice of languages being
taught

Weak focus on what is
relevant in terms of teaching

Low appreciation rate for
FL from both parents and
students

Absence of a unique tourism
education strategy

Fully capable and expert
learning staff

Experienced professors, very
aware of importance of FL
knowledge

No specified evaluation
system criteria for FL

Curricula formed in a way
that would get students to
interact as much as possible,
preferably also with the
native speakers

Initiative for existing tourism
seminars and professional
training courses for tourism
workers in Croatia (or parts
of them) to be held in a FL

More prudent choice of
languages taught in the HEI
of tourism

Include and impose learning
of deficit FL needed in the
industry

Emphasize the awareness
that personal initiative is
half way to success

Limitation of enrolment
quotas in order to prevent
hyper production of
inadequate workers

Give students the an
opportunity to evaluate
educational programs

Encourage education
institutions to follow
trends and adopt successful
ideas practiced by other
institutions

Update the traditional
method of knowledge
grading

Remind lecturers of what it
is like to learn an
(/a completely) unfamiliar FL



Research results revealed that in Croatia there
is currently a gap between the effectiveness of
foreign language education in the tourism higher
education institutions and the needs of the tourism
industry. The main reasons that have been pointed
out are the absence of a unique tourism education
strategy, a lack of practical work associated with
tourism studies, overcrowded classrooms and
insufficient learning hour rate. It has been proposed
FL education would be much more effective if there
were a more prudent choice of languages taught in
the HEI of tourism, if enrolment quotas were limited
in order to prevent hyperproduction of inadequate
workers and if the awareness that personal initiative
is half way to success were emphasised. Based on
the research, the following possible improvements
of the FL curricula were suggested: to include deficit
FL needed in the industry; develop curricula in
a way that would allow more student interaction,
possibly with native speakers; follow trends and
adopt successful ideas from other institutions; give
more appreciation to student evaluation of the
curricula; change the way of knowledge evaluation;
limit enrolment quotas for each FL; include lifelong
education as one of higher education institutions’
areas of work; remind lecturers of what it is like to
learn a FL; include FL speakers in existing educational
seminars and professional training courses.

All the respondents included in the research had
sufficient and adequate experience to discuss the
researchtopic.Thecollectedinformationwasrelevant
and sufficient to both answer research questions
and give additional proposals for improvements of
the FL curricula. In addition, our assumption proved
true — FL skill is a necessity when working in tourism;
there is a fundamental need for the HEIl in tourism
to be in harmony with the TI; the role of education is
to meet the needs of the economy, i.e. to ,,provide”
capable and expert labour force.

Nevertheless, it is suggested that in the future
this research is repeated on a larger sample. The
interviewees have also suggested this type of
research needs to be done more frequently in order
for the academic sector to more easily keep track
of the requirements of the industry. Bearing that in
mind, we suggest further research of the subject.
It may also be interesting to see the results of
a similar research conducted on the case of another
country in comparison to Croatia.
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ABSTRAKT

Nadmérny cestovni ruch (overtourism) je problém, kterym
se zabyva mnoho védeckych pracovnikd na mnoha trovnich.
Jde o jev, ktery vznikd nendpadné a postupné. Proto ho
mnoho destinaci zacina fesit az se zpozdénim. Nadmérny
cestovni ruch byva umocnén doporu¢enimi znamych
osobnosti nebo influencerll ¢i natacenim oblibenych filmU
voblasti. U¢elem tohoto ¢lanku je analyzovat jevnadmérného
cestovniho ruchu s odkazem na manaZerské nastroje
astrategie. Clanekvychazizliterarnireserse, kterd predstavuje
nékteré vyzkumy jinych autor v oblasti overtourismu
a vztah( destinace —rezident - host. Cldnek pracuje s ptiklady
dobrych praxi a konkrétnich reSeni ve vybranych destinacich
po celém svété. Cilem je predstaveni manazerskych nastroju
a opatreni, ke kterym destinace pfristupuji pfi predchazeni
i feseni negativnich dlsledkd nadmérného turismu. Priklady
managementu cestovniho ruchu jsou popsany v destinacich
jako je Barcelona, Amsterdam, Benatky, Rim, Kodari, Bruggy,
Dubrovnik, Santorini, Island nebo Machu Picchu.

Klicova slova: Management. Nadmérny cestovni ruch.

Turismus. UdrZitelny cestovni ruch.

ABSTRACT

Overtourism is a problem that many researchers at
many levels are dealing with. It is a phenomenon that is
inconspicuous and slow. Therefore, most destinations can
only start to deal with it late. Overtourism is even worse
by the recommendations of celebrities or influencers or
the making of popular movies in the area. The purpose of
this article is to analyze the phenomenon of overtourism,
with particular reference to management tools and
strategies. The article is based on a literature review that
presents some researches by other authors in the field of
overtourism and destination-resident-guest relations. The
paper works with examples of good practices and specific
solutions in selected destinations around the world. The
aim of the article is to introduce management tools and
measures that destinations approach to prevent and
address the negative consequences of excessive tourism.
Examples of tourism management are described in places
like Barcelona, Amsterdam, Venice, Rome, Copenhagen,
Bruges, Dubrovnik, Santorini, Iceland or Machu Picchu.

Keywords: Management. Overtourism. Sustainable
Tourism. Tourism.
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S rGstem Zivotni Urovné jednotlivych statl svéta,
roste také zajem o cestovni ruch a pozndvani
novych destinaci. Zatimco v roce 1950 kazdy rok
cestovalo po celém svété 25 miliona lidi, dnes je
to témér 1,4 miliardy (Lejsek, 2019). Zrychleny rust
v mezindrodnim cestovnim ruchu prinesl vyzkumnym
pracovnikiim a podnikdim v cestovnim ruchu urcité
vyzvy. Ustfednim tématem diskuzi o cestovnim
ruchu ve 20. stoleti byly mozné negativni dopady
hromadného (masového) cestovniho ruchu. Tyto
dopady jsou zmapovany akademickym vyzkumem —
napf. Butler, 1980; Krippendorf, 1987; Poon, 1993;
Young, 1973. Masovy cestovni ruch se postupné stal
eticky, politicky a ideologicky netolerovatelnym.

Situaci, pfi které dochazi k ¢etnym ¢asto nezvratnym
zménam kvUli priliSné navstévovanosti destinace, lze
oznacit terminem “overtourism”. Ten se do CeStiny
preklada jako nadmérny cestovni ruch. Ten se vyvijel
a pfimo souvisi s rostoucim vyvojem neudrzitelného
masového cestovniho ruchu (Milano, 2017). Studie
UNWTO (2018, strana 4) definuje overtourism jako
,dopad cestovniho ruchu na destinaci nebo jeji ¢dsti,
ktery negativné ovlivriuje vnimanou kvalitu Zivota
obcani nebo kvalitu zaZitkd ndvstévniki

Destinace musi ¢asto resit negativni nasledky, které
sebou fenomén overtourismu nese. Nadmérné
navstévovana mista lze najit prevainé ve velkych
méstech, ale vyjimkou nejsou ani opusténé
ostrivky, proslavené napriklad filmem. Podobna
situace je také na nékterych specidlnich mistech,
kde bézné lidé nebydli a nachazi se zde napfiklad
pamatky UNESCO. Zebfitek téch nejzadanéjsich
nejnavstévovanéjSich mést vede kazdorocné firma
MasterCard (MasterCard index, 2019). Patfi mezi né
opakované Bangkok, Londyn, Pafiz, Dubai, New York,
Istanbul nebo Singapore.

Overtourism je problém, ktery vznikd nendpadné
a postupné. Proto ho vétsina destinaci zacina resit az
ve chvili, kdy uz je problém pfilis a nékdy je i pozdé
na zachovani plavodniho stavu destinace. Zatimco
navstévnici chtéji zazit autenticky pocit mistnich
obyvatel, opravdovi mistni obyvatelé se stéhuji do
mist, kde nejsou ohroZovani nadmérnym nocnim
hlukem, svétlem a davy bavicich se lidi. Nejen mistni
lidé vSak trpi. Stejny negativni dopad zaziva také
infrastruktura, samotné pamatky nebo pfiroda.

Mnoho soucasnych evropskych meést se pysni
nalepkami jako ,,mésto pro party“ nebo ,mésto, kde
je levny alkohol”, napf. Berlin (Novy, 2017), Praha
(Pixova & Sladek, 2017), Lisabon (Colomb & Novy,
2017), véetné mést Casto vybiranym k rozluckam se
svobodou (Eldridge, 2010; Iwanicki et al., 2016).

Podle Webra et al. (2017) je nutné k prevenci
overtourismu znat nosnou kapacitu destinace,
protoZe pokud je tato kapacita dosaZzena, dalsi nardst
navstévniklh muUZe znamenat kritické problémy.
Nosnd kapacita je definovana jako maximalni
udrzitelné zatizeni Uzemi populaci urcitého druhu
(Zelenka & Paskova, 2012). Podobné definuje
nosnou kapacitu také UNWTO (1981) — ,maximalni
pocet ndvstévniku destinace v jednu chvili bez
toho, aniZ by to zpusobovalo destrukci fyzického,
ekonomického a sociokulturniho prostredi a snizeni
kvality spokojenosti navstévniki.”

Koncept nespokojenosti obyvatel v souvislosti
s cestovhim ruchem neni novym pojmem.
Sharpley (2014) datuje literaturu ,hostitel-host” do
Sedesatych let a naznacuje, Ze se jednalo o jedno
z nejvice zkoumanych témat v cestovnim ruchu.
Doxeylv , Irridex” z roku 1975 jiz tehdy naznadil, jak
jsou destinace ovlivnény cestovnim ruchem podle
faze v modelu Zivotniho cyklu (Butler, 1980). Vétsina
brzkych vyzkum se vSak zaméfila na nerovné vztahy
mezi hostiteli a hosty, ¢asto v kontextu rozvojovych
zemi.

Pfi hledani spojeni klicovych slov ,overtourism”
a ,management” na Web of Science, bylo nalezeno
27 zdznamd, kde publikovalo 78 autor(, z toho 24
bylo odbornych ¢lank( a 1 review. Nejcastéji citovany
dokument byl Koens, K. et al. (2018) Is overtourism
overused? Understanding the impact of tourism in
a city context a Gonzalez et al. (2018) Overtourism:
Resident’s perceptions of tourism impact as an
indicator of resident social carrying capacity — Case
study of a Spanish heritage town. Nejvice relevantni
zdroje jsou journaly Sustainability (10 ¢lank(), World
hospitality and tourism themes (5 ¢lankd) a Journal
of sustainable tourism (3 ¢lanky).

Nékolik studii v minulosti zkoumalo vztah mezi
lokalitami / aktivitami cestovniho ruchu a postoji
mistnich obyvatel na zakladé hypotézy, ze ,Cim
blize obyvatel Zije k atrakcim cestovniho ruchu, tim
negativnéjsi bude jeho vnimadni rozvoje cestovniho



ruchu” (Harrill, 2004, s. 253). Tyrell & Spaulding
(1984) zjistili, Zze obyvatelé ostrova Rhode Island
méli nepriznivé postoje vUci turistickym zafizenim v
blizkosti svych domov kvili odpadkim a znecisténi.
Gursoy & Jurowski (2002, citovano v Harrill 2004)
zjistili, Ze obyvatelé, ktefi ¢asto vyuzivali nedalekou
narodni rekreacni oblast, byli silnéji proti rozvoji
cestovniho ruchu nez obyvatelé, ktefi ho navstévovali
meéné Casto. Kromeé toho Harrill & Potts (2003) zjistili,
Ze obyvatelé v blizkém sousedstvi k turistickému
centru Charlestonu trpéli negativnimi dopady
z cestovniho ruchu a méné podporovali rozvoj
cestovniho ruchu nez obyvatelé jinych komunit dale
od centra. Allen a kol. (1993) zjistili, ze délka pobytu
navstévnikl vyznamné neovlivnila postoje k rozvoji
cestovniho ruchu v 10 venkovskych komunitach v
Coloradu. Naproti tomu studie s nazvem Wisconsin
od autorli Girarda & Gartnera (1993), studie Montana
autord McCoola & Martina (1994) a studie Virginia
od Williams et al. (1995, citovano v Harrill, 2004)
bylo zjisténo, Ze dlouhodobi obyvatelé podporovali
rozvoj cestovniho ruchu vice nez kratkodobi
obyvatelé. V jiném vyzkumu bylo zjisténo, ze pohlavi
stalych obyvatel je lepsim prediktorem jejich postoju
k rozvoji cestovniho ruchu. Naptiklad Mason &
Cheyne (2000) zjistili, ze Zeny méné podporovaly
rozvoj cestovniho ruchu nez muzi kvlli vnimanym
negativnim dopaddm jako je narlst dopravy, hluk a
kriminalita. Podobné vysledky uvedl|i Harrill & Potts
(2003) ve své studii Charleston, SC.

Pinkster & Boterman (2017, s. 470) uvadéji, ze ,mezi
obyvateli a viddnimi institucemi rostou novad napéti
ohledné potreby regulovat méstsky cestovni ruch
vs. potfeba generovat pfijmy pro mésto”. Colomb
& Novy (2017) tvrdi, Ze tvarci méstské politiky
zhorsuji negativni dopady cestovniho ruchu, protoze
vychazi z predpokladu, Ze cestovni ruch je snadno
propagovatelnym odvétvim a vyZzaduje jen malo
verejnych investic. Sommer & Helbrecht (2017)
poznamenavaji, Ze stavajici literatura postrada
prispévky tykajici se zplUsobu, jakym spravni organy
zpochybnuji dav, hluk a odhazovani, coz jsou hlavni
dlvody nespokojenosti mnoha mistnich obyvatel.

Uc¢elem tohoto ¢lanku je analyzovat jev nadmérného
cestovniho ruchu s odkazem na manazerské nastroje
a strategie. Clanek pracuje s ptiklady dobrych praxi
a konkrétnich reSeni ve vybranych destinacich po
celém svété. Cilem je predstaveni manazerskych
nastrojii a opatreni, ke kterym destinace pfistupuji

pfi predchazeni i feSeni negativnich duasledki
nadmérného turismu.

Vzhledem k charakteru tématu, respektive
nastaveného cile, byly pro jeho dosaZzeni vyuzity
predevsim metody z oblasti kvalitativniho vyzkumu.
Jak z nazvu prispévku vyplyva, dana problematika
byla teSena prostrednictvim vhledu do praxe
vybranych destinaci. To bylo umoznéno vyuZitim
metody pripadové studie, kterou lze popsat jako
detailni studium jednoho ¢i nékolika malo pripadd za
ucelem aplikace ziskanych poznatkl pfi porozuméni
pfipadim obdobnym (Hendl, 1997). V pfipadé
daného prispévku pak bylo vyuzito kombinace
nékolika jednotlivych pripadovych studii vybranych
destinaci. U¢elem téchto studii bylo predstavit $irsi
spektrum mist, ktera se potykaji s problematikou
overturismu. Pfi moZném poctu proménnych, které
by bylo tfeba u jednotlivych destinaci méfit v pripadé
kvantitativniho Setfeni, nebo pti pouZiti klasickych
yLarge-N“ studii (Given, 2008), se jevi zvolena
metoda, i s ohledem na cilovou skupinu c¢tenard,
jako efektivni (Gerring, 2007).

Pfes Siroké uplatnéni metody pripadovych studii
v rdznych oborech védeckého zkoumani, je jeji
definice dosud ponékud vagni (Given, 2008). To
vsak v disledku umoznuje jeji adaptaci pro zvoleny
obor zkoumani bez toho, aniz by doslo k zasadnimu
zkresleni vysledkd (Yin, 2003). Proto v tomto pfipadé
byly pfi popisu danych destinaci vyuzity i prvky dalsi
kvalitativni metody - analyzy mista. Tak bylo mozné
na destinace nahliZet i z hlediska takovych faktor(,
jako je chovani lidi v danych oblastech, vyskyt
bezdomovectvi ¢i jinych negativnich socialnich jev(
(Holloway & Hubbard, 2001).

Samotny vybér zkoumanych destinaci pak
nasledoval konstruktivistickou logiku, ktera vychazi
z predpokladu, Ze pripadova studie, ma-li prinést
rozsiteni stavajici teorie, by méla byt realizovana
na takovych subjektech, u kterych Ize predpokladat
moznou generalizaci vysledk( Setreni (Given, 2008).
Zaroven vsak neni nutné, aby vybrané subjekty
pripadovych studii splfovaly kritéria pro statistické
zobecnéni (Yin, 2003). Byly proto vybrany takové
destinace, u kterych je moZné pozorovat obecné jevy
overturismu, priCemzZ v daném pripadé neni dalezita
samotna destinace, ale vyskyt a projev daného jevu
(Lijphart, 1975).



KONKRETNI OPATRENI DESTINACI

Ze SirsSiho hlediska lze v managementu destinace
vyuzit Ctyti strategie k fizeni negativnich dopadu
cestovniho ruchu (Eagles, McCool & Haynes,
2002). Tyto strategie jsou fizeni nabidky a poptavky
po cestovnim ruchu, fizeni schopnosti zdroji a
Fizeni dopad( cestovniho ruchu. Rizenim nabidky
cestovniho ruchu Ize dosahnout tfeba snizeni poctu
mist ¢i lGzek k ubytovani. Prikladem je Island, kde
zavedli dan pro ty, co pronajimaji své nemovitosti
pro sluzbu Airbnb po vice nez 90 dni v roce (Kim,
2016). V hojné navitévované Barceloné (Spanélsko)
rada mésta omezila vystavbu hotell v centru mésta
a omezila soukromé prondjmy v domacnostech.
Barcelonskd radnice zaroven vyhlasila stop stav
pro udélovani licenci, které jsou pro provozovani
najemniho ubytovadni nezbytné. V Barceloné je
pocet 75.000 lGzek v hotelech a dalSich 50.000 lazek
v legalnich podnajmech typu Airbnb. Nicméné je
odhadovano dalSich 50.000 ilegdlnich lGzek, které
jsou pronajaty pfimo na ulicich (Plush, 2017). Také
v Bendtkach (ltalie) je zakazana vystavba novych
ubytovacich zafizeni a omezuje se i pocet stavajicich
(Buckley, 2017).

Rizenim poptavky po cestovnim ruchu destinaéni
management ovlivni napfiklad dobu, po kterou lze
setrvat v destinaci nebo omeazi celkovy pocet turista,
ktefi jsou vpusténi. Tuto strategii vyuZiva destinace
Machu Picchu (Peru), ktera stanovila limit 2500
navstévnik( denné. Vstup na popularni Inca Trail je
omezen 500 lidmi denné a umoznén jen s oficidlnim
pravodcem ve skupiné max. 16 lidi (Prakash, 2017a;
Diamond & Olito, 2019).

Strategie fizeni schopnosti zdrojli cestovniho
ruchu vede k lepSimu zvladani mnozstvi turist(.
Zdroje cestovniho ruchu jsou z definice (Zelenka &
Paskovd, 2012) souhrny pfirodnich a spolecenskych
predpokladli pro rozvoj cestovniho ruchu na
daném uzemi. RozliSujeme primdarni a sekundarni
zdroje cestovniho ruchu. Primarni jsou ty, které by
v destinaci existovali i pfes neexistenci cestovniho
ruchu. Sekunddarni jsou potom pfimo vybudovany
pro cestovni ruch a bez néj by nemély v destinaci
dlvod existovat. Prikladem destinace, vyuzivajici
tuto strategii, mUzZe byt Kodan (Dansko), ktera pfrijala
nékolik opatfeni ke sniZeni nasledk( overtourismu.
Mésto se pokusilo rovnomérné rozmistit turisty po
celém meésté, vytvofilo tiché zény pro obyvatele
a nastavilo pravidla pro otevirani novych bar(i a

restauraci v mistech, kde uz jich nékolik existuje
(Brandy, 2019).

Strategie fizeni dopadld cestovniho ruchu je
redukovanim negativnich dopad( pomoci zmény
zpUsobu vyuZiti mista, rozptylenim nebo naopak
koncentrovanim vyuziti zdroje pro cestovni ruch.
Vhodnou nabidkou cestovniho ruchu lze turisty
rozptylit do vétsi plochy destinace (¢i do blizkych
destinaci, které uvitaji vice turist(). Pfikladem dobré
praxe jsou Bruggy (Belgie), kde planuji omezit pocet
vyletnich lodi, které mohou zakotvit v pristavu
Zeebrugge. Aktudlné jich tam mulzZe byt zaroven
pét, nové by to vSak mély byt pouze dvé. Plavebni
spolecnosti budou rovnéz pozadany, aby v Bruggach
kotvily spiSe v pracovni dny, ¢imz by se mohly pocty
turistl alespon castec¢né rozmélnit (Marcus, 2019;
Gutteridge, 2019).

Destinacni managementy v exponovanych oblastech
vyuzivaji  nejrlznéjSich  konkrétnich  opatreni.
Z vyzkumu jednotlivych destinaci vychazi nasleduijici
metody. K hojné vyuZivanym patfi stanoveni
sezénnich nebo docasnych limitd vyuZiti destinace.
Pfikladem je Dubrovnik (Chorvatsko), ktery zasahl
nenadaly pfiliv turistl po vysilani serialu Hra o trany.
Tento priliv vSsak mésto nedokazalo zvladnout, a tak
v srpnu roku 2017 oznamil starosta Dubrovniku plany
na snizeni maximalniho poctu turistd povolenych
ve mésté denné v rozmezi 4000 az 8000 v pristich
dvou letech misto dosavadnich 10.000 (Wiley, 2019;
Diamond & Olito, 2019). Znamy je také priklad
ostrova Santorini (Recko), ktery je hlavné v 1été ¢asto
prelidnény. Kvali nekoncicimu pfilivu navstévnik(
ostrov vydal nafizeni, podle kterého muzZe navstivit
Santorini jen 8000 lidi z vyletnich lodi denné. Rok
pred timto opatfenim navstivilo ostrov 18.000
turistd. Samotné misto ma vice nez 25 000 obyvatel
(Prakash, 2017b; Diamond & Olito, 2019).

Metodou omezeni mlze byt i limitovani velikosti
skupiny nebo Uéelu skupiny. V Barceloné (Spanélsko)
byl na velkém trhu La Boqueria zakdzan pfistup
skupinam, které maji vice nez 15 osob v dobé od 8:00
do 15:00 v patek a sobotu. Pred zakazem velké davy
lidi blokovaly ¢asto cely provoz kvuli fotografovani.
Tim puUsobili znacné potize prodejcdm i stalym
zdkazniklm (Diamond & Olito, 2019). V Amsterdamu
(Nizozemi) méstska rada nechala koncem loriského
roku odstranit slavny napis ,| amsterdam®, protoze
se v jeho blizkosti shromazdovalo velké mnozZstvi
lidi. Zakazala také organizované prohlidky ctvrt
cervenych luceren (Marcus, 2019). Destinace



muzZe vyuzit také metodu limitovani délky pobytu.
Pro Machu Picchu (Peru) plati omezeni vstupu turisty
na 3 hodiny - jde o vstupné na dopoledne nebo
odpoledne (Prakash, 2017a).

Redukujici metodou je i nutnost predregistrovani
vstupu do destinace. Od roku 2020 budou mit
turistické autobusy pristup do Hallstattu (Rakousko)
pouze tehdy, pokud si koupi jizdenku na urcity casovy
Usek predem. Vesnice Hallstatt kazdoroc¢né prilaka
pres milion turistd. V Ciné se tato vesnice stala
natolik popularni, Ze v roce 2012 tam byla postavena
jeji replika (Diamond & Olito, 2019).

Cenova politika je v praxi mocnym nastrojem
pro usmérnéni toku navstévnik(. V Barceloné
(Spanélsko) bylo zatim v testovacim rezimu zavedeno
zvyseni cen parkovného pro autobusy s turisty
zastavujici u Magické fontdany, coz je jedno z hlavnich
turistickych mist mésta. Cena za hodinu parkovani
by méla zdraZit ze 4,50 eura na 36 euro (Plush,
2017). Také Kubu navstévuje rocné velké mnozstvi
turistl (aZ 3,5 milionu). To vede k nedostatku jidla
pro mistni obyvatele, ktefi nejsou schopni zaplatit
spoustu zakladnich a Zivotné duleZitych véci, protoze
vlivem nardstajiciho cestovniho ruchu vyskocily ceny
nemovitosti nebo potravin. Kubanska vlada zavedla
cenové limity na zakladni potieby, aby udrzela
cenovou hladinu dostupnou pro mistni obyvatele
(Diamond & Olito, 2019).

Zavieni oblasti patfi mezi metody méné oblibené,
ale v nékterych pripadech nutné. Thajska plaz Maya
Bay, ktera se proslavila diky filmu Plaz s Leonardem
DiCapriem, musela byt kvali turistdm uzaviena aZz do
roku 2021. Dvodem byly davy turistl (az 5.000 lidi
denné), ale také poskozeni ekosystému destinace
(Holden, 2019; Wiley, 2019).

Metodou castecného omezeni pro navstévniky je
budovani bariér pohybu v destinaci ¢i budovani
nejrliznéjsich zén. Budovani bariéry vstupu vyuzil
napriklad ostrov na Bahamach. Ostrov Big Major Cay
(Bahamy) je znam predevsim plavajicimi prasaty. V
poslednich letech ale zacala houfné umirat. Problém
se ukazal opét na strané nadmérného cestovniho
ruchu. Navstévnici totiZz prasata radi krmi. Majitelé
prasat chtéji zavést omezeni, kterda by prasata
ochranila. Navrhli stanovit hranic¢ni ¢ary, kde budou
turisté moci vidét a fotografovat prasata, ktera
plavou ve vodé, ale nebudou mit moZnost je krmit
(Ross, 2017). Dalsi bariéry vstupu zaved| také Rim

(Italie). Mésto zakazalo vjezd turistickych autobusl
do centra (The Local, 2016).

K metodam omezujicim chovani turistd patfi
nejriznéjsi pozadavky na chovani turistd. Napriklad
v Benatkach (Italie) je zakazano chodit po mésté jen
v plavkach, poradat pikniky na mistech, ktera k tomu
nejsou urCena nebo zanechavani ,zamilovanych
zamkd“ na mostech. Pro mésto je totiz pocet
navstévnikd okolo 22 milionl rocné jiz velkou
zatézi. V ulicich Ize najit také vice policejnich hlidek,
které maji za ukol dohlizet na vhodné chovani osob
(Diamond & Olito, 2019). V Rimé (ltalie) uUrady
zavedly zdkaz sezeni na Spanélskych schodech.
Ddvodem byly nejen obavy o jejich poskozeni, ale
také lidé, ktefi se na ni zdrzuji pfilis dlouho a blokuji
ostatni. V loniském roce také mésto zakazalo pouli¢ni
umeélce, ktefi se oblékali do historickych postav
(Wiley, 2019; Diamond & Olito, 2019). Podobné
omezeni zavedla také letos (2019) Praha (Cesko).
Z centra mésta vykazala lidi prevlecené za plySové
postavicky nebo ty, co vytvari pomoci roztokd bubliny
¢i jinak znedistuji okoli — napt. malba pomoci spreji
(CTK, 2019). V praxi mohou vznikat také nejriiznéjsi
kodexy, které uci navstévniky spravnému chovani
v destinaci. Saudska Arabie predstavila svij ,Rules of
Conduct for Foreign Tourists”, ktery slouZi jako navod
pro spravné a zadouci chovani turistl v destinaci.
Kromé poZadavk(l na vhodné obleceni lze nalézt
také pozadavky na zachovani vodnich zdroj(, Setrné
vyuzivani energie, apod. PoZadavky se tykaji také
ochrany prirodniho bohatstvi a chovani v kulturnich
pamatkach (Rules of Conduct, 2019).

Marketingovym nastrojem je také tzv. demarketing.
Jde o aktivity k utlumeni nadmérné poptavky, tedy
omezeni poptavky po produktu. Demarketing jako
proaktivni nastroj k fizeni poptavky po cestovnim
ruchu doporucuji vyzkumy autord Beeton (2001,
2003), Beeton & Benfield (2002), Groff (1998)
a Wearing & Archer (2001, 2005). Prikladem z praxe
je turistickd centrdla v Bruggach (Belgie), kterd
prestane inzerovat v okolnich vétSich méstech, jako
napriklad v Bruselu ¢i Pafrizi tak, aby se omezily
navstévy jednodennich vyletnikd. Kvali nim totiz
mésto prichazi o mnozstvi penéz z ubytovani.
Aktudlné navstévnici prevySuji obyvatele Brugg
v poméru tfi na jednoho (Gutteridge, 2019).

Problémem, ktery je spojeny s overtourismem,
je znacny Ubytek mistnich obyvatel ve vytizenych
mistech. Z destinace se potom stava néco jako



skanzen, ktery je plny atrakci pro navstévniky, ale
mistni obyvatelé uz k vidéni pfiliS nejsou. S timto
Pocet mistnich obyvatel se v poslednich letech
neustale zmensuje, odhady hovofi o 55 ftisicich
mistnich obyvatel. Podle nékterych odbornik(i by
dokonce plvodni obyvatelé mohli do roku 2030
z Benatek zcela zmizet (The Local, 2019). Napravou
Prikladem mUZe byt sicilska obec Cammarata (ltalie),
ktera rozdava lidem, ktefi jsou ochotni bydlet
a zridit trvalé bydlisté na tomto misté staré domy za
symbolickou cenu. Budouci majitelé se musi zavazat,
Ze nemovitost do tfi let zrenovuji, a zaroven musi
predstavit kompletni plan rekonstrukce. Podobné
také dalsi dvé italskd mésta Zungoli v Kampanii
a Mussomeli na Sicilii. Problémem téchto mést je,
Ze neleZi u more a i presto Ze jsou plné historickych
budov, malebnych ulicek a v pripadé Zungoli také
vinohrad(, dochazi v nich k vylidnovani a tim také
poklesu mistni ekonomiky ( , 20193,
2019b).

Overtourism je jev, na ktery se upozoriiuje hlavné
v poslednich nékolika letech. Je to subjektivné
vnimany problém, protoZe to, co nékterym pfijde
jesté jako udrzitelné v dané destinaci, jinym mze
prijitjako jiz prilis. Hojné navstévovand mista pfichazi
kvUli pfiliSnému turismu také o své trvalé obyvatele.
Nékde se dokonce odhaduje, Ze do nékolika let zmizi
trvali obyvatelé Uplné a z mista se stane do jisté
miry opusténad turisticka atrakce. Metod, jak udrZet
cestovni ruch v urcité hladiné, existuje mnoho.
Ne vSechny metody jsou vSak vhodné pro vsechny
destinace. | v popsanych pfikladech je vidét, Ze
je overtourism feSen komplexné. Je proto nutné
destinaci fidit jako celek a doplfiovat jednotliva
feSeni navzajem k celkovému prospéchu vsech
zdjmovych skupin.


http://Novinky.cz
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Jedna se o jedinou knihou na téma lazenstvi a fizeni
lazni na ¢eském trhu, kterd se touto problematikou
zabyva komplexné. Autofi se problematikou lazenstvi
zabyvaji dlouhodobé. V knize se vénuji predevsim
marketingovému  fizeni lazenskych organizaci
a podnik(. Kniha obsahuje 11 kapitol a je rozdélena
na dvé hlavni ¢asti: I. Lazenstvi a Il. Management
a marketing lazenskych zafizeni. Prvni ¢ast popisuje
lazné a lazenstvi v Evropé a Ceské republice.
Dale se zabyvd sluzbami lazenskych zafizeni
a systémem fizeni cestovniho ruchu a lazenstvi
v Ceské republice, a to od kompetenci Ustfednich
organ( pres regionalni organy aZz po zajmové
a neziskové organizace v oblasti lazenstvi. V zavéru
prvni ¢asti jsou popsany nejdalezitéjsi mezinarodni
organizace v oblasti cestovniho ruchu a lazenstvi,
a to jak na vladni i nevladni Grovni. Druha ¢ast se pak
vénuje obecné fizeni nejenom lazenskych zafizeni,
ale i dalSich organizaci v oblasti cestovniho ruchu.
Je zde popsan management lazenskych podnik,
marketingovy vyzkum, analyza prostiedi a vybér
cilovych trh(. Autori se vénovali také zakladnimu
marketingovému mixu ve vztahu k lazenstvi —
produkt, cena, distribuce a komunikace. Specialni
pozornost je vénovana interni a externi komunikaci
v lazenskych organizacich a lazeriskych ubytovacich
zafizenich.

Samostatna kapitola je vénovana marketingové
komunikaci. V kapitole o marketingovém mixu vSak
chybi rozsifeny marketingovy mix, kde pro lazenska
zafizeni jsou pravé nejdualezitéjsi ,P“ rozsifeného
marketingového mixu. Nejen v lazenskych zafizenich,
aleivdalsich sluzbach v cestovnim ruchu se uplatiuji
tato ,P“: people — lidé, partnership — spoluprace,
packaging and programming — tvorba produktovych
balickd a program(. Pro lazenstvi je predevsim
dilezité ,P“ — people, které zahrnuje jak vztah
poskytovatelll sluzeb ke klientim ¢i pacientdm, tak
vliv klientl v hromadnych zafizenich na spokojenost
ostatnich navstévnikd a konecné chovani mistnich
obyvatel a samospravy v lazenskych mistech.
Nejedna se tedy jen o interaktivni marketing. Balicky
jsou pak dulezité predevsim pro preventivni lazeriské
pobyty a wellness pobyty samoplatcli a dalezita je
i spoluprace lazenskych zafizeni se samospravou
a destina¢nimi spolecnostmi.

Kniha uvadiradu priklad(i zdomaciizahranicni praxe,
véetné rady tabulek, schémat ailustraci. Podle autort
je kniha urcena predevsim studentim vysokych skol,
vyssich odbornych Skol a stfednich Skol, ktefi studuji
cestovni ruch, pracovnikdm lazenskych organizaci
a ubytovacich zatizeni a vSem dalsim, ktefi maji zajem
se hloubéji seznamit s implementaci marketingového
fizeni v lazenstvi. Tato kniha muze slouzit nejen jako
ucebnice lazenstvi, aleijako studijni material pro dalsi
predméty studentl cestovniho ruchu: Management
podnik(l cestovniho ruchu, Marketingovy vyzkum
v oblasti sluzeb a cestovniho ruchu, Strategicky
a takticky marketing, Marketingové planovani
a obecné principy marketingového mixu. Pfipominka
k rozsifenému marketingovému mixu neméni nic na
tom, Ze se jednda o dosud nejlepsi publikaci v oblasti
lazenstvi, ktera byla v ¢estiné publikovana.
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Studia Turistica is an academic journal in the field of tourism, issued by the College
of Polytechnics Jihlava, Czechia since 2010. The journal is the first Czech registered
online electronic professional periodical which focuses on tourism issues. The
aim of the journal is to provide academic staff, researchers, practicing specialists,
students and the wide public with an overview of specialist issues related to the
multidisciplinary substance of tourism.

Potential papers are offered the following topics for publication: tourism economics,
tourism management, destination management, theory of tourism, regional
development of tourism, sustainable development of tourism, statistics, GIS
applications, geography of tourism, pedagogy and didactics of tourism, tourism
marketing, tourist guide activities, sociology and psychology focused on tourism,
philosophy of travel, transport, hospitality, animation and recreational sports,
pedagogy of leisure time and recreology.

Studia Turistica is published in three volumes per year. Regular papers should
normally be between 4,000 and 15,000 words. Longer or shorter papers will also
be considered. Submitted papers must combine theoretical concepts with practical
applications or empirical testing.
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