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General description of the thesis work

In the highly profitable and growing tourism industry, there is an intensive interaction
between tourists and tourism service providers, providing tourism services or products to tourists.
It 1is carried out by employees of major tourist facilities who have certain attitudes and
dispositions towards tourists with cultural awareness. Since people differ from each other in skin
color, ethnic origin, religious beliefs, style of dress, behavior, their worldview, cultural
awareness, perceptions, and assessments, as well as their attitudes toward processes and people,
differ.Employees' attitudes towards some factors may be subjectively unacceptable, healthy or

unhealthy.

Managing relationships and communications between locals and tourists is of great
importance in terms of customer satisfaction, especially in the hospitality industry. Employees
have unhealthy attitudes towards tourists. Clearly, social acceptance cannot be achieved, which

may negatively affect tourists' satisfaction and impressions.

Relevance of the dissertation: In the tourism industry, as one of the largest socio-economic
institutions in the world, the relevance of social acceptance is determined by the social
compatibility of tourists and locals, disagreements in relations between tourists and locals, which
are caused by various factors, mainly by the different characteristics that define the identity of
tourists, to whom the members of the host society are not very friendly, Reducing xenophobic,
unhealthy and discriminatory attitudes. The relevance of the research topic is determined by the
failure of current relations in the industry, specific results and facts that negatively affect the
tourism business from an economic and social perspective. It leads to dissatisfaction of the main
stakeholders of the industry — tourists as consumers, increases the likelihood of their negative
evaluations, as well as the risk of reducing the rating of tourism organizations, and accordingly,
the likelihood of consequential financial damage also. We will also encounter specific facts in the
form of negative reviews on the booking platforms of tourism organizations, and the analysis of
the reviews is discussed in the paper. The risk of a reduction in the rating of tourist organizations
and, accordingly, the likelihood of financial damage. We will also encounter specific facts in the
form of negative evaluations on the booking platforms of tourist organizations,

The importance and relevance of social acceptance are determined by:
o Its high social and economic impact on the tourism industry and business operators,

o The ability to detect and identify the negative impacts of cultural awareness, stereotypes,
misconceptions, perceptions, and assessments of society

o The opportunity to improve the quality of social connections, relationships and
communication,

o UAbility to identify the real causes of dissatisfaction and negative evaluations among
tourists, which are related to the culture of hospitality, unhealthy social attitudes, and
therefore social acceptance.
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Purpose of the research:

o Determining the impact of social acceptance factors on the revenues of accommodation
facilities. The research should determine how the social acceptance of tourists and its
nature affect the revenues of accommodation facilities.

The objectives of the dissertation research are:
o [Definition of the meaning and definition of social acceptance
o UDescription of the process of social acceptance between tourists and locals.

o [Identification of problems in the acceptance process in tourist business facilities, in
particular hotels,

o UDevelopment of means for eliminating and regulating problems of social acceptance.

o [Study of the relationship between individual factors of social acceptance and financial
decisions of tourists.

Subject of the study: The subject of this study is the social acceptance of tourists among
employees of accommodation facilities in the Autonomous Republic of Adjara, its factors and
characteristics, including: Cultural, religious, xenophobic, political, sexual orientation, ethnic

origin and racist factors.

The object of the study is: international tourists who used or are using the services of
Adjara accommodation facilities, It is important to study their experiences as tourists, what
the locals' attitudes are towards them, How well they are received at various facilities, do
tourists feel discriminatory attitudes from employees due to certain factors of social

acceptance?

To present the research problem and study the processes of social acceptance, we also
interviewed experts, including the Department of Tourism, University tourism business
administration experts with at least 5 years of experience in tourism, as well as hotel project

managers, senior and middle managers.

Research methodology: In order to study social acceptance of tourists, the research
analyzed the works, articles, scientific studies and monographs of Georgian and foreign
researchers and scientists. Also:

o In the first stage, we used the literature review method to study the theoretical
foundations and definition of social acceptance, analyzing scientific sources, which reflect
occupancy, revenue, tourist satisfaction rates at different times and social theories about
social acceptance, social interaction, and social relationships in order to identify and study
the problems in the process of social acceptance of tourists,

o In the second stage of the research, we analyzed the existing booking platforms, feedback
and ratings from tourists about Adjara hotels, as it is often on online booking pages and
platforms that tourists report specific reasons for satisfaction and dissatisfaction. they talk

35



about specific facts and also name specific employees with whose service and welcome
they are satisfied or dissatisfied.

o To study social acceptance and attitudes, we also used qualitative and quantitative
research methods, in the form of online surveys, open and closed questions, and Likert
scales also in the form of separate in-depth interviews. The research was carried out in 3
stages, in the first stage we interviewed international tourists (317 tourists), in the second
stage we conducted in-depth interviews with tourists, the number of interviews was 35,
tourists of various nationalities participated in the study. In the third stage, we conducted
a survey of industry experts. The questionnaires consisted of questions based on the main
factors determining social acceptance, The questionnaires consisted of open and closed
questions (22 respondents). In addition, it is important that the correlations in the results
of the tourist social acceptance survey, between dissatisfaction caused by individual
factors of social acceptance and decisions made by tourists regarding cancellation of
reservations, reflecting correlations provides us with knowledge about the ability of
individual factors of social acceptance to influence tourist satisfaction in the service
process.

Current status of the study of the problem: Social acceptance and the problems related to
it have not been studied and researched at a scientific level, however, we find research
conducted in several countries on social interaction, social exchange theories, for example, a
study conducted in China in 2018, which will explore the perspectives of social relations
between the local, host community and tourists, forms of relationships and existing barriers in
communication. Social interaction research has also been conducted in Serbia, A study in
several different tourist cities in 2011 reveals the importance of the relationship between the
two sides for the progress and development of tourism. The given social acceptance in
Georgia, in particular in Adjara, In the research of the master's thesis conducted in 2019 and
in our research of social acceptance of employees of Adjara accommodation facilities towards
tourists in 2024, In the first study, 20 in-depth interviews were conducted with the target
group. Owners of small and medium-sized hotels participated in the study, which was not
research-intensive. However, several negative views have revealed racist, xenophobic
attitudes towards tourists based on their different characteristics, namely skin color, religious
beliefs, and orientation. Also noteworthy is a study conducted in 2022 by M.K. Woosnam, T.
Watkins, and M.A. Ribeiro, which identifies differences in verbal and nonverbal
communication between people from different cultures. Considering the sources and the
studies mentioned above, it can be said that social acceptance has not been studied in depth
from a scientific point of view, Which gives even more importance to our dissertation work,
although the facts of social acceptance, unhealthy social attitudes among tourism service
providers are topical, In addition, the following factors of social acceptance are relevant:
Xenophobic attitudes, discrimination of tourists on racist, sexual, cultural, religious grounds,
As we have already mentioned, discriminatory attitudes are manifested directly in the service,
during the leisure time of tourists, For example, discrimination against LGBT tourists on the

basis of sex, specific cases and examples of which are discussed in the study on LGBT tourists'
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decision-making while traveling. The problem of xenophobic attitudes in Georgia is also
relevant, namely in the form of Islamophobia (as hatred on religious grounds),

Armenophobia, and Turkophobia.

Unfortunately, there are no studies that specifically examine the attitudes of locals towards

tourists in terms of social acceptance, based on various criteria.
The main scientific innovations of the dissertation research are:

o Through the dissertation research, existing theoretical knowledge and research results
were integrated into the system, resulting in new knowledge about social acceptance for
the Ajara hospitality industry. On the relevance of the problem of social acceptance and
the regulation of related problems.

o The connection of social acceptance with social theories and factors determining social
relations is substantiated. It is presented The role of various factors of social acceptance
and subjective attitudes towards factors in the process of tourist satisfaction

o Ways and means of solving problems in the process of social acceptance between
employees and tourists in accommodation facilities have been compiled, through changes
in functions and responsibilities and the latest positions in organizations.

o Complex tools have been developed to improve social acceptance and attitudes through
collaboration, uniting various private tourism organizations and public institutions in the
industry, and clustering.

Theoretical and practical significance of the dissertation:

Research presented in the dissertation and its results, sources, the analyzed materials will
help stakeholders in social acceptance gain competent knowledge and understand the
importance of factors in the service process, Understanding social acceptance will bring new
knowledge to young researchers and educational institutions and give them the opportunity
to see the hospitality industry and the relationships within the industry in a new way.

It is also important to identify the social and psychological needs, wants, and desires of
tourists, as a very large consumer group, which was made possible by the results of the
research, Identifying and assessing social attitudes in the tourist satisfaction process, as social
acceptance will help the industry identify the real factors causing tourist satisfaction and
dissatisfaction, In determining what social approaches and attitudes work most effectively
with tourists in the service process and how their satisfaction can be maximized. Research
results and relationships between social acceptance factors, The recommendations and
problem-solving tools developed as a result of the research are important for placement
facilities in terms of planning, managing, and effectively delivering services.

According to the purpose and objectives of the research, the work has the following structure:

Chapter I. Tourism and Hospitality Industry, Social Relations
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1.1 Hospitality Industry Market Overview, Social Acceptance and Social Theories
1.2 Key Characteristics of Social Acceptance and Factors with Socioeconomic Influences

1.3 Intercultural Differences, Xenophobia and the Role of Communication in the Tourism
Business

Chapter II. Corporate Culture, Hospitality Industry and Social Acceptance
2.1 Corporate Culture of the Organization, Cultural Relations
2.2 Service culture and social acceptance of tourism organizations

2.3 Sustainable development of the hospitality industry, responsible tourism and social
acceptance

Chapter III. Social Acceptance Research in the Hospitality Industry (Ajara as an Example)
3.1 Social Acceptance Research with the Involvement of International Tourists and Experts
3.2 The impact of social acceptance factors on the income of placement organizations

3.3 Means of regulating the problem of social acceptance

Conclusions and suggestions

References

Main Content of the Dissertation
Chapter 1. The Tourism and Hospitality Industry, Social Relations — The first chapter of the
dissertation consists of three subsections. In the first subsection 1.1. Market Overview of the
Hospitality Industry, Social Acceptance, and Social Theories, the significance of social
acceptance is discussed, along with general information about its social and economic role in
the tourism and hospitality industry. The subsection also explores the key factors shaping
social acceptance. The role and importance of social acceptance in the tourism industry are
highlighted, emphasizing that tourism serves both as an essential institution of human

interaction and as a major source of income worldwide.

This subsection further examines social theories related to social acceptance and social
relations. Healthy relations between tourists and residents are identified as one of the most
critical prerequisites for the development of the tourism industry. Tourism, by its very nature,
relies on balanced relations between host communities and visitors. Such balance is possible
only when the issue of acceptance is present-when local residents are willing to embrace
tourists despite their cultural or religious differences. Researchers also note earlier
stereotypical attitudes that often reflected alienated and non-interactive perceptions of

tourists.

The development of the tourism industry is thus built upon the relationship between
tourists and host populations, the quality of communication, and mutual acceptance. Scholars
further emphasize the need for balance in host—guest relations. In this context, it is important

to underline the relevance of several social theories, as they best illustrate the aspects of social

38



relations—their connections, shared experiences, and mutual understanding—similar to what

occurs in social acceptance.

As is the case with social acceptance, psychologist Aaron Smith argues that when parties
share common characteristics and values—such as a common religious or cultural background,
shared experiences of coexistence, or even a common native language—the processes of
socialization and communication become significantly easier. Among the theories closely
related to social acceptance are the theory of social distance and the theory of social
interaction. The theory of social distance refers to negative attitudes that residents may hold
toward tourists, often shaped by stereotypical perceptions and preconceived notions. A major
factor causing social distance between local populations and tourists may be cultural
differences.

Individuals experience social distance not only toward other people in general, but also
toward races, social classes, and other categories. Social distance is felt most acutely between
groups. Societies can be divided into social groups according to social, economic, racial, ethnic,
or cultural criteria. Thus, groups that perceive either closeness or distance on the basis of such
characteristics are also aware of the very symptoms of social distance. In relation to social
acceptance, social distance is highly relevant because both are shaped by similar factors:
interaction, cultural exchange, and the communication of information.

With understanding to social psychology, it is generally acknowledged that the most
useful theory is the one that best explains human behavior across different situations, cultures,
and societies. According to the theory of symbolic interactionism, no meaning exists by itself;
rather, meanings are created through the process of social interaction. Symbolic
interactionism is significant because in diverse cultures, beliefs, superstitions, and unwritten
rules acquire meanings tied to familiar social contexts-contexts that may appear foreign or
unfamiliar to tourists. As psychologist William Thomas observed (1986), “If men define
situations as real, they are real in their consequences.” Accordingly, both within and beyond
theoretical frameworks, the importance of social acceptance in tourism relations can be
reinforced through the identification and analysis of the behavior of the main actors-tourists
themselves-and the factors that shape such behavior. Among these, social acceptance provides

the most comprehensive explanation.

Similar to social distance and interaction theories, social exchange theory is also important,
according to which people's behavior is motivated by receiving something in return, for
example, if a tourist chooses a certain location, paying more when choosing a hotel, they
naturally have expectations of receiving more, better service, and products. In addition,
expectations can be related to people's attitudes, including with joy, friendly hospitality, and

appropriate welcome towards the tourist as a guest.

Why is it important to discuss the socialization process of tourists in relation to social
acceptance? It is important because the tourist, as a traveler, is exposed to other cultures,
people, and traditions. the behavior of a person interested in nature may be motivated by the
knowledge of another society. In their case, one of the functions of socialization is relevant -
the satisfaction of interest, and as for survival, this is also important, and that is why ensuring
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physical safety and protection of rights is important. It is also important that often the reason
for negative attitudes towards tourists on the part of the locals can be caused by
ethnocentrism, which is the tendency of ethnic internal groups to create negative stereotypes,
beliefs, ideas towards external groups, these negative attitudes can also be expressed in the
form of xenophobic attitudes if it has a logical basis.

In the subsection, we also discussed several important studies: in a 2018 study by Kim
Gyungham, the views around social acceptance are analyzed, some researchers liken the
relationships between tourists and locals to the relationships between the buyer and the seller,
Some researchers perceive this relationship much more deeply in its content and connect it
with emotional solidarity.

Also noteworthy is the interaction study, which was conducted in three cities of Serbia in
2011 by four researchers from the University of Novi Sad, aimed to study the process of
acceptance and interaction between local residents and tourists and to determine how
strongly it affects the tourism development process. Several different aspects were highlighted
here, the research focused on the different behaviors of tourists on the individual perceptions,
attitudes, and ability of the local population to accept these behaviors. Also important is the
research carried out in Japan, which establishes the importance of positive attitudes from
locals towards tourists, it is on these attitudes that the satisfaction of tourists stands, under the
conditions of the research, the respondents talked about the negative sides of tourism and
tourists, including alienation in their own city, price increase, encroachment on traditional
Japanese culture and xenophobia, in the conditions of this research, xenophobic sentiments
were also revealed, which is proof that healthy social acceptance among parties with attitudes
of fear or hatred cannot be formed.

In the second sub-chapter of the first chapter: 1.2 Main characteristics of social
acceptance and factors with socio-—economic influences, in— there is an in-depth analysis of
individual factors of social acceptance, the nature of social acceptance can be determined by
cultural similarities, common communication language, common religion, in addition to these
factors, social acceptance depends on other factors as well. including racist attitudes, sexual
orientation, political factors. National legislation against racism and racial discrimination
states: Direct racial discrimination means any different treatment due to signs such as race,
skin color, language, religion, nationality or national or ethnic origin that have no objective
and reasonable justification. Different treatment has no objective and reasonable justification
if it does not serve a legitimate purpose or there is no corresponding proportional relationship
between the means used and the intended purpose.

The course of social acceptance in a healthy form is hindered by all the factors listed
above and the negative attitudes related to them, in UNESCO's 2003, Intangible Cultural
Heritage Convention’ culture, the second factor of social acceptance is defined as: forms of
imagination and expression, knowledge and skills, as well as related means, objects, artifacts
and cultural spaces.

In this subsection, we discussed a study in terms of racist attitudes of black tourists, under
which 4554 assessments were analyzed, black tourists recorded their evaluations with the
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hashtag— marking: ,#TravelingWhileBlack’’, which means when black people travel (while
black people travel), estimates were made at 451 hotels and 991 restaurants. The research
revealed the facts of racist attitudes, in the form of rough treatment, aggression, careless
attitudes and poorly provided services.. People face discrimination and ethnic racism in the
tourism industry, when employed in accommodation facilities, the problem of racism in
America is still facing the public, a study conducted in 2019 aimed to identify forms of racist
discrimination in the hospitality industry and study the problem.

The sub-chapter discusses the new consumer segment and category of LGBT tourists in
tourism, who are often the objects of unhealthy social attitudes, they are also referred to as ”’,
rainbow fashion legislators, a large part of society is quite strict and negative towards them,
according to an international sociological study in which 650 people participated, it was
determined, LGBT Among the motives of tourists traveling is the social, political, cultural
environment, which is literally impossible to change, where life is difficult and partially
dangerous For this category of tourists, the main thing is public awareness, attitudes and
tolerance, a certain part of the respondents make a decision to travel and temporarily leave
their native area in order to feel safe, anonymous, distance themselves from society. Research
has shown that LGBT tourists mostly avoid homophobic and xenophobic environments, thus
they are in the process of searching for a healthy social attitude, and this is their main travel
interest. Social acceptance and social attitudes of the host society affect the choice and
satisfaction of tourists. An important part of the sub-chapter is also the analysis of the
political factor of social acceptance, this factor can also change the attitudes of the population
towards tourists of one nationality or origin: for example, the relations between China and
Japan are a visible example, studies show that during the period of political tension, the flow
of Chinese visitors to Japan decreases sharply, while Japanese tourists The similar effect on
China is relatively weak or asymmetrical.

In the third sub-chapter of Ashrom: 1.3 Intercultural differences, xenophobia and the role
of communication in the tourism business, information about the importance of culture in
social acceptance is presented, cultural differences are explained: in cultural values,
representatives of different cultures may understand social values, cultural values differently:

o Rituals are one of the forms of expression of cultures, they are different in traditions-
loving societies, although it acquires special importance in tourism if tourists are
interested and introduced.

o In symbols— words, gestures, behaviors, daily lifestyle that have individual meaning.

In the mentioned sub-chapter, more attention is paid to the definition of the cultural
factor, because the differences in this factor can determine the nature of social
attitudes.Cultural differences are the basis for people's perception of the world differently.
The environment and world of people can be represented in three forms:

o Real picture of the world, real meaning,
o Linguistic picture of the world,
o  Cultural picture of the world
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Presenting cultural and intercultural differences in order to determine the connection
with social acceptance is of high importance, as well as showing the role of xenophobia,
xenophobic attitudes can significantly interfere with processes, create disagreements between
voices. The sub-chapter discusses the rules established in different cultures and existing
differences, for example: a study conducted in America in the part of expressing and
recognizing emotions, people of the same culture understand and perceive the emotions of
people of their own origin better with general regularity.

The sub-chapter also presents definitions of xenophobia: , from a xenophobic point of
view, foreigners are perceived as people who are not members of their society’’; ,
Xenophobia is harming individuals and groups individually based on their differences’’, for
the purpose of practical analysis of the factor, several studies have been conducted, including:
in Georgia, the most facts of xenophobia against Turks and Islamists are revealed That is, there
is discrimination on religious grounds in the country, in the statistical study conducted by
USAID, according to which 573 cases of xenophobia were analyzed, Turkophobia, (200 cases)
Islamophobia and Armenophobia (36 cases) are leading. .Another interesting study, which
shows the negative sides of xenophobic attitudes, was carried out in Germany and America by
professors of tourism and leisure studies Pavlina Latkova and Christine Vogt in rural areas in
2012, which conducted in-depth interviews through in-depth interviews and where
respondents talk about hatred of foreigners, unfavorability, their non-hostile attitudes,
xenophobia is important to the extent that it reflects anti-tolerance and prevents the
development of healthy social relations in tourism.

Chapter II of the work. Corporate culture, hospitality industry and social acceptance-,
subsection 2.1 Organizational corporate culture, cultural relations— presents the importance of
corporate culture in the tourism business, its connection to service culture and social
acceptance. A healthy corporate culture in the company can improve the working
environment, organizational relations and, accordingly, the attitudes and attitudes of
employees towards customers, social acceptance contributes to the increase of tourist
satisfaction and, accordingly, affects the income of tourism business operators. The sub-
chapter also discusses the types of corporate culture, such as: Charles Hand's culture of power
such as ,,Zeus culture”, >Athena culture and others. In this subsection, the statistics of
employment in tourism are discussed after the corporate culture: about 320 million people are
employed in the travel and tourism sector in 2023, which continues the growth trend after a
sharp drop in numbers in 2020 (from 334 million to 271 million in 2019). These statistics and
introductory information lead to the first study in subsection 2.2 Service culture and social
acceptance of tourist organizations, which was carried out in order to study social attitudes
among employees, respondents who are employed in small, medium and large hotels in
Batumi (hotels with a size of 30 to 1200 rooms) were selected for the study. The target
audience for the research was those respondents who are employed in low, intermediate and
high circles. Quantitative research method, online questionnaire were used for the research,
several important aspects were highlighted during the research: 1. The largest part of the
respondents, 36.7%—, believe that satisfaction is determined by kindness and cordial welcome
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2. Attitudes of employees towards individual factors of social acceptance, homophobic
attitudes: regardless of the stereotypical, traditional and cultural awareness and thinking of
the local society, what kind of attitude the respondents have towards tourists of different
sexual orientation. In the process of research, we received quite tolerant and positive answers,
although the other side is also noteworthy. Some of the respondents said that they have a
very bad and bad attitude towards tourists of different sexual orientation, the homophobic
problem was not acute in this part of the research, but at least partially highlighted

(see.Diagram 1)

Diagram 1.Positions of respondents to different sexual orientation of tourists

m Very Good Good Neutral Very bad mBad

4.10% 4-10%

12.20%

63.30%

Source: The diagram is built according to the results of the research by the author

3. The aspect of dissatisfaction with the political factor, in which case the respondents are
worried about the obligation to host tourists of some nationalities, including Russian tourists.

o Russians and Ukrainians. They are annoying, in most cases.’’
o , they are arrogant, tactless and ignorant people.’’;
o , occupation’’;, Russian citizens - based on political relations’ I don't like’;

The second sub-chapter also discusses the second study carried out by us for the study of
social acceptance, which involved the analysis of the evaluations of hotels located in Batumi
on the booking platform Booking.com—, 5, 4 and 3 star hotels were selected for the research,
the size of which is 25 to 400 room seats presented only with accommodation services, as
well as spa— sauna, gym, catering facilities, children's spaces, conference halls and other

services. More than 2900 ratings were analyzed for the survey.

Most of the analyzed negative, critical evaluations come from:

1.About Russian tourists— they are dissatisfied with the quality of service, hotel conditions,

prices, and they are also dissatisfied with their attitudes, repeated in several assessments: the
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words (as if they are not waiting for you here”’, the basis of these attitudes can be the
political background and relations with the country; 2. Arab tourists are criticized for their
critical opinion and evaluations, mostly on the availability of services, although their sincere
disappointments caused by the carelessness of the staff are also important here; 3.Most of
their dissatisfaction with Turkish tourists is caused by language barriers, although not the
problem of not knowing Turkish, but English. In the third sub-chapter of the second chapter
of the dissertation: 2.3 Sustainable development of the hospitality industry, responsible
tourism and social acceptance, information about responsible tourism related to sustainable
development points developed by the World Tourism Organization is presented and analyzed
in relation to social acceptance: filling in visitors: means ensuring equality for tourists in
terms of access to any service and product, as well as creating a safe environment, tourists
should be able regardless of their different characteristics, identity, religious beliefs or race,
regardless of their identity Without any oppression, harassment, discrimination, to relax
anywhere in the world, to receive full service. Also important is the example of a successful
state in Spain, which provides a safe, hospitable and equal social environment to attract
tourists:

o The population of Spain, the hosts are friendly and sincere; Spain respects the rights of
the Tristians and treats them equally; Spain considers international peace and stability;
Spain cares about social equality

The third chapter of the dissertation is: III. A study of social acceptance in the hospitality
industry (on the example of Adjara) and the first subsection: 3.1 A study of social acceptance
with the involvement of international tourists and experts, where one of the most important
parts of the work is presented and analyzed: the most important studies on social acceptance,
we carried out three studies, the target group of the first was tourists, the research object was
the social and accepted social attitudes towards them. A mixed qualitative and quantitative
research method was used for the research, 317 tourists were interviewed through online
survey. The target group for the second study was again international tourists, although this
study was carried out using an in-depth research method, with 32— tourists of different
nationalities participating in the study. In the case of both studies of tourists, the content of
the questions and important emphasis on the directions of the research topic were preserved.

To the question: Have you received negative attitudes from the locals on political grounds?
For Russian citizens, this factor, as it appeared in the answers to the previous questions, is
relevant and sensitive, the content of the answers has been repeated, the attitudes caused by
the political factor are rejected by Iranian, Arab, Turkish tourists, as well as the majority of
Ukrainians, and confirmed by Russian tourists.

Some of the respondents deny, cannot recall the attitudes caused by such a factor,
although only 2 of them are Russian citizens. All citizens of Turkey, Arabia and Israel deny
the political factor.

To the question: What has the most important effect on your satisfaction What makes you
satisfied? The answers of the respondents are more or less different, the importance of timely
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performance of work, pedantry, prices was highlighted, although for most of them, direct,
attentive and care-based attitudes are valuable in the service process.

To the following question: Does positive communication with you and the correct form of
service affect your goodwill and subsequent financial decisions (for example, whether to

spend more money in a hotel or visit it again)?

The vast majority of respondents agree that kindness affects their behavior during rest and

their financial decisions.

To the question: when visiting Adjara, why can you refuse to book a hotel? Taking into
account the questions already discussed and voiced to the respondents, the respondents more
easily understand the goals and content of the questions, mostly repeat the answers, which
strengthens the credibility of their reasoning, for example: the Russian respondent, except for
all 2 respondents from tourists, says that the refusal to receive or place services can be biased,
xenophobic or Due to political attitudes that they receive or have received from service
personnel or locals.

To an important question that arises from the previous question and allows to get an
exact answer: why can you leave the hotel (say no to receiving accommodation services) (after

check—in"-?

Due to negative experiences, moods and attitudes, 45% of the respondents participating in
the study in Georgia and Adjara region speak, most of them are Russian citizens, as well as 1
Turkish, Israeli citizen.

Dissatisfaction with xenophobic attitudes is relevant among tourists with —23%—; (see.

Diagram 2)

Diagram 2. Respondents' experiences with xenophobic attitudes

HYes ™ Moreyesthenno ® Rarely More no thenyes ® No

14.20%

3.60%
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Source: The diagram is compiled by the author according to the results of the research

The target group for the third study was industry experts. In the first part of the research,
in case of social acceptance of tourists, important aspects were identified through the
questionnaire: 1. Dissatisfaction with the political factor is relevant among tourists with —
10.7%-—; (see.Diagram 3)

Diagram 3. Respondents' experience of negative experiences gained by political factors

® | had a negative experience ® | had no negative experience
| don't know | can't remember

2% 0.80%

10.70%

Source: The diagram is constructed by the author based on the results of the research

3. Dissatisfaction with the racist factor is relivevant among tourists with—22%—; Also in both
tourist surveys in the satisfaction survey section, what do you think is most portrait from
employes in the relationship? The majesty of tourists answer: healthy social attitudes,
politeness, kindness. In the case of an application, 33,1% believe that this is the master
importer thing. (see diagram 4)

Diagram 4. Respondents' answers to the question: What is most important for tourists in

their relationship with employees
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® Benevolent attitude

19.20%

m Consideration of service
etiquette

Focusing on their satisfaction,
timely delivery of services and

27.40% products

Attentive and loyal attitude

Source: The diagram is compiled by the author according to the results of the survey

Among the possible reasons for leaving the hotel and canceling the reservation are:
negative moods and attitudes, carelessness. 45% of respondents talk about this factor. In
both studies, the results of factors affecting tour satisfaction are similar, with social, healthy
attitudes and cordial hospitality again leading the way.

Also, a certain part of the respondents are familiar with negative attitudes on political,
racist and xenophobic grounds, according to which they record the answer to canceling a
reservation or leaving a hotel for a few questions, this means that the unhealthy social
attitudes of hotels in accordance with the 3 factors listed above lead to financial loss, in
addition, experts In the case of research, cultural factors are added to these factors, which,
according to experts in the field, are of 45% importance in tourism.

According to the results of expert research: to the question: how important is social
acceptance for tourist relations between locals and tourists? Almost the majority of
respondents, 90%, believe that social acceptance between the two parties is important in
tourism. It is also important that 95.5% of experts believe that social acceptance can affect
the financial situation of the company, the hotel, the indicators of the importance of the
cultural and political factor are even higher among experts —40%, the respondent experts also
evaluated another factor of social acceptance with points on the Likert scale: the sexual
orientation of the tourist, according to experts 31.81%—, sexual orientation of employees
affects social attitudes.

To the open question: what are the needs of modern tourists, the respondents answer that
they are satisfied with the culture and goodwill of true hospitality, only then come the
logistical, technical aspects of the service process. The research established that due to
dissatisfaction caused by individual factors, a certain part of the respondents (tourists) made
decisions to cancel the reservation, in subsection 2.2: the number of canceled bookings,
values are analyzed, for example: taking into account the political factor estimates, the
number of canceled bookings was 44—, the minimum number of canceled bookings totaled
103—, the minimum price of canceled bookings according to the survey is 16700 GEL, of
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which 10250 comes from canceled bookings of Russian tourists, 1750 comes from
reservations of Ukrainian tourists 2950 for Kazakhs and 1750 for Israeli citizens, the
maximum cost of booking is 26200 GEL in total. (see.Table 1.)

Table 1. Data on bookings, nights, minimum and maximum values canceled due to

dissatisfaction with political factors

Number
Number of Number of Correlad
of Canceled | Accepted on

Reservati| Reservatio | Reservation| Number | Min—Pri | Max-Pri| Average |Coefficie Profit-Ma
Couniry | oms ns s of Goests| ce ce Price nt Profit | Profi-Min X
Rusgan |60 n 33 60 10250  |18450  |2.090.909.0913 8200  |148.530.725 |267.301.304
Ukrainian (22 2 4 4 1750 1500 2 2 150 4373 373
Azeri |15 5 5 15 2950 3730 3 3 730 196.666.667 |250
Armenian (19 4 4 15 1750 2500 373 373 730 116.666.667 |166.666.667

Source: The table was compiled by the author based on the research results to assess correlations and the

obtained coefficients.

According to Pearson's correlation, there is a positive and strong correlation between the
political discontent index and the cancellation rate (0.99), which means that the number of
canceled bookings will increase if the discontent caused by the political factor increases

(see.Table 2)

Table 2. Correlation of tourist nationality with political factors and cancellation rates

Political

Respondents Dissatisfaction

Nationality Index Cancellation Rate
Nationality India -0.087239718 -0.101228815
Nationality_Israel -0.273902137 -0.297831774
Nationality Kazakhstan | 0.101810147 0.086149687
Nationality Kuwait 0.224520492 0.217393029
Nationality Russia -0.36454601 -0.283063256
Nationality_Turkey 0.536280702 0.536014872
Nationality Ukraine -0.360604972 -0.38644288

48




Nationality_United
Arab Emirates 0.536280702 0.536014872

Source: The table is built by the author according to the results of the research.

The correlation between the index of political discontent and cancellation of reservations
is weak and negative (0.29) (as for the correlation of tourist nationality with respect to the
index of dissatisfaction with the xenophobic factor and the index of canceled bookings, it is
negative and in the case of weak Ukrainian tourists, —0.34, 0.34, it is also very weak in the
case of Indian tourists and Kuwaiti tourists 0.16 and 0.17; Average for Israeli tourists is —=0.51;
The correlation between the index of canceled bookings and the index of dissatisfaction with
the xenophobic factor is positive. The correlation between Russian tourists is —0.77 and 0.51.
(see. Table 3.4) The number of nights canceled due to xenophobic factor is 52—, the minimum
value of canceled reservations is 11,050 GEL, and the maximum value is 13,500 GEL

Table 3. Correlation of tourist nationality with xenophobic factor and cancellation rate

Xenophobia
Nationality Dissatisfaction Index | Cancellation Rate

India -0.16957 -0.16957
Israel -0.51409 -0.51409
Kazakhstan 0.17495 0.17495
Kuwait 0.17495 0.17495
Russia -0.36336 -0.36336
Turkey 0.51948 0.51948
Ukraine -0.34183 -0.34183
United Arab

Emirates 0.51948 0.51948

Source: The table is compiled by the author according to the results of the research.

It is also important to assess the correlations between racism and the canceled bookings
index based on nationality. In this part of the study, mostly weak correlations were observed
among Indian, Kazakh, Ukrainian, Kuwaiti and United Arab Emirates —Arab tourists,
correlations are weak both in relation to racism and in relation to the index of canceled
bookings, the indicators range from 0.16— to 0.51-. The highest percentage share comes from
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bookings worth 200-250 GEL on average, 8.8%, the lowest from bookings worth 1000-1250
GEL. In the duration of canceled bookings, the highest percentage comes from 1-3 day long
bookings. (see.Table 4)

Table 4. Correlation of tourist nationality with racism factor and cancellation rate

Racism
Dissatisfaction Cancellation

Nationality Index Rate
Indian -0.16937 -0.16957
Jewish -0.51409 -0.51409
Kazakh 0.17495 0.17495
Kuwaiti 0.17495 0.17495
Russian -0.36336 -0.36336
Turkish 0.51948 0.51948
Ukrainian -0.34183 -0.34183
Arab 0.51948 0.51948

Source: The table is compiled by the author according to the research results

To determine the accuracy of the research results, we also determined the strength of
the regression and measured the standard deviation, in case of dissatisfaction with the
political factor, the strength of the regression R? ~ 0.44, the indicator means that the political
factor explains the changes in the cancellation rate by only 44%, the rest is determined by
other factors. (see. Table 5)

Table 5. Indicators of standard regression and regression strength according to political

factor dissatisfaction and canceled bookings

Standard R2 -
Tourists’ X — Political Y - Predicted | Regression @ Regression
Nationality | Dissatisfaction | Cancellations Y B) Strength
Russian 3 8200 1040 | 0.44 0.44
Ukrainian 2 -250 -1244 | 0.44 0.44
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Azeri 3 350 1040 | 0.44 0.44

Armenian 3.75 750 1965 | 0.44 0.44

Source: The table is compiled by the author according to the research results

In connection with the second, important factor of social acceptance—xenophobic factor
and dissatisfaction caused by xenophobia, an average strong regression (R2=(0.52) was also
observed with the booking cancellation index, which means that the model explains the
change in the booking cancellation rate by 52%, in Table 3.8— we have presented correlation
results, according to which standard regression and the strength of regression also shows the
ability of xenophobia to influence decisions to cancel bookings, Also, according to the
standard regression (f = 0.72), this factor plays a really important role for tourists,
dissatisfaction with this factor can lead to an increase in the number of canceled bookings.
(see.Table 6)

Table 6. Indicators of standard regression and regression strength according to xenophobic

factor dissatisfaction and canceled bookings

X- Y- Standard R2 -
Xenophobic | Cancellation | Predicted | Regression | Regression
Nationality | Dissatisfaction Rate Y B) Strength
Russian 1.875 1.875 | 2.09 0.72 0.52
Ukrainian 2 2215 0.72 0.52
Kazakh 5 5495 0.72 0.52
Jewish 1 11.02 0.72 0.52
Turkish 7 7695 0.72 0.52
Kuwaiti 5 51495 0.72 0.52
Arab 7 7] 6.95 0.72 0.52
Indian 3 3| 3.02 0.72 0.52

Source: The table is built by the author according to research data

In case of dissatisfaction caused by the racism factor, the strength of the regression is 0,
that is (R?~1), which means that dissatisfaction with the xenophobic factor practically fully
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affects the indicators of bookings, dissatisfaction caused by the racist factor leads to an
increase in the number of canceled bookings. Regression is positive and strong, statistically
such a correlation is called an ideal correlation.

Standard regression, i.e. the slope of the regression line (b = 1), which means that the
change of each unit in racism, the increase or decrease in the dissatisfaction rate is reflected in
the dependent variable, the cancellation rate of the reservation

In the case of social acceptance racism dissatisfaction factor data, standard regression is
0.88 (B = 0.88) which means that the racist factor and the dissatisfaction caused by it have a
strong impact on the number of canceled bookings, the regression strength will be 0.77 or the
model will explain the change in booking rates by 77% —. And the rest of the waxes can be
.caused by other factors. (see.Table )

Table 7. Indicators of standard regression and regression strength according to racial factor

dissatisfaction and canceled bookings

R2-
X- Y- B- Stren,
Dissatisfaction | Cancellation Y- Standard of
Nationality | with Racism Rate Predicted | Regression | regression
Indian -0.16937 -0.16957 -0.17 0.88 0.77
Israeli -0.51409 -0.51409 -0.51 0.88 0.77
Kazakh 0.17495 0.17495 0.17 0.88 0.77
Kuwaiti 0.17495 0.17495 0.17 0.88 0.77
Russian -0.36336 -0.36336 -0.36 0.88 0.77
Turkish 0.51948 0.51948 0.52 0.88 0.77
Ukrainian | -0.34183 -0.34183 -0.34 0.88 0.77
Arab 0.51948 0.51948 0.52 0.88 0.77

Source: The table is built by the author according to research data

As for the standard deviation, in the case of dissatisfaction with the political factor (X), the
standard deviation is =~ 0.622

oX=n)(Xi-X")?/2=0.0039+0.8789+0.0039+0.6602/4=1.5469/4~0.622
Standard deviation in case of canceled bookings (Y) ~3443,

oY=>(Yi-Y")?/n=35253806.25+6313031.25+3667656.25+2287815.25/4=47422208/4=1185555
~3443.3
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Taking into account the results, in case of dissatisfaction with the political factor, the data
of almost all respondents is close to the average, which means that the data is reliable, and the
cancellation rates are different from each other, namely in the case of Russians and
Ukrainians, where one is in negative indicators (that is, it is much smaller than the average)
and the other is very high, data and The model needs to be interpreted carefully.

In case of dissatisfaction with the xenophobic factor, the standard deviation is = 2.19, that
is, it differs by 2.2 units from the average indicator (3.98), and the standard deviation by 2.2—
of the canceled reservation data differs from the average data, therefore both variables change
almost the same, are in agreement and are identical to the values of deviation. (see.Table 8)

Table 8. Average and deviant analysis of xenophobic dissatisfaction and cancellation rates

X-X)(Y
Nationality | X-X| Y-V -Y) X-X)2
Russian | -2.109 | -2.109 4.448 4.449
Ukrainian | -1.984 | -1.984 3.936 3.936
Kazakh 1.016 1.016 1.032 1.032
Israeli | -2.984 | -2.984 8.904 8.904
Turkish | 3.016 | 3.016 9.096 9.096
Kuwaiti 1.016 1.016 1.032 1.032
Arab | 3.016 | 3.016 9.096 9.096
Indian | -0.984 | -0.984 0.968 0.968

Source: The table is built by the author according to research data

As for the rate of dissatisfaction with the racism factor (X) and the deviation of booking
cancellation rates, according to the index of dissatisfaction with racism, the standard deviation
rate is ~0.38—, which means that the average rate of respondents with dissatisfaction with the
xenophobic factor of 0.38— differs from the average value, which is approximately 0 (=0-), as
for the booking cancellation index, it is also =0.38—. Based on the results, the research results
and data are reliable.

Table 9. Average and deviant analysis of racism discontent and cancellation rates
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Country X-X | X-X2| Y-V (Y-V)2

Indian -0.16940 | 0.0287 | -0.16960 | 0.0288
Jewish -0.51412 | 0.2643 | -0.51412 | 0.2643
Kazakh 0.17492 | 0.0306 | 0.17492 | 0.0306
Kuwaiti 0.17492 | 0.0306 | 0.17492 | 0.0306
Russian -0.36339 | 0.1320 | -0.36339 | 0.1320
Turkish 051945 | 0.2698 | 0.51945 | 0.2698

Ukrainian -0.34186 | 0.1169 | -0.34186 | 0.1169

Arab 051945 | 0.2698 | 0.51945 | 0.2698

Source: The table is built by the author according to research data

In the third sub-chapter of the mentioned chapter: 3.3 Possibilities of regulating the
problem of social acceptance—, recommendations and regulatory mechanisms developed in
accordance with the problems found in the social acceptance study are presented: the
program of sustainable development of the hospitality industry in terms of social acceptance,
the first part of which is: 1.Developing the corporate culture of hotels and organizing them in
such a way that it can improve social attitudes, the program involves understanding the
importance of tourists by hotel employees not only in terms of material benefits for business,
but also in terms of grateful, satisfied and happy customers.The financial well-being of hotels
depends on the satisfaction of tourists. The second point of the program is: the rights of
tourists and employees, which are important for a healthy corporate culture. The program
also includes: the Social Responsibility Strengthening Clause—, which in itself implies the
application of the behaviors and decisions of people involved in the hotel business in
accordance with corporate and ethical values along with business ethics.

The mentioned subsection discusses the existing financial benefits arising from the
improvement of corporate culture and the development of relations, the satisfaction of
tourists depends on their attitudes, and improved attitudes and service culture affect the
growth of sales indicators, improvement of the rating of hotel ratings, improvement of
average occupancy and others. The need to bring companies' KPI- goals into line with social
acceptance is also discussed. Corporate values of hotels should be employee and tourist
satisfaction, happiness.

2. The following sub-chapter is an important recommendation: the updated code of
ethics, which is usually approved by the director in companies (hotels), the board of directors,
should be written in the code: recognition of human and consumer rights in any context, the
code should also take into account the principle of honest, equal service of tourists, the
privacy of tourists Inviolability, protection and care of tourists’ safety rights.”
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3. In order to eliminate the problems of social acceptance by hotels, based on the results
of the research, it is also desirable to make changes in the structure and management style of
the team:

The following should be added to the human resources management department: the position
of quality assurance manager, which ensures monitoring of service quality and social
relations, as well as support of team members in the work process, the person acting in this
position will perform social and psychological work in the form of organizing trainings,
workshops and practical exercises.

4. According to the program, another innovation is: the creation of a cluster of hotels and
tourist organizations with social and ethical responsibilities of Adjara, in which not only hotel
representatives, but also tourist organizations, representatives of public structures and
educational institutions will join, through the union it will be possible to spread information
and raise awareness about social acceptance, as well as solving communication problems
between industry representatives, saving costs and others.

As for regulation mechanisms, 2 directions are discussed here: 1. Legislation
Amendments—Georgian Law “, on Tourism and Resorts — considers the obligations to provide
tourists with detailed information about services and their performance (Chapter 11-me,
Article 657— to 664, (Civil Code of Georgia, 2023) There is usually no clause in the Georgian
Tourism and Resorts Law that explains the rights of tourists except that they have the right to
receive services corresponding to the reservation, except that they have the right to receive
services Their human rights regarding the inviolability of a person, in order to protect against
racist, homophobic or xenophobic attitudes and other discriminatory treatment, are not
explained, therefore the sub-chapter discusses the need for change in terms of rights. 2. An
innovative evaluation system and a questionnaire that will allow in-depth analysis of social
acceptance and attitudes to industry representatives will be presented in the questionnaire for
example:

1.Evaluation of hospitality and courtesy received at the hotel (1-to 10— points;)

2.Assessment of employee attitudes and attitudes, divided into 2 parts: 2.1 communication
rate, 2.2 smiles and mood (1-to 10— points;) and 8 more questions.

Conclusions and Recommendations

The research we conducted allowed us to draw several important conclusions, including the
following:

The study conducted among employees of the hotel industry in the Autonomous Republic of
Adjara, which aimed to examine employees’ social acceptance and social attitudes toward
tourists, revealed that for a small portion of employees, the diverse sexual orientation of
tourists poses a problem. Employees also react negatively to the nationality of tourists due to
political factors, including toward Russian tourists. Unfortunately, for a large number of
respondents, serving Russian tourists is not considered a pleasant experience. According to the
findings, tourists’ satisfaction is largely influenced by the goodwill of employees, the culture
of hospitality, and social acceptance.
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The study analyzing reviews written by tourists of Adjara’s hotels on Booking.com during
2022-2024 showed the following:

Tourists experience a lack of attention, indifferent treatment, and negative social attitudes in
hotels

The majority of critical reviews are written by Russian tourists, who emphasize that they feel
unwelcome, believing that their presence and stay at the hotel are not appreciated.

Tourists’ satisfaction is significantly influenced by the goodwill shown toward them, which is
an important factor and can affect their financial decisions. The research indicates that for
tourists, the primary factors are not material but non-material aspects.

Among the factors of social acceptance, xenophobia has one of the strongest impacts on both
tourist satisfaction and their financial decisions. Dissatisfaction caused by xenophobic
attitudes leads tourists to reconsider whether they should stay at the hotel. Therefore, the role
of this factor is crucial for both tourist satisfaction and the revenue of accommodation
facilities.

According to expert evaluations, local residents’ behavior regarding homophobic attitudes is
characterized by:

Avoidance of communication with tourists of non-traditional sexual orientation;

Ironic and mocking attitudes.

Our research has allowed us to draw important conclusions, including:

1. The research carried out among the employees of the Batumi hotel industry, which was
aimed at studying the social acceptance and social attitudes of employees towards tourists,
made it clear that for a small part of the employees, the different sexual orientation of tourists
is a problem, the employees react negatively to the nationality of tourists due to the political
factor, including Russian tourists, unfortunately for a large part of the respondents. Providing
services to Russian tourists is not a pleasant process. According to the mentioned research,
the satisfaction of tourists is mostly determined by the friendliness of the employees towards
them, the culture of hospitality and social acceptance.

2. And the research, which included the analysis of the evaluations written by Batumi hotel
tourists on Booking.com in 2024-2022, made it clear:

o Tourists in hotels experience attention deficit, indifferent treatment and negative social
attitudes;

o The authors of the largest part of the ocritical evaluations are Russian tourists, they
emphasize their undesirableness as tourists in their evaluations, they think that they are
not happy to see and visit them in the hotel;
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3.The importance of social acceptance, attitudes, attitudes, correct form of communication is
confirmed and strengthened by several questions and the positions recorded by the
respondents on them, including the question asked about xenophobic attitudes, the proof of
some of the respondents that they felt similar attitudes from employees is a proof of the
existence of social non-acceptance. In general, social attitudes are not healthy.

4. The second proof of unhealthy attitudes in social acceptance is the respondents' answers
about the negative attitudes and attitudes caused by the political factor on the part of the
employees, despite the fact that 10.7% of the total majority confirm such experiences, it is
still worth noting that the basis of negative attitudes towards tourists, taking into account the
discussed factors, is the factor of political attitudes.

5. In the part of the survey of tourist satisfaction, friendly, warm welcome and hospitality is
important for the respondents, for 37.4% of the respondents, the attitudes of the employees
and positive communication are important in the process of making booking decisions, which
can have a strong impact on 55.9%- of the respondents.

6. Dissatisfaction with the political factor, according to the respondents' answers, gave us
statistics where the most canceled bookings and values come in the form of reservations
worth 10,250 GEL for Russian tourists, then in the form of reservations for Ukrainian,
Kazakh, Jewish tourists. The correlation between the political factor and the canceled
bookings index is positive and strong, signaling that an increase in the political discontent
index will also lead to an increase in the cancellation rate.

7. As for the xenophobic factor, the volume of bookings canceled by the respondents due to
dissatisfaction is 11,050 L, among which the highest value of canceled bookings comes from
Russian, Ukrainian, Kazakh and Arab tourists. The correlation of nationality with the index
of canceled bookings and the index of the xenophobic factor is weak in the case of Indian,
Kuwaiti, tourists, and positive and strong in the case of Russian tourists.

1. Among the studies of experts and tourists, common signs were revealed:

1.Experts have recognized that society has a homophobic, xenophobic way of thinking, due
to which attitudes towards tourists of different orientations are expressed in various
unhealthy ways, during communication with aggression, including: aggressive tone,
persistent gaze, rude conversation, hate speech, etc.

2.It is a very important intersection to determine the most important factor in the service
process, tourists note in several questions that the most important thing is how they meet and
entertain them, how friendly and kind employees are towards them, as well as experts who
name hospitality culture and social acceptance as the determining factor of tourist satisfaction
in the tourism industry. In addition, 95% of experts believe that social acceptance can affect
hotel revenues.

8.During the research of tourists, one of the determining factors of social acceptance, the —
religious factor and its influence in the part of cancellation of reservations, or vice versa, was
not revealed, and according to experts' estimates, more than 22%-— believe that this factor can
determine social acceptance, attitudes and attitudes.

57



9.Due to the sexual orientation and the sensitivity of the issue, no question was asked to the
tourists, although the factor was evaluated by experts, on which several important positions
were fixed, and more so in terms of homophobic attitudes, how do the locals behave:

o Avoiding communication with tourists of non-traditional orientation,
o Ironic and mocking attitudes,

o Expressing aggression directly and online, in social networks,

o Persistent gaze, rude and impolite tone during conversation,

o Baseless fear, apostasy and their discrimination and others.

According to the results of the social acceptance research, corporate culture should be based
on equality, mutual respect, ethical conduct, and the healthy goals of corporate culture and
teamwork.

For the hospitality industry to continue functioning in an organized and effective manner, a
coordinated information system is necessary—one that can address problems related to
negative social acceptance and attitudes, as well as reduce stereotypical perceptions within the
tourism community. Awareness regarding social acceptance should be promoted by both
private and public institutions, particularly by hotel cluster associations and the Tourism
Department.

To eliminate problems related to social acceptance, it is important to establish a cluster of
hotels and tourism organizations with social and ethical responsibility in Adjara. Such a
cluster would ensure:

o Reduction of financial costs for hotels and tourism organizations by providing necessary
shared resources;

o Knowledge sharing among members, which would otherwise remain inaccessible to non-
member hotels and organizations;

o Organization of official meetings, trainings, and retraining programs addressing major
challenges in tourism and hospitality, including issues of social relations and acceptance;

o Implementation of educational and training courses to improve service quality by training
and retraining employees;

o Sharing of innovations, up-to-date statistics, and forecasts in the industry, as well as
improving communication.

The Social and Ethical Responsibility Cluster in the hospitality industry would unite human
resource development organizations, branded and non-branded hotels, the Tourism
Department, tourism organizations, including “HORECA Georgia Group,”
Development Fund,” educational institutions, and others. According to global experience,
cluster-based management is more effective than sectoral management; therefore, organizing

the “Tourism

a hotel cluster would be a strong solution for addressing issues related to social acceptance.

To improve social attitudes in the service process within the cluster framework, it is
important to:
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1. Introduce relevant amendments to the tourism and resort management legislation of
Georgia and the Autonomous Republic of Adjara;

2. Implement organizational and structural changes in hotels and the Tourism and Resorts
Department (such as introducing a Quality Management Manager position);

3. Develop an online evaluation system with questions based on tourists’ experiences, taking
into account attitudes and behaviors expressed toward them during the service process.
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