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Priloha ¢. 3
Oponentské posudky

Name and surname of the of the Habilitation Thesis Examiner: Prof. dr Andriela Viti¢ Cetkovi¢
Current position, office address and contact details: full professor, University of Montenegro, Faculty of Tourism adn Hotel Management,
Stari grad 320, 85330 Kotor, MONTENEGRO. Email: andriela@ucg.ac.me,

OPPONENT'S REVIEW
of the habilitation thesis

1. Relevance and Scientific Significance of the Topic (Evaluation of the significance of the addressed issues within the context of current scientific knowledge, the level of
complexity of the chosen topic, and the clarity of the scientific problem definition.)

Service quality in hospitality is one of the most researched topics in tourism and hospitality studies. Accordingly, the submitted habilitation monograph addresses the issue of service
quality in the hotel industry, which represents a significant and long-standing research area in management. This is a topic whose importance has grown even further in recent years,
not only due to increasing customer demands regarding the level and complexity of services, but also in connection with the intensifying competitive environment, the development
of digitalization, the growing importance of customer experience, and the need for strategic quality management as a decisive factor of competitiveness.

In the introductory sections of the work, the author correctly points out that the quality of hotel services is no longer perceived merely as a supplementary attribute of the offer, but
rather as one of the key determinants of guest satisfaction, loyalty, positive word-of-mouth effects, and the overall market success of a hotel enterprise. | positively evaluate the fact
that the issue of service quality is not approached narrowly as a matter of compliance with standards, but rather in broader contexts that include the management of customer
expectations, the perception of quality, employee behaviour, organizational processes, and the overall customer-oriented focus of the enterprise. Such a comprehensive approach
has not only academic but also strong practical relevance in global tourism and hospitality environment.

Thus, the issues addressed in a habitation thesis are significant, as they align with ongoing academic and industry debates about how service quality shapes long-term success in
hospitality in age of digital communication and technological innovations.

2. Thesis objectives and their Achievements (Assessment of the clarity of the objectives, their logical structure, and the extent to which they have been achieved within the
submitted scientific text.)

The objective of the monograph is formulated clearly, unambiguously, and concisely. The author declares the intention to analyse the system of quality management in hotel
establishments, identify its key determinants, and formulate recommendations for its more effective application in practice. | consider this objective to be appropriate in terms of
both scope and the scientific focus of the habilitation thesis. It is sufficiently ambitious, yet realistic and methodologically feasible.

Itis also important to note that the objective of the work is not merely stated formally but is consistently developed throughout the entire monograph. The work is structured logically
from the theoretical grounding of the issue, through the methodological framework, followed by empirical verification, to the formulation of conclusions and recommendations. The
individual chapters are coherently interconnected, and their content aligns with the central purpose of the work. From this perspective, it can be concluded that the objective has
been fulfilled not only at the declarative level, but also in terms of substantive content and argumentation.

The author successfully integrates theoretical foundations with empirical analysis and subsequently translates them into recommendations applicable in practice. This enhances the
overall value of the work and demonstrates the author's ability not only to reproduce existing knowledge, but also to analyse, interpret, and further develop it towards practical
application.

Overall, | consider the topic of the work to be current, professionally relevant, and appropriately chosen for the purposes of habilitation proceedings. It can also be concluded that the
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stated objective has been achieved in the submitted monograph. Finally, regarding the scope of problem addressed in the topic, it is appropriate, while there is consistency between
the specific content of the topic and the title of the topic.

3. Suitability of the Methods and Methodology (Assessment of the methodological and technical aspects of the work, identification and definition of key concepts, correctness
of data processing, and the appropriateness of the chosen research apparatus.)

The methodological framework of the work can be considered appropriately designed and consistent with the nature of the examined issue. Service quality management is a
multidimensional phenomenon that cannot be captured from a single perspective. The author is aware of this fact and therefore combines theoretical, analytical, and empirical
approaches within the work. Such an approach is appropriate, as it enables not 0111y the systematization of existing knowledge but also its empirical verification under specific
conditions of the hotel environment.

From a methodological standpoint, J. particularly appreciate that the author builds on established approaches to measuring service quality while appropriately reflecting the
specifics of the hotel industry, where the subjective perception of the customer plays a decisive role. In the service sector, quality cannot be reduced merely to technical or
objectively measurable indicators; what matters is how the customer perceives the service, compares it with their expectations, and what overall experience they derive from its
consumption. The author correctly accepts this premise and builds the methodology accordingly.

The empirical part of the monograph is based on a questionnaire survey conducted among customers of hotel establishments. This research design is appropriate with respect to
the objective of the work, as it allows for the identification of perceived quality, customer satisfaction, and attitudes toward the services provided. | appreciate that the author
does not limit the analysis of service quality to a purely descriptive level, but also links it to other important variables, particularly guest satisfaction and loyalty. This adds greater
analytical value to the work.

A particularly positive aspect is the use of concepts and models that represent standard tools for examining service quality, including approaches based on the gap between
expectations and perceived quality, as well as the application of the KANO model in identifying the importance of individual service attributes. Such a methodological approach
provides not only a solid theoretical foundation but also enhances the credibility of the results, At the same time, it increases the practical applicability of the findings, as the
identified attributes can be translated into managerial decision-making in hotel operations.

Another contribution of the methodological approach is the effort to capture hotel service quality in a more comprehensive manner not merely as an isolated phenomenon, but
as one interconnected with other areas of management, particularly customer satisfaction, employee behaviour, and guest-oriented processes. In doing so, the author
methodologically suggests that service quality in hospitality should be understood as a broader managerial concept rather than merely a set of partial parameters.

Despite the overall positive evaluation of the methodology, several substantive remarks can be made. However, these should not be seen as fundamental shortcomings, but
rather as opportunities for further refinement* In some parts, it would be beneficial to provide a more detailed description of the research sample selection, particularly with
regard to its structure, representativeness, and the possibilities for generalizing the results. it would also be useful to state the limitations of the research more explicitly, for
example in relation to the segment of hotel establishments from which the respondents were drawn, the voluntary nature of participation, and the subjective character of the
responses.

As an additional remark, in some methodological sections it would be possible to further elaborate on the analytical and statistical procedures applied. Such clarification would
strengthen the transparency of the research process and improve the reproducibility of the study. Despite these partial reservations, | evaluate the methodological aspect of the
work positively. The methods used are appropriate to the objective of the study, the author applies them with adequate professional competence, and the result is a
methodologically coherent text that provides a convincing framework for the interpretation of empirical findings.

4. Evaluation of the Theoretical Framework and Knowledge Base (Demonstration of theoretical knowledge regarding the topic and the quality of processing information sources.)

The knowledge base of the submitted monograph is extensive, relevant, and generally meets the requirements placed on a scientific monograph. The author draws on both
domestic and international scholarly and scientific sources, relying on classical authorities in the fields of services marketing, quality management, and tourism, as well as on
additional academic literature that forms the theoretical framework for the issue under examination.

| particularly appreciate that the author works with the literature in a systematic and purposeful manner. The sources do not serve merely a formal citation function but are
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actively incorporated into the discussion as a foundation for building the author's own argumentative framework. The theoretical part is clearly structured and covers the essential
areas necessary for understanding the nature of service quality, the specifics of hotel services, quality management systems, customer satisfaction, and other related concepts.
It is also beneficial that the author does not confine the discussion solely to a narrow definition of service quality but places the topic within the broader context of services as
such, their characteristics, and their specific features in the tourism and hospitality sectors. In doing so, the author creates a coherent conceptual basis on which the
methodological and empirical parts of the work can subsequently be built.

The author demonstrates a good command of the subject area and an ability to work with the professional conceptual apparatus at the required level. J also appreciate that the
theoretical part does not read as a fragmented compilation of various sources, but rather as a relatively consistent text with its own internal logic and direction.

The connection between the knowledge base and the empirical part of the work may also be evaluated positively. The theoretical foundations are not isolated within the
monograph but instead serve as the starting point for the methodological apparatus subsequently employed and for the interpretation of the results. This interconnection is, in
fact, an important feature of a high-quality habilitation thesis.

Some possibilities for further strengthening the knowledge base could be seen in a more pronounced critical comparison of certain theoretical approaches. In some passages, the
discussion is somewhat more descriptive in character, meaning that the author presents individual concepts and the views of various scholars correctly, though with less emphasis
on their deeper critical confrontation or synthesis. However, | do not consider this a major shortcoming, but rather an opportunity for the author's further scientific development,
especially in future publications.

Overall, it can be concluded that the knowledge base of the work is of high quality, sufficiently extensive, and appropriately selected with regard to both the topic and the ambition
of the monograph. It provides a solid foundation for the author's own reflections and creates an appropriate basis for formulating relevant conclusions.

5. Formal, Linguistic, and Graphical Standard (Assessment of the logical flow of chapters, the clarity of the professional academic style, terminological precision, and the quality
of graphical and tabular appendices.)

From a formal point of view, the submitted monograph meets the requirements placed on a scientific work of this type. The text is arranged clearly, the work has a logical
composition, and its internal structure corresponds to the stated objective and thematic focus. The individual chapters and subchapters are organized systematically and create
a coherent framework that enables the reader to follow both the exposition and the author's approach to the subject matter with ease.

The linguistic level of the work is appropriate for an academic text The author uses professional terminology correctly and consistently, while the text retains its clarity despite
the complexity of the topic.

| also positively evaluate the overall presentation of the text, its structured organization, and the effort to present both theoretical and empirical findings in a systematic manner.
The work comes across as a consistent scholarly text rather than as a fragmented set of partial contributions.

On the formal level, minor stylistic or compositional shortcomings may occasionally occur, such as somewhat longer sentences in places, slight textual redundancy, or more
descriptive passages. However, these cannot be regarded as fundamental deficiencies that would diminish the academic standard or the readability of the work.

Overall, it can be concluded that the formal aspect of the work is at a good level and corresponds to the standards of a scientific monograph.

6. Results and Scientific Contribution of the Habilitation Thesis (Analysis of the findings, their interpretation, and the formulation of conclusions and recommendations.)

The contribution of the submitted scientific monograph can be perceived on several levels namely, the theoretical, methodological, and empirical-applied levels. The author
addresses the topic of service quality management in hospitality as a complex issue, seeking not only to summarize existing knowledge, but also to provide an original analytical
perspective and empirical verification.

From a theoretical point of view, the contribution lies in the systematic treatment of service quality in the hotel industry and its placement within the broader context of service
management, customer satisfaction, and customer loyalty. In this way, the author contributes to a clear and comprehensive treatment of an issue that is inherently
multidimensional and often dispersed across several disciplines.

From a methodological and empirical perspective, the main contribution lies in the application of selected models and analytical approaches to the environment of hotel services*
It is particularly important that the author focuses on identifying critical quality factors from the customer's point of view while also examining their relationship to customer
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satisfaction and guests' behavioural responses. This interconnection enhances the explanatory value of the findings, as it provides not only information about which attributes
customers perceive, but also about the impact these attributes may have on their subsequent behaviour.

I. also consider it an important contribution that the author does not interpret the results in isolation, but rather in the context of the actual functioning of hotel establishments.
In this way, the empirical findings move beyond the purely academic level toward practical application. The results of the work may be useful not only for further scientific
research, but also for hotel managers when setting priorities for quality improvement.

Also, | positively evaluate the use of the KANO model. This approach makes it possible to better differentiate the importance of individual quality attributes and may help managers
prioritize investments and decide which service elements have the greatest impact on guest satisfaction.

Another contribution of the work is that the author highlights the role of employees, internal organization, and customer orientation in achieving excellent service quality. The
monograph is therefore not limited only to the external manifestations of quality, but also points to the internal preconditions for its creation. This broader perspective enhances
the academic value of the work.

If | were to formulate a cautious critical remark, it could be noted that the results of the work might in the future be further developed, for example through comparison among
different segments of hotel establishments or through international comparison. However, this would go beyond the scope of the submitted work. Within the chosen thematic
and methodological framework, the results are relevant, meaningful, and valuable.

Overall, | therefore assess the contribution of the habilitation work as significant. The monograph offers insights that ar6e valuable not only in terms of systematizing and
interpreting existing concepts, but also in terms of the author bs own empirical treatment of the issue and its further applicability.

7. Practical Application and Benefits (Potential for the practical implementation of the results and solutions.)

One of the prominent strengths of the submitted monograph is its applied dimension. The author does not remain solely at the level of theoretical explanation and academic
interpretation but clearly moves toward formulating recommendations that are applicable in the managerial practice of hotel enterprises. | consider this aspect to be particularly
important in the case of a habilitation thesis focused on hospitality and service management.

In the hotel indust1Y, service quality has a direct impact on guest satisfaction, repeat visits, the image of the establishment, and the economic performance of the business. For
this very reason, studies that are able to connect scientific knowledge with the needs of practice are especially valuable. The author fulfils this requirement. Based on the empirical
findings, the author formulates several recommendations aimed at making quality management more effective, improving the understanding of guest expectations, and enabling
more efficient adjustment of processes in hotel establishments.

| find it especially valuable that the author emphasizes the importance of guest feedback, the need to identify the decisive attributes of quality, and the link between service
quality and human resource management. This is particularly important in hospitality, since a substantial part of service quality is created directly in the interaction between staff
and guest.

The applied contribution of the work also lies in the fact that its results may serve as a basis for managerial decision making when setting service standards, training employees,
designing customer-oriented processes, and investing in those service attributes that have the greatest influence on guest satisfaction. In this respect, the work has the potential
to extend into the real functioning of hotel operations.

It may also be positively noted that the work is relevant to Slovak hospitality, which was also highlighted in another review report, where the high applied value of the monograph
for Slovak hotel practice was explicitly emphasized. This further increases the social and professional usefulness of the work.

Some possibilities for further development of the applied dimension could be seen in the inclusion of a greater number of model examples, case studies, or implementation
schemes. Such an elaboration would further strengthen the direct usability of the outputs in managerial practice. Even without this, however, it cannot be overlooked that the
applied dimension of the work is substantial and represents one of its strong points.
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Overall, | assess the applied contributions of the monograph very positively, The work offers insights and recommendations that have real potential to contribute to improving
the level of service quality management in hospitality.

8.Comments and Questions for Discussion (Formulation of specific substantive comments on the content of the thesis and questions to be addressed by the candidate during the
defence before the Habilitation Committee.)

How do you reconcile the tension between standardized service quality frameworks and the need for individualized guest experiences?
Can service quality be meaningfully separated from brand image and reputation, or are they inherently intertwined?

How do you see technology-driven innovations (Al concierges, smart rooms) reshaping the classification of service attributes in the KANO framework?

A

Can you explain the practical implications —how should hotel managers deal with attributes that have an asymmetric effect?

9. Final Evaluation

The thesis meets the requirements for habilitation theses, and therefore | recommend it for defence. After the successful defence of the habilitation thesis, | propose awarding
the academic title "Associate Professor" for the field of the habilitation and inauguration proceedings: Business and Marketing (in the field of Economy and Management).

Kotor, April 30th, 2026
signature: Prof. dr Andriela Viti¢ Cetkovi¢



- ™
— —
EKONOMICKA UNIVERZITA
V BRATISLAVE

Meno a priezvisko oponenta habilita¢nej prace : doc. Ing. Lubica Sebova, PhD.
Pracovna pozicia, adresa pracoviska oponenta: docentka, Katedra cestovného ruchu, Obchodna fakulta EU v Bratislave, Dolnozemska cesta 1, 852 35 Bratislava

OPONENTSKY POSUDOK
habilitacnej prdce
Autor habilitacnej prace: Ing. Jozef Gall, PhD.
Nazov habilitatnej prace: Manazment kvality sluZieb v hotelierstve
Odbor habilitacného konania: obchod a marketing (v odbore ekonémia a manazment))

1. Aktudlnost a vedecky vyznam témy

Téma manazmentu kvality sluzieb v hotelierstve je vysoko aktudlna a vedecky relevantna, kedZe kvalita sluZieb predstavuje jeden z kltcovych determinantov konkurencieschopnosti
hotelovych podnikov v podmienkach dynamicky sa meniaceho trhu cestovného ruchu. Globalizacia, digitalizacia, rasttice naroky hosti, intenzivna konkurencia a rychla dostupnost
informdcii prostrednictvom online hodnoteni a rezervacnych platforiem vytvdraju na hotelové podniky tlak na systematické zvySovanie kvality poskytovanych sluzieb, inovaciu
procesov a dosledné riadenie zakaznickej skdsenosti.

Aktualnost témy vyplyva aj zo skutoénosti, Ze kvalita hotelovych sluZieb uZ nie je vnimana iba ako otdzka dodrziavania standardov, ale ako komplexny manazérsky systém. Autor v
praci vychadza z premisy, Ze kvalita hotelovych sluzieb je vysledkom interakcie viacerych faktorov, medzi ktoré patria materidlno-technické vybavenie, profesionalita personalu,
spolahlivost procesov, komunika¢nd Uroven poskytovatela a subjektivne vnimanie hodnoty zo strany hosta. Tato viacrozmernost robi skimanu problematiku odborne naro¢nou a
zaroven vyznamnou z hladiska rozvoja poznania v oblasti manazmentu kvality sluzieb.

2. Ciele prace a ich naplnenie

Ciel prace je formulovany jasne, vecne a v sulade s jej tematickym zameranim. Autor si ako hlavny ciel stanovil analyzovat systém manazmentu kvality v hotelovych zariadeniach,
identifikovat jeho klti¢ové determinanty a navrhn(t odporucania pre jeho efektivnejsie uplatriovanie v praxi. Hlavny ciel je logicky rozpracovany do ¢iastkovych cielov, ktoré zahfriaju
teoretické vymedzenie problematiky, systematizaciu metodik merania kvality a spokojnosti uplatnitefnych v hotelovej praxi, aplikaciu modelov SERVQUAL a KANO, ako aj posudenie
vztahu medzi kvalitou, spokojnostou a lojalitou hosti a navrh siboru praktickych odporacani pre hotelovy manazment zameranych na znizovanie identifikovanych medzier kvality,
posilnenie zakaznickej skusenosti a podporu excelentnej kvality sluZieb. Struktira prace zodpovedd takto formulovanym ciefom a umozfiuje ich postupné napltianie. Mozno
konstatovat, Ze tak hlavny ako aj ¢iastkové ciele prace boli v priebehu jej rieSenia splnené.

3. Vhodnost pouzitych metéd, metodolégia

Metodologicka stranka préace je vhodne nastavena. Autor kombinuje teoretické a empirické pristupy, pricom vychadza z odbornej literatiry, medzinarodnych standardov kvality
a empirického skimania medzi zakaznikmi vybranych hotelovych zariadeni. Empiricka Cast sa opiera o prieskum realizovany medzi hostami vybranych hotelovych zariadeni.
Ziskané Udaje su spracované prostrednictvom kvantitativnych a kvalitativnych metdd s ciefom identifikovat faktory ovplyviiujice vnimanie kvality a oblasti, v ktorych existuje
priestor na zlepSenie riadenia kvality hotelovych sluzieb. Za prinosné povazujem najma vyuzitie etablovanych modelov merania kvality sluzieb, predovsetkym modelu SERVQUAL
a modelu KANO, ako aj posudenie vizieb medzi kvalitou, spokojnostou a lojalitou zakaznikov. Zvoleny metodicky aparat umoziiuje analyzovat kvalitu sluZieb nielen z hladiska
rozdielu medzi ofakavaniami a vnimanim hosti, ale aj z hladiska vyznamu jednotlivych atributov sluZieb pre spokojnost a opakovany vyber hotela. Kli¢ové pojmy su v praci
korektne identifikované a definované, pouzité metddy a zvolena metodoldgia su vhodné.

4. Zhodnotenie poznatkovej bazy

Monografia sa opiera o poznatkovu bazu uvedenu v kapitolach 1. — 3 Text vyuziva relevantni domadcu aj zahranic¢nd literatidru, dokumenty Svetove] zdravotnickej organizacie
(Poznatkova baza je spracovana na odbornej Urovni. Autor preukazuje svoju orientaciu v problematike manazmentu kvality sluzieb, hotelierstva, zakaznickej spokojnosti a lojality
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zékaznikov. Praca vychadza zo Sirokého mnoZstva domdcich a zahrani¢nych vedeckych zdrojov a opiera sa o etablované teoretické koncepty a modely. Pritomnost zisteni
zahrani¢nych autorov a medzindrodne etablovanych konceptov podporuje vedecky charakter prace a umozriuje zasadit skimanu problematiku do SirSieho medzinarodného
kontextu. Osobitne pozitivne hodnotim, Ze autor sa neusiluje iba o deskriptivny prehlad literatury, ale jednotlivé poznatky prepdja so Specifikami hotelovych sluzieb. V praci je
zretelna snaha aplikovat vieobecné modely kvality sluZieb na prostredie hotelierstva, kde kvalitu ovplyvriuje nielen technicka stranka sluzby, ale aj spdsob jej poskytovania,
spravanie personalu, atmosféra zariadenia, komunikacia s hostom a subjektivne vnimanie hodnoty. Takéto prepojenie teoretickych konceptov s odvetvovym kontextom
povaZujem za vyznamnu prednost prace. Celkovo poznatkova baza poskytuje kvalitné teoretické vychodisko pre rieSenie zvolenej problematiky.

5. Formalna, jazykova a graficka uroven

Formalna, jazykova a graficka droven prdce je primerana charakteru vedeckej monografie. Praca ma prehladnu a logicky usporiadanu Struktudru, pricom jednotlivé kapitoly na
seba vecne nadvazuju. Autor vhodne pouZiva odbornu terminolégiu z oblasti manazmentu kvality, marketingu sluzieb, hotelierstva, zakaznickej spokojnosti a lojality zakaznikov.
Terminoldgia je pouZivana konzistentne a zodpoveda tematickému zameraniu prace, praca je pisand zrozumitelne. Grafické a tabulkové spracovanie prace prispieva k prehladnosti
prezentovanych poznatkov. Tabulky a obrazky text vhodne dopifiaju. Celkovo moZno formalnu, jazykovu a grafickd Urover prace hodnotit pozitivne. Praca je spracovana
prehladne, odborne a kultivovane, pri¢om jej Struktura, terminologicka uroven a grafické prvky podporuju zrozumitelnost a vedeckd hodnotu predlozeného textu.

6. Dosiahnuté vysledky a vedecky prinos

Dosiahnuté vysledky mozno hodnotit pozitivne, kedZe autorovi sa podarilo spracovat problematiku manazmentu kvality sluzieb v hotelierstve v SirSom teoretickom,
metodologickom aj aplikachom ramci. Vysledky prace nadvazuju na stanoveny ciel, ktorym bolo analyzovat systém manazmentu kvality v hotelovych zariadeniach na Slovensku,
identifikovat determinanty vnimanej kvality a spokojnosti hosti a navrhnit odporucania pre zefektivnenie riadenia kvality v hotelovej praxi. Autor v zavere prace uvadza, Zze medzi
rozhodujuce faktory vnimanej kvality patria najma profesionalita a pristup personalu, Cistota a technicky stav zariadenia, rychlost a spolahlivost sluZieb, ako aj Grover komunikacie
s hostami.

Vedecky prinos prace spociva predovsetkym v systematizacii teoretickych vychodisk manazmentu kvality sluZieb a v ich prepojeni so Specifikami hotelierstva. Autor kvalitu sluZieb
nevnima izolovane, ale v stvislosti so spokojnostou zakaznikov, ich lojalitou, odporuc¢anim a dlhodobou konkurencieschopnostou hotelovych podnikov. Vysledky empirickej ¢asti
potvrdzuju vyznam systematického riadenia kvality zaloZzeného na pravidelnom hodnoteni spokojnosti zdkaznikov, pricom formalne systémy manaimentu kvality, interné
hodnotiace modely a kontinualna praca so spatnou vazbou su prezentované ako doéleZité nastroje zvySovania stability a vykonnosti hotelovych podnikov.

Za vyznamny prinos mozno povazovat aj zdoraznenie ludského faktora pri dosahovani kvality hotelovych sluZieb. Autor poukazuje na to, Ze spokojnost hosti nemozno dosiahnut
bez spokojného, motivovaného a odborne pripraveného zamestnanca. Tento pristup posuva manazment kvality sluzieb od uzkeho chapania kvality ako kontroly Standardov
k SirSiemu manazérskemu konceptu, ktory zahffia riadenie ludi, procesov, organiza¢nej kultiry a zakaznickej skisenosti. Praca tak vhodne prepaja externd orientaciu na hosta
s internou orientaciou na zamestnanca.

Vysledky prace maju aj metodicky rozmer. Autor pracuje s viacerymi modelmi hodnotenia kvality sluzieb a zdkaznickej spokojnosti, ¢im vytvdra zaklad pre systematické
posudzovanie kvality hotelovych sluzieb. Vedecky prinos mozno vidiet najma vo vytvoreni prehladného modelu vztahov medzi prvkami systému manaZzmentu kvality a faktormi

spokojnosti zakaznika, ako aj v identifikécii oblasti, v ktorych je mozné zvySovat efektivnost riadenia kvality v hotelovej praxi. Praca celkov predstavuje hodnotny prispevok
k skiimaniu kvality sluZieb v sektore hotelierstva.

7. Aplikacné prinosy pre prax

Aplikaéné prinosy pre prax mozno hodnotit pozitivne, kedZe skimand problematika manazmentu kvality sluZieb v hotelierstve ma vyrazny prakticky rozmer. Kvalita poskytovanych
sluzieb priamo ovplyvriuje spokojnost hosti, ich lojalitu, ochotu opakovane vyuzit sluzby hotela, ako aj ochotu odporucat hotel dalsim zdkaznikom. Z uvedeného hladiska maju
vysledky prace potencial byt vyuZité pri manazmente hotelovych podnikov, tvorbe internych standardov kvality, hodnoteni spokojnosti hosti a nastavovani procesov zameranych
na zvysovanie zakaznickej spokojnosti.

Za vyznamny aplika¢ny prinos mozno povazovat najma identifikaciu kfi¢ovych faktorov, ktoré ovplyviiuju vnimanu kvalitu hotelovych sluzieb. |de predovsetkym o profesionalitu
a pristup personalu, Cistotu a technicky stav zariadenia, spolahlivost poskytovanych sluZieb, rychlost reakcie na poZiadavky hosti a kvalitu komunikacie. Uvedené faktory
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predstavuju oblasti, v ktorych mozu hotelové podniky cielene prijimat opatrenia na zvySovanie kvality sluZieb a posilfiovanie svojej konkurencieschopnosti.
Celkovo mozno konstatovat, Ze praca ma zretelny aplikacny prinos. Praca tak predstavuje prinos nielen pre vedecké poznanie, ale aj pre manazérsku prax v hotelierstve.

8. Pripomienky a otazky na diskusiu

Otazky na diskusiu:

1. Ktoré faktory povaZzuje autor za rozhodujlce pri implementacii systémov manaZmentu kvality sluzieb v hotelierstve a aké bariéry moézu najvyraznejSie ovplyvnit ich

uplatnovanie v praxi slovenskych hotelov?
2. Akym spésobom mozu digitdlne nastroje, online hodnotenia a umeld inteligencia prispiet k efektivnejSiemu meraniu, riadeniu a zvySovaniu kvality hotelovych sluzieb?

9. Zaverecné hodnotenie

Na zéklade posudenia predloZenej vedeckej monografie konstatujem, Ze praca spifia poziadavky kladené na uvedeny typ vedeckej prace. Autor preukazuje odbornt spdsobilost,
vedecku samostatnost, schopnost analytického a syntetického uvazovania a schopnost tvorivo rozvijat poznatky v oblasti manazmentu kvality sluZieb v hotelierstve. Odporiéam

udelit Ing. Jozefovi Gallovi, PhD. vedecko-pedagogicky titul ,docent” pre odbor habilitaéného konania a inauguraéného konania obchod a marketing (v odbore ekonémia a
manaZment).

Datum: 9. 5. 2026 podpis oponenta: doc. Ing. Lubica Sebova, PhD.
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Meno a priezvisko oponenta habilita¢nej prace : PhDr. Mgr. Stefan Bugdr, PhD. at PhD. MBA
Pracovnd pozicia, adresa pracoviska oponenta: riaditel spolo¢nosti, KASTIEL MOJMIROVCE, a.s. Skolska 919, 951 15 Mojmirovce

OPONENTSKY POSUDOK
habilitacnej prdce
Autor habilitacnej prace: Ing. Jozef Gall, PhD.
Nazov habilitatnej prace: Manazment kvality sluZieb v hotelierstve
Odbor habilitacného konania: obchod a marketing (v odbore ekonémia a manazment))

1. Aktudlnost a vedecky vyznam témy

Ocenujem vysoko aktualnu tému, ktora je délezita pre dynamicky rastuci rozvoj regionalneho aj svetového cestovného ruchu, kongresového, obchodného a poznavacieho cestovného
ruchu. Vyraznu dlohu v tom zohrédva hotelovy segment, ako zakladny kamen tohto rozvoja. Autorovi sa podarilo velmi presne identifikovat vedecky problém a vhodnym spdsobom
ho zasadit kontextu modernych trendov v manazmente sluzieb. Praca vhodne reaguje na potrebu kvality hotelovych sluzieb a v Sirokom spektre prindsa hodnotné poznatky
pre akademickd aj odbornu prax. Ako ¢lovek, ktory pracuje 40 rokov v danej oblasti mézem konstatovat, Ze praca je velmi vhodnd pre $tudentov, pre zacinajucich a pokrodilych
hotelovych manazérov a svojim vyskumom a zavermi urcite prispieva k rozvoju vedeckych poznatkom v skimanej oblasti. Autor presne identifikuje vedecky problém a zavadza ho do
kontextu aktualnych sucasnych trendov v hotelovom manazmente, ako aj marketingu sluZieb. Na praci rovnako ocernujem, Ze je pisanad putavym Stylom a do désledkov analyzuje
vsetky potrebné kroky pre kvalitné vykonavanie hotelovych sluZzieb k odbornej diskusii o dalSom smerovani, modernizacii a inovacnom rozvoji kuapelnictva v narodnom aj
medzinarodnom prostredi.

2. Ciele prace a ich naplnenie

Hlavny ciel monografie je analyzovat systém a kvality v hotelovych zariadeniach, urdit a identifikovat jeho klti¢ové determinanty a na zaklade toho navrhnut G¢inné opatrenia pre jeho
praktické, efektivne uplatfiovanie v praxi. Délezité je aj zameranie vyskumu v suvislosti so vztahom a dosahovanou kvalitou poskytovanych sluZieb a mierou spokojnosti zakaznikov,
ako kluéového faktoru kvality dosahovanych sluzieb, Ciele prace su formulované jasne, logicky a primerane rozsahu habilitanej prace. Autorovi sa podarilo naplnit tieto ciele
vo vysokej miere. Jednotlivé kapitoly na seba logicky nadvazuju. Prepojenie cielov, vyskumnych otdzok a dosiahnutych vysledkov je konzistentné a podporuje celkovu vypovednu
hodnotu habilitacnej prace.

3. Vhodnost pouzitych metéd, metodoldgia

Metodologicky aparat habilitacnej prace je velmi vhodne zvoleny. Autor dosledne vyuziva kombinaciu modernych kvalitativnych a kvantitativnych metdd, pricom ich vyber je
jasne zddvodnitelny. DéleZitym faktorom je, Ze spracovanie dat je prehladné, transparentné a Ze plne umozriuje overitelnost vysledkov. Treba podciarknut, Ze definicie klu¢ovych
pojmov su presne a terminologicky jednotné.

4. Zhodnotenie poznatkovej bazy

Teoreticka Cast habilitaénej prace je spracovana na vysokej Urovni. Autor jednoznacne preukazuje vybornud orientaciu v domacej a zahranicnej literatdre, pricom dokaze kriticky
pracovat so zdrojmi a prepajat ich s vlastnym vyskumom. Teoretické vychodiskda prace tvoria pevny zaklad pre empiricku ¢ast prace.

5. Formalna, jazykova a graficka troven

Habilitaénd praca je po formalnej stranke kvalitne spracovand. Jazyk prace je odborny, kultivovany a terminologicky presny. Co sa tyka grafickych a tabulkovych vystupov, st
velmi prehladné, esteticky upravené a tym spésobom vyznamne podporuju interpretaciu vysledkov. V celkovom dojme praca pdsobi profesionalne a reprezentativne.
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6. Dosiahnuté vysledky a vedecky prinos

Podla méjho nazoru su vysledky relevantné, presvedcivé a predstavuji vyznamny prinos pre taky vyznamny faktor ako je oblast manazmentu kvality v hotelierstve. Autorovi sa
podarilo jasne formulovat pévodné zistenia, ktoré dynamicky rozsiruju poznania v odbore. Z uvedeného uhla pohladu je zretelny prinos prace.

7. Aplikacné prinosy pre prax

Z hladiska aplikaénych prinosov praca ponuka velmi konkrétne, realistické a hlavne implementovatelné odporucania pre hotelovu prax. VSetky navrhované opatrenia su prakticky

vyuzitelné v réznych typoch hotelovych zariadeni, ¢im mozu vyrazne prispiet k zvySovaniu kvality sluzieb, kliéovému faktoru zvySovania spokojnosti zakaznikov a vyrazne zlepsit
efektivnost riadenia hotelovych zariadeni.

8. Pripomienky a otazky na diskusiu

Otdzky na diskusiu:

1. Akym spbésobom by bolo mozné doplnit vyskum o porovnanie pristupov k manazmentu kvality sluZieb v hotelierstve v medzindrodnom kontexte?

2. Aké rizikd a obmedzenia mozu vzniknat priimplementécii navrhovanych opatreni v mensich hotelovych zariadeniach?

9. Zaverecné hodnotenie

Habilitaénd praca spifia poziadavky kladené na uvedeny typ vedeckej prace. Autor preukazuje odbornt spdsobilost, vedeckd samostatnost a schopnost tvorivo rozvijat poznatky

v odbore ekonémia a manaZment. Odporiéam udelit Ing. Jozefovi Gallovi, PhD. vedecko-pedagogicky titul ,,docent" pre odbor habilitaéného konania a inauguraéného konania
obchod a marketing (v odbore ekondmia a manazment).

Datum: 8. 5. 2026 podpis oponenta: PhDr. Mgr. Stefan Bugar, PhD. at PhD. MBA.



13m

EKONOMICKA UNIVERZITA
V BRATISLAVE

Priloha ¢. 4
Navrh habilita¢nej komisie s odpori¢anim

Po zhodnoteni vSetkych predlozenych podkladov, posudeni habilitacnej prednasky a obhajoby habilitacnej prace komisia pre habilitacné konanie Ing. Jozefa Galla, PhD. konstatuje
nasledovné:

vetky podklady predlozené na habilitaéné konanie boli spracované v sdlade s platnou vyhlakou MSVVa$ SR €. 246/2019 Z. z. o postupe ziskavania vedecko-pedagogickych titulov
alebo umelecko-pedagogickych titulov docent a profesor, a v stlade so zdkonom ¢. 131/2002 Z. z. o vysokych $kolach a o zmene a doplneni niektorych zdkonov v zneni neskorsich
predpisov; v priebehu konania boli dodrzané vietky zakonné terminy a procesné nalezZitosti;

Ing. Jozef Gall, PhD. plni vSetky kritéria predpisané EU v Bratislave na ziskanie titulu ,,docent” pre odbor habilitatného konania a inaugurac¢ného konania obchod a marketing;

mozno konstatovat, Ze habilitant po¢as svojho pdsobenia na EU v Bratislave preukézal pedagogickd erudovanost, systematicky inovuje, rozvija a obohacuje obsah zabezpeéovanych
predmetov a prispieva k rozSirovaniu poznania v oblasti svojho pedagogického a vedecko-vyskumného zamerania; svojou pedagogickou pracou avyucbou tak prispieva ku
skvalitneniu pedagogického procesu a k prehlbovaniu vedeckych poznatkov v skimanej problematike;

svojou publikacnou ¢innostou preukazal, Ze poznatky ziskané na zéklade rieSenia vedecko-vyskumnych projektov a spoluprace s praxou dokaze efektivne spracuvat a prezentovat;

obhajobou svojej habilitacnej prace a habilitaénou prednaskou preukazal, Ze je vedeckou osobnostou s vlastnym prinosom v oblasti vyskumu, odborne erudovana a pripravena
vysledky svojej prace v tejto oblasti kvalifikovane prezentovat;

v ramci verejnej rozpravy uspokojivo zodpovedal otazky oponentov i dalSich ucastnikov habilitatného konania, preukazal v nich komplexnost vedomosti i poznania 3irSich
ekonomickych i spolo¢ensko-politickych suvislosti predmetnej problematiky, ¢o potvrdzuje jeho vedecku zrelost a integritu nazorov .

Na zaklade zhodnotenia vy33ie uvedenych skuto¢nosti a komplexného spinenia kritérii habilitatna komisia dospela k zaveru, 7e Ing. Jozef Gall, PhD. splfia véetky podmienky a kritéria
na ziskanie vedecko-pedagogického titulu ,,docent” a preto Vedeckej rade Obchodnej fakulty EU v Bratislave

odporuca

schvalit Ing. Jozefovi Gallovi, PhD. udelenie vedecko-pedagogického titulu docent v odbore habilitaéného konania a inauguraéného konania obchod a marketing

V Bratislave, 16. juna 2026
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Priloha ¢. 5
Prezencna lista zo zasadnutia vedeckej rady, ktora o Ziadosti rozhodovala

Prezen¢na listina zo zasadnutia Vedeckej rady Obchodnej fakulty
Ekonomickej univerzity v Bratislave zo dia 16. 6. 2026

1. DRABIK Peter, doc. Ing., PhD., MSc.- predseda pritomny
BUGAR Stefan, PhDr., PhD., MBA pritomny

2. riaditel, Hotel Kastiel Mojmirovce

3. DANESHJO Nagibullah, prof. Ing., PhD. pritomny

4. DANO Ferdinand, prof. Ing., PhD. pritomny

5. FERENCIKOVA Soria, prof. Ing., PhD. pritomna

6. FRANCOVA Zuzana, doc. Ing., PhD. pritomna

7. HANULAKOVA Eva, prof. Ing., PhD. pritomna

8. HNILICA Jiti, prof. Ing., Ph.D. ospravedlneny
Fakulta podnikohospoddrskd, VSE v Praze, Cesko

9. KARLICEK Miroslav, doc. Ing., Ph.D. ospravedlneny
Fakulta podnikohospoddrskd, VSE v Praze, Cesko

10. | KASTAKOVA Elena, doc. Mgr., PhD. pritomnd

11. | KITTOVA Zuzana, prof. Ing., PhD., M.B.L.- HSG pritomnd

12. | KONSTIAK Pavol, doc. Ing., PhD. pritomny
viceprezident, Zviz obchodu SR.

13. | KRISTOFIK Peter, prof. Ing., Ph.D. pritomny online
Ekonomickd fakulta, Univerzita Mateja Bela v Banskej Bystrici

14. | KRNACOVA Paulina, doc. Ing., PhD. pritomnd

15. | KUBICKOVA Viera, prof. Ing., PhD. pritomna
NOVY Ivan, prof. Ing., CSc.

16. | Fakulta podnikohospoddiskd, VSE v Praze, Cesko pritomny

17. | ORGONAS Jozef, doc. Ing., PhD. MBA pritomny

18. | PUSKAROVA Paula, doc. Ing., DiS. art., PhD. pritomna online

19. | REHAK Rébert, doc. Ing., PhD. pritomny

20. ROZIN Alexander, Ing., PhD. ospravedIneny
vykonny riaditel, INCHEBA, a. s.

21. | TAUSER Josef, doc. Ing., Ph.D. pritomny
Fakulta mezinarodnich vztahd, VSE v Praze, Cesko

22. | VYROST Tomas, doc. Ing., PhD. pritomny

23. | ZAK STEFAN, prof. Ing., PhD., MBA, LL.M. pritomny




