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ПРЕДИСЛОВИЕ 

 
Ежегодная Международная научно-практическая конференция 

«Туристско-рекреационный комплекс в системе регионального развития» нашла 

широкую поддержку среди организаций различного уровня. Круг обсуждаемых 

вопросов отражается в туристских стратегиях регионов России и зарубежных 

стран, в деятельности организаций и предприятий индустрии туризма.  

В 2026 году конференция проводится Кубанским государственным 

университетом совместно с Министерством курортов, туризма и олимпийского 

наследия Краснодарского края, Абхазским государственным университетом, 

Центром Русского географического общества в Сербии, Белградским 

университетом, Сербским географическим обществом, Географическим 

обществом Республики Сербской, факультетом естественных наук и математики 

в Баня-Луке, Российским центром науки и культуры в Белграде, Ошским 

технологическим университетом имени М.М. Адышева, Институтом географии 

имени академика Г. Алиева Министерства науки и образования 

Азербайджанской Республики, Международным государственным 

экологическим институтом имени А.Д. Сахарова Белорусского 

государственного университета, Российской экологической академией с целью 

определения современных тенденций развития туристско-рекреационного 

комплекса, его роли для регионов, с учетом приоритетности инновационных 

подходов в экономике, развития международного и внутреннего туризма, а 

также повышения качества обслуживания отдыхающих. 

Актуальность темы конференции определяется необходимостью 

обобщения опыта ученых и практиков в вопросах развития туризма и рекреации 

с учетом концепции устойчивого развития территорий, формирования имиджа 

территорий, маркетинговой политики новых туристских продуктов и обмена 

опытом в подготовке кадров в сфере туризма, сервиса и рекреации. 

XIV Международная конференция, посвященная межгосударственным и 

региональным аспектам развития туристско-рекреационного комплекса, 

проводится в Сербии как территории туризма с благоприятными культурными, 

социально-экономическими и политическими условиями сотрудничества. 

Выражаем благодарность участникам международной конференции, 

желаем удачи и творческих успехов! Плодотворная работа конференции и 

вошедшие в издание материалы создают импульс прогрессивному развитию 

туристско-рекреационного комплекса регионов и государств. 

 

М.Ю. Беликов, директор Института географии, геологии, туризма и 

сервиса Кубанского государственного университета, заведующий кафедрой 

международного туризма и менеджмента, доктор географических наук, 

профессор, заслуженный работник курортов Кубани 
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ПРЕДГОВОР 

 

Годишња Међународна научно-практична конференција „Туристичко-

рекреативни комплекс у систему регионалног развоја“ наишла је на широку 

подршку међу организацијама на различитим нивоима. Спектар питања 

која су разматрана огледа се у туристичким стратегијама руских и 

међународних региона, као и у активностима организација и предузећа 

туристичке индустрије. 

Конференцију 2026. године организује Кубански државни универзитет 

у сарадњи са Министарством за одмаралишта, туризам и олимпијско 

наслеђе Краснодарског краја, Абхаски државни универзитет, Центар 

Руског географског друштва у Србији, Универзитет у Београду – 

Географски факултет, Српско географско друштво, Географско друштво 

Републике српске, Природно-математички факултет у Бањалуци, Руски 

центар за науку и културу у Београду, Ошки технолошки универзитет 

„М.М. Адишевˮ, Институт за географију академика Г. Алијева, 

Министарство науке и образовања Републике Азербејџан, Међународни 

државни еколошки институт А.Д. Сахаров, Белоруски државни 

универзитет и Руска еколошка академија сарађивали су како би утврдили 

актуелне трендове у развоју туристичко-рекреативног комплекса, његову 

улогу за регионе, узимајући у обзир приоритет иновативних приступа у 

економији, развој међународног и домаћег туризма и побољшање квалитета 

услуга за туристе. 

Релевантност теме конференције одређена је потребом да се сумира 

искуство научника и практичара у питањима развоја туризма и рекреације, 

узимајући у обзир концепт одрживог територијалног развоја, формирање 

територијалних слика, маркетиншку политику нових туристичких 

производа и размену искустава у обуци кадрова у области туризма, услуга 

и рекреације. 

XIV Међународна конференција о међудржавним и регионалним 

аспектима развоја туристичко-рекреативног комплекса одржава се у Србији 

као туристичкој територији са повољним културним, друштвено-

економским и политичким условима за сарадњу. 

Изражавамо захвалност учесницима ове међународне конференције и 

желимо им срећу и креативни успех! Плодоносан рад конференције и 

материјали укључени у ову публикацију дају подстицај прогресивном 

развоју туризма и рекреације у регионима и земљама. 

 

М.Ју. Беликов, директор Института за географију, геологију, туризам 

и услуге Кубанског државног универзитета, шеф Катедре за међународни 

туризам и менаџмент, доктор географских наука, професор, почасни 

радник кубанских одмаралишта  
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PREFACE 

 
The annual international scientific and practical conference, "Tourist and 

Recreation Complex in the System of Regional Development," has found 

widespread support among organizations at various levels. The range of issues 

discussed is reflected in the tourism strategies of Russian and international regions, 

as well as in the activities of tourism industry organizations and enterprises. 

The 2026 conference is organized by Kuban State University in cooperation 

with a nuber of partners, including the Ministry of Resorts, Tourism and Olympic 

Heritage of the Krasnodar Region, Abkhaz State University, the Center of the 

Russian Geographical Society in Serbia, the University of Belgrade, the Serbian 

Geographical Society, the Geographical Society of the Republic of Srpska, the 

Faculty of Natural Sciences and Mathematics in Banja Luka, the Russian Center for 

Science and Culture in Belgrade, and the Osh Technological University named after 

M.M. Adyshev, the Institute of Geography named after Academician G. Aliyev of 

the Ministry of Science and Education of the Republic of Azerbaijan, the 

International State Ecological Institute named after A.D. Sakharov of the Belarusian 

State University, and the Russian Ecological Academy. Together these institutions 

have collaborated to determine current trends in the development of the tourism and 

recreational complex, its role for the regions, taking into account the priority of 

innovative approaches in the economy, the development of international and 

domestic tourism, and improving the quality of services for tourists. 

The relevance of the conference topic is determined by the need to summarize 

the experience of scientists and practitioners in matters of tourism and recreation 

development, taking into account the concept of sustainable territorial development, 

the formation of destination images, the marketing policy of new tourism products, 

and the exchange of experience in the training of personnel in the field of tourism, 

service, and recreation. 

The XIV International Conference on Interstate and Regional Aspects of 

Tourism and Recreation Complex Development is being held in Serbia, a 

destination with favorable cultural, social, economic and political conditions for 

cooperation. 

We express our gratitude to the participants of this international conference and 

wish them good luck and creative success! The fruitful work of the conference and 

the materials included in this publication provide impetus for the progressive 

development of tourism and recreation in regions and countries. 
 

M.Yu. Belikov, Director of the Institute of Geography, Geology, Tourism and Service 

of Kuban State University, Head of the Department of International Tourism and 

Management, Doctor of Geographical Sciences, Professor, Honored Worker of 

Kuban Resorts 
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M. Maksimović, T. Rajić 

М. Максимовић, Т. Рајић 

Institute of Social Sciences Belgrade 

Институт друштвених наука Београд 

 

HUMAN RESOURCE MANAGEMENT IN TOURISM: EMPLOYEES 

AND CONSUMERS - TWO SIDES OF THE SAME COIN 

UPRAVLJANJE LJUDSKIM RESURSIMA U TURIZMU: 

ZAPOSLENI I POTROŠAČI – DVE STRANE ISTOG NOVČIĆA 

 

Abstract. Tourism is an important economic sector of a country. There 

are many reasons for this. In tourism, the most important quality service is 

the result of many factors. In this paper, it will be presented as a result of 

the human factor, i.e. human resource management on the one hand and 

consumer behavior on the other.  

Key words: tourism, human resource management, employees, 

consumers, service. 

Апстракт. Туризам представља важну привредну грану једне 

земље. Разлози за то су многобројни. У туризму је најважнија 

квалитетна услуга која је резултат много фактора. У овом раду она ће 

бити представљена као резултат људског фактора, односно управљања 

људским ресурсима с једне стране и понашања потрошача с друге 

стране. 

Кључне речи: туризам, управљање људским ресурсима, 

запослени, потрошачи, услуга. 

 

Tourism as an economic branch is viewed in the context of the balance 

of payments, but it can also be viewed from the perspective of other aspects 

such as the attractiveness of the tourist destination or the tourists themselves. 

For example, in the development of the tourist market, the state plays an 

important role, and it can be seen as a state resource. «Tourism is both a 

specific socioeconomic phenomenon, but also a special permeation of 

material and spiritual life» [Besermenji S., 2022]. It has a multiplier effect, 

because it also involves other economic branches such as traffic, trade, 

agriculture, but also culture, science and art of a country. In addition to the 

tourist destination and the gastronomic offer, consumers also draw their 

conclusions about the trip based on the quality of the service provided. The 

specificity of the service is reflected in the fact that it actually represents an 

intangible product, and that it requires specific broader knowledge and 
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abilities than merely «learned», i.e. repetitive knowledge. Such a service can 

only be provided with an adequately educated workforce that is ready to 

face competition in the market. Accordingly, a new systematization of 

workplaces is often necessary, which is harmonized with the educational 

needs of tourism. Therefore, it can be said that tourism is driven by people, 

that employees in tourism are responsible for the way human resources are 

managed. Investing in human resources in the field of tourism implies the 

inclusion of all employees in that field. It is also very important to include 

the local population in whose locality the tourist offer is located. Apart from 

the primary function of employee selection, it is important to increase 

employees fund of knowledge, encourage the ability to approach visitors 

eloquently, creativity and cordiality [Božović Ž., 2010]. Of course, it is 

understood here that we are talking about destinations that are economically 

and politically safe, because that is the only way there can be strong 

motivators for travel [Stanciu O., 2010]. 

Namely, human resource management is a business function in a 

company, which includes recruitment, selection, training and career 

building. The goal is to do a job professionally and conscientiously. This is 

important in tourism because the employees are in direct contact with the 

customers (tourists), and thus are directly responsible for the quality of the 

service provided [Rachmawatia E., 2021]. Based on a well-designed long-

term strategy and business policy of human resources, it is necessary to 

match skills with the required knowledge on the labor market. Such 

knowledge can contribute to a competitive advantage and contribute to the 

further development of tourism. It is clear that such knowledge is acquired 

in educational institutions, which must innovate their programs, but also 

remain stable in emphasizing the quality of service. Some of the 

characteristics that employees in tourism should display in addition to 

knowledge and education are openness to providing information, kindness, 

eloquence, cordiality, as well as willingness to help tourists. In contrast, 

there are traits such as grumpiness, laziness, demotivation and consequently 

low efficiency. Recently, human resource management has to respond to the 

demands of a rapidly changing environment, such as globalization, response 

to crises and wars, changes occurring in the expectations of the workforce, 

and one of these is the rapid development of digital technologies that has 

been evident in the last few decades. In this context, innovative strategies 

are needed, which would take into account the consequences of these 

changes, namely remote work, flexible and hybrid forms of work, data 

management, but also employee expectations about career advancement. 
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The emphasis is on the balance of productivity and employee satisfaction, 

which are encompassed by physical, emotional, and digital experiences. It 

is interesting that data management helps human resources to make 

decisions with the help of analysis, and it is expected that the decisions made 

will be more correct and useful for the competitiveness of the company. 

Also, an important innovation in human resource management when 

attracting talent is the formation of employer brands, and that this affects 

employee retention. Not infrequently today, virtual teams are formed that 

work together to solve a problem. Thus, software development contributes 

to improving the speed of response in human resource management, to find 

out the opinion of consumers and to improve cooperation [Tomescu-

Dumitrescu C., 2025]. 

On the other hand, consumers are also important, because from the 

perception of tourists, tourism workers gain knowledge about the quality of 

the service provided. At the same time, digital technologies changed the 

process of service creation because it facilitated and accelerated 

communication between employees in the tourism sector and consumers. 

Management of smart tourist destinations is current, and digital platforms 

and artificial intelligence serve as channels of communication between these 

two parties. Employees create platforms and information about the tourist 

offer, the way of providing information about the offer, online reservations 

and digital sales of destinations. In this way, a wider consumer base is 

acquired that searches for destinations. Therefore, technology together with 

sustainable nature protection greatly influences the creation of tourist 

content. In the digitalization process, analog processes, when filled with 

data, become platforms with machine-readable formats. Thus, consumers 

have a wide range of opportunities to find out information about the type of 

services provided by providers through electronic markets. For these 

reasons, sources of information must be as accurate and precise as possible, 

because consumer expectations depend on it. This is important because 

consumers make their decisions in the expectation stage. Those more 

experienced tourists expect quality in terms of management (organization 

and training of employees), marketing (advertising) and tourism 

(destination, environment). In addition to quality, which is their first 

priority, price is also important to them. Otherwise, service is much more 

difficult to define due to the inseparability of production and consumption, 

intangibility and perishability [Gruescu R., 2008]. Among the non-media 

sources of information, the Internet is very important (in addition to travel 

agents, institutional brochures and commercial brochures) so that tourists 
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can more easily choose the way to their destination, accommodation, etc. 

Information via the Internet has grown rapidly in the second decade of the 

21st century, for the reason that it overcomes many barriers, for example the 

prohibition of doing business in certain countries. Access to websites and 

platforms is unlimited, available 24 hours a day. However, consumer 

behavior, if properly researched, can influence the creation of a good tourist 

offer and the development of adequate consumer access strategies. In this 

sense, digital tourism applies digital technologies to merge the real world 

with digital content, in order to improve the tourist experience. Thus, 

technology becomes a guide for smart destinations in order to meet the 

expectations of tourists, and the Internet becomes a communication and 

marketing channel in the era of rapid digitization. Therefore, it is not 

surprising that there is a large number of literary contributions that point to 

some aspects of digital tourism such as customer satisfaction, security, 

competitiveness, loyalty [Kalia P., 2022]. 

In any case, it is in the interest of both parties, i.e. employees and 

consumers, to create such a digital tourism ecosystem that is responsible 

and, above all, sustainable. Furthermore, what both mentioned stakeholders 

have in common are satisfaction with the service, efficiency, respect for 

ethical practices, compliance with changes and rules, balance between work 

and fun, as well as time spent. 

In a practical sense, Serbia is a country that invests a lot in the 

development of tourism, human resources and platforms through which 

potential tourists can be informed about tourist offers. What is specific about 

it is that it does not have marine tourism because there is no sea, but it has 

developed mountain, spa and rural tourism. What should be researched and 

emphasized as a touristic advantage of Serbia in the future is museum 

tourism, because museums are treasures of culture and show different eras 

[Chen Ј., 2024]. Then there is religious tourism, through which you can see 

many medieval monasteries that are historical, religious and cultural 

monuments with authentic architectural structures. And finally, scientific 

tourism is perhaps the least developed, because in Serbia there are a lot of 

scientific institutions, legacies and memorial houses of scientists, painters 

and writers. Among the most famous are the house of Jovan Cvijić, the 

house of Mihajlo Petrović Alas, the Bequest of Petar Lubarda, the Bequest 

of Milenko Šerban, the Bequest of Ljubica Cuce Sokić, the Bequest of Ivo 

Andrić, the Bequest of Isidore Sekulić, the Bequest of Josip Slavenski, 

bequests from the SANU collection (Begacy of Olga Jevrić) and other 

notable personalities who shaped Serbian culture and science. In this sense, 
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the combination of employees, consumers and digitization remains 

important in order to better present tourist destinations to the public.  
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