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Introduction 

 

The broad research field of the master’s thesis is management and organizational 

learning. Learning is explored more closely as one of the most important strategies for 

creating a competitive advantage for small and medium companies (Moingeon & 

Edmondson, 1996). The main focus of research is the learning environment. Having in 

mind that the SMEs have fewer opportunities and resources, both financial and human, 

the perspective of the SMEs is viewed in regards to the climate for learning (Farvaque & 

Voss, 2009). The research topic is learning environment in SMEs in Macedonia and 

Western Bulgaria. The service industry SMEs have been taken into consideration, so as to 

provide relevant evidence on the importance and advantages learning bring to a business. 

The research itself is focused on tourism SMEs in Macedonia and Western Bulgaria, 

having in mind that it is a service industry i.e. where human resources interaction is very 

visible, an industry with many stakeholders and could be analyzed through its human 

capacities. Both areas are compared and contrasted in several pertinent aspects and the 

sources and the causes of the current situation are located. The perspectives of the EU are 

also taken into consideration, as Macedonia is a candidate for membership and Bulgaria is 

a member state (European Commission, 2008) 

The main purpose of the research is to identify the current situation regarding the level of 

awareness of the benefits of continuous learning within the SMEs in Macedonia and 

Western Bulgaria. A strong need to explore this area has been noted (National Center for 

Development of Innovations and Entrepreneurial Learning), in order to locate the reasons 

and causes for the current tendencies, which serve as a base for suggestions about how to 

improve the situation. There seems to be a lack of understanding of the concept of 

learning as an activity that increases skills (Dreyfus, 1998) and improves the coherence of 

processes within business organizations. The SMEs in the aforementioned countries do 

not provide self-paced, just-in-time entrepreneurial solutions that are interactive, 

consistent, easily distributable and portable in order to improve their learning 

environment (Economic Policy Institute - Sofia, 2010, p. 28). 

Having defined the problem on a more general level, the more specific and important 

question then may be posed: How to present the results of a positive learning environment 

to stakeholders in the SMEs from Macedonia and Bulgaria in order to increase their 

awareness level of its benefits. This problem is investigated from various perspectives. 

The owners, most often simultaneously serving as the managers of SMEs in Macedonia 

and Western Bulgaria, do not create an organizational environment that supports learning 

processes. They seem to lack information and knowledge on how to set and reach their 

objectives, improve, define a vision, as well as to be self-conscious and realistic about 

their present position. The managers, as leaders of the learning and changes in their 

companies, often fail to take an active role in promoting the learning culture. All these 

activities do not lead to fulfillment of envisioned business strategies by failing to attract, 

motivate and retain talented employees (Noe, Hollenbeck, Gerhart, & Wright, 2008, p. 

266). Organizational culture is the primary factor influencing teamwork, goal-
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achievement and communication with the external environment (Ministry of Economy, 

Energy and Tourism of Bulgaria, 2008, p. 18). 

The employees in the Macedonian and Western Bulgarian SMEs are not motivated to 

learn and develop in a way that creates a positive working environment. Their readiness, 

openness and ability to learn from the external environment are the second perspective 

from which the problem is approached. This is a strong determinant of the internal 

climate of the company. The learning processes currently practiced in these SMEs do not 

create the synergies that lead towards the growth of the business at a faster pace 

(CDSEPR, 2009, p. 41). The interaction among employees and peers learning together 

shapes the general organizational culture in a positive manner, creating a positive learning 

environment. These employees do not use their own resources to improve the flow of 

knowledge and exchange of information through learning networks within a company and 

between companies.   

Regarding the societal point of view, it must be stressed that awareness-raising and the 

introduction of a system of lifelong learning is among the highest priorities within 

national and regional strategic documents of both countries (Ministry of Local Self-

Government of the Republic of Macedonia, 2009, p. 51). As the environment is 

continuously changing, the development of new capabilities in public sector is also 

essential for the process of practical implementation of the adopted strategies. There is a 

noted lack of communication between the public and private sector. When this broken 

link is fixed, the full potential for growth and expansion of the Macedonian and Western 

Bulgarian SMEs may be realized.  

The results of the research will contribute to an increased awareness among stakeholders 

in service-oriented industries in Macedonia and Western Bulgaria, but they will also point 

to the possible benefits of having an environment supportive of learning. Bearing in mind 

the present practices and resistance towards learning processes among the SMEs in 

Macedonia and Western Bulgaria, the thesis serves as a practical example of the benefits 

of a learning supportive environment. The research investigates which tools should be 

used to facilitate the learning processes within the SMEs in the tourism industry in 

Macedonia and Western Bulgaria. The contributions to practice will also have a great 

effect on the understanding of small and medium businesses in Macedonia and Western 

Bulgaria regarding their learning environment and introducing learning as a strategic 

process for businesses. The businesses should be supporter and initiator of a learning 

environment, ultimately leading toward a learning society in the future (MCMS, 2008, p. 

26).     

The content of this master’s thesis is based on multiplex composition, starting from the 

theoretical background, covering the main aspects of the learning theories, especially the 

focusing on learning in organizations and providing an overall overview of the current 

situation of the learning environment in the SMEs from Macedonia and Western 

Bulgaria. In the next chapter the thesis focuses on the research itself, covering the top-

down and bottom-up perspectives of the matter. The qualitative research gives the input 

of experts in the areas of SMEs, learning and tourism, as selected branch of industry. 
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Furthermore, there is a review of the quantitative research and its results have been 

reached through a survey conducted among employees in the SMEs of tourism in 

Macedonia and Western Bulgaria. Towards the very end, the thesis focuses on the 

possible solution for improvement of the current state of the learning environment among 

the SMEs in both countries. It is based on the recommendations rising out of the 

qualitative and analysis of the quantitative research, proposed as a learning model with 

holistic foundations having the managers in the center of the actions, as leaders that are to 

take action in order to introduce a better learning environment in the SMEs of Macedonia 

and Western Bulgaria. 

 

1 Theories of Learning 

 

The learning process was studied by many scientists during the 20th century, with new 

definitions emerging even today. The three main streams that have defined learning are 

behaviorism, cognitive and constructivism, followed by latest findings of humanistic, 

transformative and experiential learning theory.  

 

1.1 Behaviorist Theories 

 

Behaviorism is a theoretical approach that treats learning as a process which manifests 

itself in the person’s behavior, i.e. a process that is visible to others (Watson, 1913). 

Behaviorist theories will oftentimes permit unintended learning (Pavlov, 1927, p. 242). 

For behaviorists, learning is an acquisition of new behavior through conditioning with 

two types of conditioning in the learning process.  

According to Pavlov’s experiments, classical conditioning occurs when the behavior is a 

reflex to stimuli. He came to the conclusion that an unconditioned stimulus prompts an 

unconditioned response, which, when presenting together with a conditioned stimulus, 

later becomes a conditioned response (Pavlov, 1927, p. 242). Pavlov’s experiments on 

animals, especially dogs, became widely known in the West and influenced on the work 

of other psychologists. Watson developed the idea of conditioning, which later became a 

base for comparative psychology (Watson & Rayner, 1920, pp. 1-14). 

Operant conditioning theory, developed by Skinner (1957), is behavior supported by a 

reward or a punishment. This theory argues that learning occurs when there are changes 

in behavior, when this behavior is imposed or wanted by the environment, it reinforces 

the occurrence of these changes (Skinner, 1957, pp. 193-214). Skinner practiced so-called 

'radical behaviorism,' meaning he understood 'behavior as a function of environmental histories of 

reinforcing consequence' (Skinner, 1957, p. 157). His main objective was to increase the 

possibilities of events occurring again by either positive or negative reinforcement. Other 

scientists that also worked on behaviorist theories include Thorndike, Tolman, Guthrie, 

and Hull. 
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1.2 Social Learning Theory 

 

The social learning theory comes at the transition between behavioral and cognitive 

understanding of learning. Behind social learning is the theory that people learn when 

observing others. This theory pays most attention to the social context of learning, 

supporting the idea that people constantly learn from each other by observing, imitating 

and modeling one another. Bandura (1986) is the main leader defining learning in a social 

context. The first revolutionary belief for the social theory is that learning does not 

always result in changes in behavior (Bandura, 1977, pp. 35-38). For the first time, 

cognitive processes are mentioned and defined as awareness and expectations (Bandura, 

1986, pp. 80-100). Modeling is also a key concept in the theory and is introduced as a 

cognitive factor of social learning through which the behavior of others is learned by 

attention, retention, motor reproduction and motivation. 

 

1.3 Cognitive Theories 

 

Cognitive theories have appeared as criticism to the behaviorist approach, claiming that 

learning cannot be explained by overt actions alone (Chomsky, 1959). The theories state 

that memory serves an important role in the human brain in using and processing 

information in an organized way. Cognitive theoreticians, unlike behaviorists, pay 

attention to the individual learner, who is constantly storing information in short or long 

term memory (Ormond, 1999). The Gestalt movement was the first to contradict 

behaviorist claims. Gestalt psychology explains that the human brain groups objects, fills 

in gaps and tries to find patterns in information. They understand that the unit represents 

much more than the sum of its pieces (Koffka, 1935, pp. 24-69). Chomsky (1959) started 

the cognitive movement through his works in linguistics, as Pinker (2003) stated in his 

review of Chomsky’s work that people were not born tabula rasa. Their minds are, in fact, 

complex systems which consistently group perceived information (Pinker, 2003, pp. 31-

39).  

 

1.3.1 The levels of learning process  

 

The process of learning requires definition of the levels of intellectual behavior. Bloom's 

Taxonomy provided the measurement tool for thinking. Bloom conveys the idea that 

learning happens in a certain order giving the output as a multilevel classification.  

Thus he classifies the process in a system consisted of knowledge, comprehension, 

application, analysis, synthesis and evaluation (Bloom, Engelhart, Furst, Hill, & 

Krathwohl, 1956, p. 4). This taxonomy has been established as a part of the search for a 

theoretical basis for better exchange among examiners, particularly between practical 

educators and researchers.  
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This system has been established as a basis for classification of the goals within the 

process of education, so these goals could then become a basis for curriculum-design and 

foundation for further research. 

 

Figure 1. Levels of Bloom's Taxonomy 

 
Source: Bloom, B., Engelhart, M, Furst, E., Hill, W., & Krathwohl, D. (1956). Taxonomy of Educational 

Objectives: The Classification of Educational Goals. Handbook I: Cognitive Domain. Longmans, Green 

and Co, Ltd, London. p.18. 

 

Knowledge means recognition of information, comprehension stands for understanding 

the meaning of information or interpretation with one's own words, application of 

knowledge means to be able to respond to real circumstances, analysis means to be able 

to interpret meaning or understand internal relations.  

Bloom defines the first and necessary level of his pyramid as knowledge of specifics 

(Bloom, Engelhart, Furst, Hill, & Krathwohl, 1956, pp. 201-204). As Bloom stated 

‘Knowledge, as defined here, involves the recall of specifics and universals, the recall of methods and 

processes, or the recall of a pattern, structure, or setting’ (Bloom, Engelhart, Furst, Hill, & 

Krathwohl, 1956, p. 201).  

More recent research indicates that there is very often a jump between levels. Knowledge 

is therefore defined as an interaction of frameworks, leading to a new understanding of 

learning as a process that occurs when the interacting frameworks lead to understanding 

and acting (Barr & Tagg, 1995, p. 21). In order to bring one’s knowledge from the skill 

level to a mental framework, there is a need for engaging the mind on multiple levels, 

requiring sufficiently complex cognitive processes. On the other hand, if the brain is 

burdened with too complex of a matter, it will likewise fail to learn.     
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1.4 Constructivist Theories 

 

Constructivist theories are the most recent to address learning, counting Piaget, Bruner, 

Vygotskiĭ and Dewey and their most popular theories. They all agree that learning is 

actually a construction of new knowledge over a person’s own experiences (Fenwick, 

2003).  

One of the most popular directions in constructivism is the social constructivism. When a 

person interacts socially, rather than learning directly from other members, the learner 

must find connections and build his or her own knowledge by practice.  

Other variations of constructivism include active learning, discovery learning, 

knowledge-building, self-directed learning, transformational learning, experiential 

learning, situated cognition, reflective practice and religious practice.  

Actually, constructivist learning theories state that people construct meaning individually 

and socially (Mercer, 1995). This means that the one who learns is actively involved and 

engaged in the process. As individuals learn, they actually identify a pattern of the 

learning process itself, which is later used for a similar learning process, i.e. for similarly 

organized information (Mercer, 1995, pp. 119-123). Reflective activity refers to the 

mental meaning of the learning process: physical action is very helpful, but not as 

necessary as the mental process happening underneath.  

Another important aspect of learning is its connection with the social environment; 

learning cannot be understood as a one to one relationship, but rather as a constant 

interaction with people in the surrounding environment. Learning and knowledge are 

culture at its most fundamental, since social activities are the source of knowledge 

(Edwards & Mercer, 1987). It is believed that new knowledge is based on previously-

developed mental structures or schemata (Resnick & Klopfer, 1989). 

Constructivism is built on the opinion that all learning processes are based on previous 

experiences and knowledge and goes on to argue that what is being learned is processed 

in the mind of the learner, a process in which it is organized and related to previous 

knowledge already stored creating a cognitive object (Henriques, 1990, p. 141). Cognitive 

objects transform information into knowledge; they are virtual and simultaneously reused. 

Cognitive objects permit construction of systemic, functional and operational objects 

(Unicist Research Institute). The cognitive objects are the basis of quality assurance of all 

other objects; this is part of a continuous process that connects words and thoughts 

constantly (Vygotskiĭ, 1962, pp. 37-38). 

The following few subsections discuss some more recent developments in theories of 

learning over the past 40 years. 

 

1.5 Humanistic Learning Theory 

 

Humanists try to change the focus from behavior, thinking, and lessons being thought, to 

the changes in the attitudes of learners (Rogers, 1951). This theory became popular 
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during 1970s. Adherents pay more attention to the individuals and their learning needs, 

whether this is group learning, other learning climates, an individual approach in grading 

or instructing, etc. (Kirschenbaum, pp. 116-124). Maslow (1993) is considered to be the 

father of the humanist theory, arguing that one of the most important issues is integrating 

the individual characteristics of learners, including intellect, social skills, and practical 

and art abilities to achieve personal growth and develop (Maslow, 1993, pp. 149-191). 

 

1.6 Transformative Learning Theory 

 

Transformative learning is defined as a cognitive process that results in changes, but 

within previously set frames of the learners’ mind. This means that changes occur through 

learning, but they are influenced by personal opinions and points of view. The frames 

could be habits of mind and points of view. Habits of mind are less flexible and relatively 

permanent states, whereas points of view changes over time (Mezirow & Taylor, 2009). 

Reflection is considered to be one of the most important processes for transformative 

learning, together with critical thinking. 

 

1.7 Experiential Learning Theory  

 

Kolb (1984) has introduced learning styles as his input to the learning theory. His further 

research has led to integration of his conclusions into experiential learning theory. He has 

based his definitions on the theory previously developed by Lewin, Dewy and Piaget 

(Zuber-Skerritt, 1992), presenting a cycle of learning consisting of four stages: Concrete 

Experience – feeling, Reflective Observation – watching, Abstract Conceptualization – 

thinking and Active Experimentation – doing. Figure 2 shows Kolb’s diagram on 

learning styles. 

Kolb has stated that each person goes through three development stages throughout the 

life: acquisition (the period from birth to adolescence, when the person develops the basic 

skills), specialization (the period of education and socialization) and integration 

(formulation of a career). Each learner has the choice to feel or think and do or watch a 

certain action. No matter what affects the choice of style, learning is always a product of 

two pairs of variables.  

Kolb (1971) has introduced four learning styles: 

 Diverging (feeling and watching), understands problem solving by generation of 

more ideas and looking at the topic from various view points and simply thinking 

about the issue and gathering more information. People and emotions are most 

important in this learning style.  

 Assimilating (watching and thinking), he foresees learning through which people 

can understand and organize information in a logical way. Concepts are what 

matters most and their practical value. 
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Figure 2. Kolb's Diagrams on Learning Cycle 

  

 

 
Source: Kolb, D., A. (1984). Experiential Learning: Experience as the Source of Learning and 

Development. Englewood Cliffs, NJ: Prentice Hall. p.41. 

 

 Converging (doing and thinking), is a style that transforms ideas into practice. It is 

used mainly for problem solution through technical solutions. Most important 

items for this type of learning are technology, simulation, practical application etc.  

 Accommodating (doing and feeling) is based on intuition. Most typical 

characteristics of this type of learning are practical work in teams, experiential and 

action based.  

Many people could recognize themselves in these learning styles, but also some prefer a 

combination of these styles, depending on the situation. Each person has his/her own 

most effective learning style (Kolb D. A., 1984, pp. 20-38). As most often understood, 

learning is a complex process through which cognitive, emotional and social experiences 

contribute to the acquisition or changing of one’s knowledge, skills, values and views. 

Illeris (2003) has defined learning as a unity of cognitive, emotional and social 

dimensions designed to create an interaction between the individual, social and material 

environment through an internal process of acquisition. Illeris (2003) has used 

experiential learning in his definition of the learning processes, explaining that learning 
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affects consciousness and all reflection, meta-learning, transformative learning lead to 

understanding of the matter (Illeris, 2003, p. 63).  

The emotional component of learning is described through the motivational aspects of 

learning, personality development and reflection. In the context of a business 

organization, learning contributes to the continuous flow of information among 

employees bringing their knowledge and performance to a higher level. The process of 

intensive learning is necessary for each working environment simply because it is not 

only additional value for the employee and his particular working environment, but also 

because learning creates an overall competitive advantage for the business (HRDF, 2008, 

p. 55), especially for small and medium enterprises. 

 

2 Small and Medium Enterprises and Learning 

 

Research shows that the SMEs (Appendix C) have a great need for innovative learning 

since they should be more receptive to innovation and need to spend more time learning 

and consider this time as investment in the future of their business (OECD, 2010). The 

first section of this chapter explains the importance of a systematic approach to learning, 

and then the upcoming section explores organizational learning and how it functions, 

followed by detailed overview of the learning organization as a tendency and some 

positive practices regarding inter-organizational processes and overview of some inter-

organizational learning models. 

 

2.1 Systematic Approach to Learning 

 

As individuals strive to achieve constant improvement and advance through learning, so 

does the enterprise. Senge (1990) has declared that learning within an organization offers 

endless opportunities to create synergies and to use this as an advantage to accelerate in 

the industry. Having this in mind, we come to a conclusion that the very basis of progress 

in one organization is its ability to systematically organize and lead the learning processes 

in order to create added value. Each individual gains certain knowledge while in one 

organization and in this way sets an anchor by which this organization measures the level 

of proficiency of the individual, thus making the organization aware of the value and 

contribution of this individual (March, 1991).  

The need for a systematic approach to learning practices in a company comes from the 

inherited learning among individuals. In order to organize all learning processes, the 

planning division of an organization should take into consideration the synergies created 

for content improvement and benefit for the company. There are many different 

individuals with different backgrounds, interests, and needs; the systematic approach 

solves many parts of this incredible puzzle. Organizations that function well are aware 

that the collective knowledge of its employees is greater than the sum of the individuals. 

Knowledge gained by each employee is the main determinant of the success of this 

employee, especially if it leads towards improved performance. In this way, a very crucial 
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objective for success is achieved since personal interest and performance complement one 

another through learning (Guinn, 2007). 

The creation of synergies between employees could be achieved in many ways, using 

various approaches which systematize the action towards the creation of a win-win 

situation for the company and the individuals that are a part of it. This is to be achieved 

through systematic introduction of learning processes in all aspects of the organization. 

The concept of lifelong learning appears as a foundation from which these processes are 

to be initiated. Lifelong learning is not simply a concept for business performance, it is a 

life philosophy. It is defined as being supportive to education processes, asking for wider 

participation and intensifying the importance of learning for economic growth (Field & 

Leicester, 2003). Learning covers three basic aspects of human living: political, social 

and vocational. Mainly important is that the lifelong learning is founded solely on the 

self-initiative of people living in today’s modern society. Given that a systematic 

approach to learning is necessary, the next section considers organizational learning more 

closely. 

 

2.2 Organizational Learning 

 

There are two schools defining organizational learning: technical and social. The 

technical view holds that organizational learning is explicit processing, interpretation and 

response to information. The most typical representatives of this school are Argyris and 

Schön (1978) with their theories on single- and double-loop learning. Single-loop 

learning refers to recognizing and correcting errors, as a possible way to introduce 

changes to an organization. Double-loop learning is a higher level learning which 

involves contemplation over certain variables and often involves radical changes. It is 

worth mentioning that Argyris and Schön (1996) also examine the tacit sources of 

reflection. 

The social perspective of organizational learning studies the explicit or tacit ways people 

make sense of different experiences at work. The most prominent researchers in this area 

are Lave and Wenger, who provide some input on a concept called communities of 

practice, where they state that organizations are a constellation of communities of 

practice (Lave & Wenger, 1991, pp. 89-119). Lave and Wegner (1991) have defined 

communities of practice as a group of people who share the same profession, it is 

believed that this group develops naturally because of its constituent share common 

interest. The members of the group have the possibility to share information and 

experiences and learn from each other and thus develop themselves personally and 

professionally. Kolb’s use of the notions of feedback and action learning also give some 

input in the social perspective of learning (Kolb D. A., 1984, pp. 25-38). 

Previous research and theory on organizational learning have stated that these processes 

should be analyzed within the organizational structure, strategy or adaptation (Cyert & 

March, 1963). They have believed that organizational learning is solely a function of 

better communication in the company to ease the adaptation period within the company. 
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Senge (1990) has presented a very agreeable definition of organizational learning. He has 

stated that systems thinking is one of the component technologies. Systems thinking is 

necessary to build “organizations that can truly learn” and “can continually enhance their capacity to 

realize their highest aspirations.” Senge’s understanding of companies is the following: they are 

systems “bound by invisible fabrics of interrelated actions, which often take years to fully play out their 

effect on each other” (Senge P. , 1990, pp. 57-68).  

Most recent research has led towards setting new foundations regarding the definition of 

the learning organization. Škerlevaj & Dimovski (2007) have defined organizational 

learning through a network perspective, having concluded that it builds upon the multiple 

social network theories and gives a thorough overview of the learning process on 

different levels (individual, group, and intra-organizational). The network perspective of 

organizational learning understands the learning content as having the right skills, 

knowledge and practices about the organization. This perspective recommends a 

combination of acquisition of skills and knowledge and participation in communities of 

practice, as a learning method. 

Practicing a systematic approach to learning in businesses brings fresh knowledge to the 

organization itself. This approach involves all employees, thus creating ownership of the 

processes of success in the company (Williams, 2002). Practice shows people are more 

open to change in this way. The employees develop their reflection skills and gain skills 

of not only solving problems, but also foreseeing risks together with taking preventative 

actions (Kotter, 1996). Thus, organizational learning is considered as never-ending circle 

of efforts to adapt to the needs of the market through joint learning accomplishments. 

This term openly appoints to the limitlessness of learning processes in a company, it is 

much more than formal training and structured learning; it is a part of every bit of the 

company. Organizational learning is permanent impulse for improvement (Yeung, Ulrich, 

Nason, & Von Glinow, 1999).  

 

2.2.1 Process 

 

Senge (1990) has identified five different components, each as an essential part of the 

learning process in one organization and necessary to be completed in order to achieve 

the changes for advance of the company (Senge, et al., 1999, p. 32). Personal Mastery 

holds that individuals, part of the company, must be aware of their own aspirations in 

their career, together with knowledge, regarding how to decrease the gap between the set 

goal and current level of knowledge. In this way people are believed to be able to achieve 

significantly more. Another component is Mental Models, or the ability of employees to 

reflect on their actions and ability to influence future actions and decisions. The main 

objective is to teach people how to avoid models unproductive to the individual or the 

company. The third component is Shared Vision, the creation of a joint vision shared by 

all employees that strive towards shared purpose. It is much easier to commit to shared 

objectives. Next follows Team Learning, in which input from all team members is 

combined to contribute to the advancement of the group as a whole and to the business. 
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Systems Thinking, or joint thinking of all employees, is the ultimate and highest level of 

the ladder of learning processes. This provides employees the opportunity to think about 

the consequences of their joint work and how to act more effectively. Primary attention is 

paid to practical tools to make systems more effective, given the current external 

environment. 

 

2.2.2 Multiplex 

 

The multiplicity of the learning processes in the enterprise could be seen through the 

prism of the Argyris and Schön (1996) single- and double-loop learning. Their most 

important contribution is through human reasoning, as a base for diagnosis and action, not 

just behavior (Figure 3).  

 

Figure 3. Single-, Double- and Triple-Loop Learning 

 

 

Source: Argyris, C., & Schön, D. (1978). Organizational Learning: A Theory of Action Perspective. 

Reading, MA: Addison Wesley. p. 3. 

 

They define single-loop learning as an error and corrective process, arguing that it occurs 

in the form of corrective action. Double-loop learning is defined as identification and 

improvement of actions through changes introduced in underlying norms, policies and 

objectives (Argyris & Schön, 1978, pp. 2-3). Argyris and Schön (1978) have described 

theories-in-use explaining inhibition or enhancement of double-loop learning. They start 

at the point that all people have certain patterns of behavior when found in a certain 

situation. Employees may act defensively if they have something to hide, such as 

incompetence. When this occurs they withdraw and refuse to accept new learning in order 

to overcome the situation. The potential for learning for these people is disturbed. The 

Triple-Loop Learning 

How do we decide what is right? 

Double-Loop Learning 

Are we doing the right things? 

Single-Loop Learning 

Are we doing things 

right? 
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practice that Argyris (1991) tries to introduce is to bring employees from single- to 

double-loop learning. Double-loop learning supports different views on the situation, 

open for exploration, such as dialogue and shared leadership. 

Triple-loop learning is learning how to learn. This form of learning is by far most 

complex of all and goes beyond any patterns or previously defined strategies for learning. 

This form of learning provokes thinking of the past actions and ways of contributing to 

the current situation. It results with thorough changes in response to the changing 

environment (Argyris & Schön, 1974).  

 

2.4 Learning Context in SMEs 

 

Recent research by Pedler (2011), Lloyd-Reason & Sear (2007) and Gold, Thorpe & 

Mumford (2010) has provided more insight into the learning processes in SMEs. Their 

results show that organizational learning has a very important role in the progress these 

companies make and is a base for competitive advantage. Organizational learning takes 

place when tacit knowledge is transformed to explicit knowledge. 

In an interview, Karash (1995) explains that the ultimate goal is to apply the gained 

knowledge in practice and that tacit knowledge can be transferred to a peer, who 

internalizes it with practice.  

 

2.4.1 Learning organization 

 

Senge (1990) has defined a learning organization as a place where employees work on 

improvement of their capacities in order to get the results they strive for, continuous 

practice of new ways of thinking and where the collective is going forward in order to 

fulfill the shared vision. Škerlavaj and Dimovski (2007) have defined a learning 

organization as an organization that introduces innovations and learns faster than other 

actors in a quick paced environment. In addition, they have stated that learning 

organizations are those that appreciate the processes of learning among employees. It is 

an organization that takes risks and constantly requests contributions from the employees 

in order to learn from their gained experiences that are later transferred within the 

organization.  

The learning organization creates its own success through introduction of all present 

learning processes and changes according to the aspirations of its people within and 

outside. A learning organization enables employees at all levels to increase their capacity 

and achieve desired results. The definition of a learning organization is focused on the 

potential use of the underdeveloped potential of employees in enterprises. It is believed 

that if everyone uses his/her capacity to the fullest, the result will be that employees share 

the same vision with the company (Senge P. , 1990).  

Senge (1990) has introduced the term “generative learning.” Unlike “adaptive learning,” 

this means that learning should be focused not only on adaptation for survival but also on 

achieving the desired result. Traditional enterprises change as a result of external 
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influences, such as reaction to a certain event or to the competition. On the other hand, 

learning enterprises are guided by internal future-oriented strategic plans. The learning 

organization prompts employees to create, acquire and transfer knowledge among them. 

This holistic approach is the truly systematic way to have a more successful enterprise. 

In order to reach the ultimate goal of the learning organization the company must 

introduce efficient knowledge transfer. It has been noted that most important transfer that 

occurs in a company is informal or tacit knowledge transfer (Ziff Davis, Inc., 2008). 

Formal knowledge transfer is a more simple process that occurs through written 

communication. The term ‘transfer’ must be understood carefully since knowledge cannot 

be transferred and be practiced perfectly. Knowledge transfer can be to and from a 

database, an employee, a group of employees, or other sources and targets. There are 

several known models both formal and informal knowledge transfer, including F2F (Face 

to Face) and Communities of Practices (Lave & Wenger, 1991), which have the objective 

of achieving results in larger groups. New social networking tools such as Facebook and 

Skype have now joined email and video conferencing as popular means for informal 

knowledge transfer. Formal methods include letters, printed documents, and intranet (Ziff 

Davis, Inc., 2008).    

The growth of some of these tools has accelerated the loss of intellectual capital and has 

driven organizations to seek ways to capture and retain vital learning, particularly tacit 

knowledge in a systematic and proactive way (Von Krogh, Ichijo, & Nonaka, 2000, pp. 6-

7). Tacit knowledge underlies behavior of employees and is more difficult to explain in 

words compared to explicit knowledge. Most successful companies in the world 

constantly transform tacit into explicit knowledge through different tools, such as use of 

figurative language and symbolism, and most importantly constant innovation. The new 

knowledge is often measured in qualitative terms such as how it contributes to cash flow. 

The flow of information through communication enables the transfer of tacit to explicit 

knowledge (Nonaka, 1991, pp. 96-104). This is a key component of knowledge 

management. 

Knowledge management consists of several important processes, which occur in order: 

acquisition, conversion, application and protection. The most important sub-processes 

being acquisition and conversion. Acquisition is generating a new or existing knowledge 

by experience, which is then converted from tacit to explicit and shared with peers 

(Wenger, 1998, pp. 1-5). Explicit knowledge can be presented in a visible manner, while 

tacit is inner ability or cognitive knowledge and cannot be openly expressed. Tacit 

knowledge actually represents mental models that shape attitudes and beliefs, but is much 

easier to explain it as context. Almost all information is transferred from explicit to tacit 

knowledge. This occurs during direct contact, conversation, exchange of ideas etc. 

(Smith, 2001, pp. 311-321). 

 

 

 

 



15 

 

2.5 Intra-Organizational Processes  

 

2.5.1 Socialization and orientation 

 

One of the most important learning processes in a learning organization is the 

socialization, as a basic precondition for a successful company. Socialization may be 

analyzed from different perspectives, i.e. what happens at the initial entry point of the 

company or afterwards. As the conditions in a company constantly change, it is vital that 

new employees are aware of the environment as he or she takes over their new role in the 

organization. The individual will learn more about the organization, its values and 

procedures, increasing income and personal development (Chao, O’Leary-Kelly, Wolf, 

Klein, & Gardner, 1994, pp. 730-743). 

Socialization is a process of adaptation of the employees in learning the values and norms 

of their roles. It brings stability to the company. Orientation activities refer to the action 

performed in order to bring the employee closer to the organization and the unit where 

they work. There are some practical methods for better socialization and employee 

development: job rotation, assistantships, committee assignments, lecture courses, 

seminars, simulations, outdoor trainings, etc. Researchers in the field have come to the 

conclusion that good socialization strategies contribute to employee loyalty and job 

satisfaction, mainly due to forging a shared vision for the future of the employee and the 

company (Allen, 2006, pp. 237-256). 

 

2.5.2 Organizational networking 

 

The social network may be established on several levels. The first level is among 

employees in the company, the other being among companies. This latter is of a special 

importance for small and medium companies in order to share the knowledge and achieve 

growth. Yet, it must be clearly distinguished and stressed that even inter-organizational 

networks are often based on individual relations of certain people in both companies. 

These ties may be used to exchange information, co-opetition (cooperation based on 

value creation for the cause of competitive advantage), compare prices or policies, etc. 

(Granovetter, 1973, pp. 1360-1380). For this reason, the social network theory is based on 

nodes and links (Barnes, 1954, pp. 39-58). Unlike the theory of sociological studies for 

individual actors, social network theory bases its claim on the types of connection or ties 

among people, not their personal attributes. Social networks play a crucial role in intra-

company relations, and are often shaped by HR practices, among other factors (Kaše, 

Paauwe, & Zupan, 2009). 

 

2.5.3 Organizational culture  

 

Organizational culture includes the observed behavioral regularities when people interact, 

group norms, espoused values, formal philosophies, rules of the game, climates, 
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embedded skills, habits of thinking, mental models, linguistic paradigms, shared 

meanings, root metaphors, or integrated symbols (Schein, 2010, pp. 14-15). There is no 

good or bad culture, but there are cultures that better support a shared vision of the 

organization (Mitchell, 2009). Though organizational culture is especially vital for a 

small company, it often remains somewhat hidden and subconscious.   

There are four types of organizational culture: Collaborate, Create, Control, and Compete 

(Cameron & Quinn, 2011) with cultures that often exist within cultures. Each type 

requires special conditions for fostering those processes, especially regarding space in a 

physical or organizational sense and how people are set in the space. Despite the 

complexities, it is still possible to find sustainable solutions to challenges within 

organizational cultures and propose creative measures (Cameron & Quinn, 2011, pp. 41-

51). It has been shown that short term influences do not result in deep changes in the 

organizational culture. The starting connections of an organizational culture are very 

strong and change is best introduced through leadership actions via role definition, 

control systems or punishment as a final option (Denning, 2011). 

 

2.5.4 Organizational commitment 

 

Organizational commitment is the level of dedication that the employee has towards the 

company in fulfilling its goals. Organizational commitment is achieved after all 

previously mentioned steps (socialization, social networking and versed in company 

culture). It is easy for an employee to commit to the success of the company if he/she 

understands and agrees with the aforementioned practices. This phase is a higher level of 

job satisfaction. Job satisfaction may be viewed starting from the basic needs of Maslow 

(Maslow, 1993, pp. 149-191). 

  

2.5.5 Job satisfaction 

 

In order to research job satisfaction, Maslow (1993) has started suggesting that employees 

must have physiological and safety needs assured in order to start thinking about 

belonging and love. After all basic needs are met; next steps include esteem and self-

actualization. Herzberg has also analyzed what motivates people in order to be satisfied 

with their work. He has come to the conclusion that the most basic level that needs to be 

satisfied is inter-personal relations, calling this category ‘hygiene’ (Herzberg, Bernard, & 

Snyderman, 1959, pp. 114-119). Good socialization processes in one enterprise enable 

newcomers to quickly adapt in the new environment. This is the moment when the new 

employee meets and acquires the new organizational culture. The new employee is 

already introduced to the culture, but this is an opportunity for managers to systematically 

introduce the company’s shared values, beliefs, relations, rituals, etc. (Ballard & Blessing, 

2006, pp. 240-248). 
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2.5.3 Intra-organizational learning model 

 

One key element that brings competitive advantage to a company is designing learning 

processes according to Instructional System Design (ISD) (Noe, Hollenbeck, Gerhart, & 

Wright, 2008). The most popular and advanced type of ISD is the ADDIE model. ADDIE 

means Analysis, Design, Development, Implementation and Evaluation. Each phase has 

its deliverables, required as starting base for the following stage of implementation. 

Following the ADDIE model helps in better designing learning and training materials. 

Training is a very complex process of learning, which goes through several phases. The 

initial phase ensures there is well prepared pre-training environment, afterwards there is a 

phase called training needs assessment, conducted through organization analysis, person 

analysis, task analysis etc. Ensuring transfer of learning (attitudes, motivation, basic 

skills); Creating a learning environment (identify learning objectives and training 

outcomes, meaningful material, practice, feedback, observation of others, administering 

and coordinating program); Ensuring employees readiness for training (self-management 

strategies, peer and manager support); Training environment (Training design); Training 

Programs/Training design, delivery and evaluation (Noe, Hollenbeck, Gerhart, & Wright, 

2008, pp. 266-314). 

 

2.6 Inter-Organizational Learning Models 

 

2.6.1 Clusters 

 

Porter (1998) speaks about clusters as a base for economic development. The rise of 

clusters started in 1990 when hundreds of joint initiatives increased company growth and 

profits. In order to compete with large companies, the SMEs must learn how to fight 

existing economies of scale with large companies. One other component of the SMEs 

clustering that can overcome their disadvantages is joint innovation. Networking, 

exchange of opinions and knowledge sharing are the foundation for functioning of the 

clusters. Keeble & Wilkinson (2000) identify this as the main contribution of clusters. 

While value-added activities such as R&D, access to a global client base and advanced 

business services/production are clearly major contributing factors for small business 

clustering, the need for access to localized explicit and tacit knowledge networks has 

proven to be a central driver for clustering. Keeble & Wilkinson (2000) claim that small 

and medium enterprises join in order to save on transaction costs and access human 

resources and specialized services (Keeble & Wilkinson, 2000, pp. 1-20). Porter (1990, p. 

19) argues that competitive advantage is ‘created and sustained through a highly localized process’ 

which global partnerships among companies cannot replicate (Porter, 1998, pp. 77-91). 

Porter has defined factors for cluster development: competition and cooperation (most 

frequently used as co-opetition) as triggers of productivity, demand, related industries, 

etc. 
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2.6.2 Science parks 

 

Research performed on the SMEs in Europe suggests that these companies very 

frequently do not have learning strategies for better performance. On the other side, one 

of the most important practices - co-opetition - is recommended especially for small 

companies (Von Neumann & Morgenstern, 1944) (Nash, 1950). By creating networks 

they could create synergies. There always remains the option for their establishment on 

own initiative or creation by business or science parks. These forms are recognized as 

very good platforms for learning, exchange of know-how, etc. (Sarcina, 2007).  

 

Table 1. Comparison of Business & Science Park Enschede and Technology Park 

Ljubljana 

Title Business & Science Park Technology Park 

Location Enschede, Netherlands Ljubljana, Slovenia 

Network 

Business service companies 

Semi-governmental 

agencies 

Innovative companies 

University of Twente 

Companies 

Projects 

Start-up companies 

Innovative companies 

R&D organizations  

Suppliers of capital 

Service companies 

Members 200 300 

Synergies 

Laboratories 

Personnel  

Facilities 

Infrastructure 

Services  

Promotion 

National and  

international networks 
Source: Business & Science Park in Enschede. (2012). Science Park Enschede. Retrieved April 9, 2012, 

from http://www.sciencepark.nl/en/; Technology Park Ljubljana. (2012). Technology Park Ljubljana. 

Retrieved April 13, 2012, from http://www.tp-lj.si/?lang=en.  

 

The Business & Science Park Enschede offers a dynamic and balanced mix of businesses. 

The great success of this Park results from its strategic location and vicinity to the 

complex of the University of Twente, thus providing constant knowledge exchange. One 

of the most significant results of the Park is the possibility to generate ideas and jobs 

(Business & Science Park in Enschede, 2012).  

Technology Park Ljubljana has been established in order to provide support and stimulate 

the business environment to develop high technology entrepreneurship. The main 

objective of the Park is to promote the transfer of people, ideas, information, knowledge, 

services, capital and R&D resources (Technology Park Ljubljana, 2012). The Technology 

Park is closely related to the governmental and educational structures and programs in 

order to provide full support and learning environment.  

Having delivered an overview of the theoretical basis and the popular trends among the 

SMEs in regard to learning, it is needed to place these concepts in a specific environment 

i.e. the territory of Macedonia and Western Bulgaria, thus trying to make the connection 

http://www.sciencepark.nl/en/
http://www.tp-lj.si/?lang=en
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between best practices and actions that bring competitive advantages to the SMEs and the 

local context. 

 

3 Learning Environment in SMEs in Macedonia and Western Bulgaria 

 

This chapter offers full overview of the SME environment, with special emphasis to the 

learning processes that currently exist in Macedonia and Western Bulgaria. The main 

aspects of organizational learning are covered, also briefly discussing the similarities and 

differences between the SMEs of the two countries. 

 

3.1 Background Information About Macedonia and Western Bulgaria  

 

Macedonia and Western Bulgaria are a unique blend of ancient and modern, offering a 

rich multicultural experience. In a short period one can enjoy medieval monasteries, 

churches, mosques, vineyards, bazaars and modern shopping centers (Government of the 

Republic of Macedonia). Both countries are parliamentarian democracies. The legal 

system is based on civil law and the judicial review of legislative acts. (For more general 

economic data see Appendix D). The World Bank (2012)  has classified Macedonia and 

Bulgaria as 'upper-middle-income economies.' Bulgaria produces a significant amount of 

manufactured goods and raw materials such as iron, copper, gold, bismuth, coal, 

electronics, refined petroleum fuels, vehicle components, weapons and construction 

materials (Governement of the Republic of Bulgaria, 2012). Macedonia has an open 

economy, highly integrated into international trade. At the beginning of the transition 

period industry was dominant, but now services are the top economic activity in 

Macedonia. Macedonia is struggling to finish the transition process, as a lack of 

modernization and foreign investments are slowing it down. 

Bulgaria is renowned as one of the fastest growing economies in Europe with an open 

economy for investors in 2007/2008. Its annual GDP growth exceeded 5 per cent in this 

period. Bulgaria became a member of the European Union in 2007. Macedonia has been a 

member of the WTO since 2003. Trade has increased gradually during the last few years, 

primarily with Germany, Greece, Serbia, Bulgaria, Russia, Italy and the USA. Macedonia 

is a candidate for NATO and EU and places a high priority on nurturing good political 

and trade relations with its neighbors (US Government, 2012). Other challenges facing 

Macedonia are a low skill level of the labor force and limited job opportunities, which 

contributes to a low standard of living, high unemployment of 31.4 per cent (2011) and 

poor economic growth. On the other hand, Bulgaria has more job opportunities and a 

relatively low unemployment rate of 12 per cent (Trading Economics, 2012). Table 2 

gives overall presentation and base for comparison of the Macedonian and Bulgarian 

economy. 

The current strategic objectives of Macedonia for economic stability and development 

prioritize: openness to businesses, an entrepreneurial spirit, economic reforms, 
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competitiveness of the Macedonian economy (Government of the Republic of 

Macedonia, 2011). 

 

Table 2. National Economic Data of Macedonia and Bulgaria (2007-2011) 

 

 
2007 2008 2009 2010 2011 

 MK BG MK BG MK BG MK BG MK BG 

Real GDP 

growth (%) 

5.9 6.2 5.0 6 -0.7 -5.9 2.9 -0.5 3.2 0 

Annual 

inflation (%) 

2.3 7.6 8.3 12.4 -0.8 2.4 3 4.5 0 2.6 

FDI (EUR m) 553 9,000 473.5 6,800 196 3,500 556.7 1,458 477.6 2,000 

Unemployment 

Rate (%) 

34.9 6.2 33.8 5 32.2 8 32.0 11.5 31.4 12.9 

Source: Government of the Republic of Macedonia. (2010). Invest In Macedonia. Retrieved October 22, 

2011, from http://www.investinmacedonia.com/Default.aspx?item=menu&itemid=696&themeid=304; 

Government of the Republic of Macedonia. (n.d.). State statistical office. Retrieved March 24, 2012, from 

http://www.stat.gov.mk/Default_en.aspx; Government of the Republic of Bulgaria. (2012). National 

statistics institute . Retrieved April 6, 2012, from http://www.nsi.bg/otrasalen.php?otr=42.  

 

By fulfilling the objectives in the program, the Government is anticipating an improved 

business climate and quality of labor force (Government of the Republic of Macedonia, 

2011, p. 3). 

The territory of Bulgaria is divided into two NUTS I regions (European Comission), 

Northern and Eastern Bulgaria (BG3) and South-Western and South-Central Bulgaria 

(BG4). Following the standard NUTS II division, Bulgaria has six planning regions: 

North Central BG32, Northeastern BG33, Northwestern BG31, South Central BG42, 

Southeastern BG34 and Southwestern BG41 (Statoids, 2011). All of Macedonia is 

considered a NUTS II, based on the standard classification for statistical regions in 

Europe. Macedonia is further divided into eight statistical NUTS III regions (East, South-

East, North-East, Vardar, Pelagonija, Polog, South-West and Skopje). Each region of 

Macedonia is subdivided in municipalities, with total number of 84. The subject of 

research for this Thesis is the Southwestern planning region of Bulgaria and the whole of 

the Republic of Macedonia, both NUTS II levels of neighboring statistical area. The 

Southwestern region of Bulgaria has five administrative districts: Sofia-city, Sofia region 

Pernik, Kyustendil and Blagoevgrad, covering 52 municipalities (Guide BG EOOD). The 

capital of the Southwestern region, the city of Sofia, is also the capital of the country. 

This region is the richest in Bulgaria with developed services and industry, producing half 

of the national GDP. 

 

 

http://www.investinmacedonia.com/Default.aspx?item=menu&itemid=696&themeid=304
http://www.stat.gov.mk/Default_en.aspx
http://www.nsi.bg/otrasalen.php?otr=42


21 

 

3.2 SME Environment 

 

3.2.1 Background 

 

When compared to other EU countries, Bulgarian economy appears to be following a 

positive course, though it was impacted by the crisis 2008/2009. Unlike the Macedonian 

SMEs, the Bulgarian SMEs share a general profile with western SMEs, though SMEs in 

both countries play a more significant role than in the western EU countries, contributing 

more to job creation and added value. As Error! Reference source not found. shows, 

he SMEs in Macedonia and Bulgaria comprise about 99 per cent of all private enterprises. 

Bulgaria has 32 SME enterprises per 1000 citizens, while Macedonia only 21 per 1000 

citizens, compared to the EU average of 50. The SMEs employ 37 per cent of the total 

workforce in Bulgaria and about 50 percent of the total workforce in Macedonia, as 

compared to the EU average of 66 per cent (European Comission, 2011), they provide 

close to 40 per cent of the Bulgarian and Macedonian GDP.  

 

Table 3. SME Facts for Macedonia, Bulgaria and EU 

Item Macedonia Bulgaria EU 

% of SMEs in private sector 99 99 99 

SME per 1000 citizens 21 32 50 

% of the total workforce 50 37 66 

% of GDP 40 40 58 
Source: European Comission. (2011). The Former Yugoslav Republic of Macedonia 2011 progress report. 

Brussels: EC. 

 

Unlike the Bulgarian SMEs, the Macedonian small and medium enterprises are less 

export-oriented, only about 10 per cent of all companies in Macedonia are export 

oriented, partially because the domestic market does not impose similar market pressures 

for environmental sustainability as those affecting the international markets (Adjarova, 

2006). The EC reports (2011) state that the Macedonian small and medium enterprises 

deal mainly with wholesale and retail, followed by manufacturing, transport, storage and 

communications. 

The SMEs are the top priority for the Macedonian government, especially their 

development and competitiveness. The strategic framework for support of SME’s 

development is formalized by the Small Business Development Strategy, Program on 

measures and activities for promotion of entrepreneurship and creation of competitiveness 

of the SMEs in the Republic of Macedonia, the European Charter for Small Enterprises, 

the Law on Realization of Handicraft Activities and the Law on the Agency for 

Promotion of Entrepreneurship of the Republic of Macedonia (APERM).  

Related to the present situation of the SMEs sector in Macedonia and Western Bulgaria is 

the recent privatization and transition process (European Comission, 2011). The process 

of privatization of the Macedonian companies started in 1989 with a law foreseeing 

transformation of socially owned companies to joint stock or limited liability companies. 
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For Bulgaria this process started in 1991 (Agency for Privatization and After-

privatization Control, 2012). The privatization program of Macedonia and Bulgaria is 

nearing completion (World Bank).  

The amount of foreign investments in Macedonia has increased after several conflicts in 

or bordering the country. The largest investors in Macedonia include Austria, Netherlands 

and Greece, primarily in electricity, gas, water, manufacturing, transport and 

communication. For Bulgaria, entry into the EU in 2007 signaled a turning point, securing 

foreign investments primarily in finance, retail and real estate (Goal Europe).  

 

3.2.2 Tourism SMEs 

 

Tourism has made a significant contribution to creation of a recognizable tourism image 

as a base for development of Macedonia and Western Bulgaria. Tourism, as an economic 

activity, is the most diverse sector with the widest scope, including a great number of 

synergies with other sectors (CDEPR, 2009, p. 60). Macedonia and Western Bulgaria 

have the potential for tourism development, making this sector a development priority. 

Development of the industry demands private sector action, but also support from the 

public sector. Future development of the tourism must rely on utilization of the natural 

resources and cultural heritage in the region as well as available human resources 

(Ministry of Economy of the Republic of Macedonia, 2009, p. 120); (Economic Policy 

Institute - Sofia, 2010, p. 31). 

 

3.2.3 HR activities 

 

Macedonia has adopted the new Classification of Occupations, which has been adjusted 

according to the International Standard Classification of Occupations (ISCO-88). The 

Classification of occupations has been also updated for Bulgaria recently (National 

Network for Competence Assesment). Though these standards have been adopted, local 

companies in this region rarely use any coherent Human Resources Management (HRM) 

strategy. Foreign companies operating on the territory, however, take advantage of the 

latest approaches in the HR processes. The legal system has many laws and regulations 

on the HR issues, but they remain uncoordinated and inadequately implemented (World 

Bank, 2004).  

Table 4shows that the slow processes of modernization of the Macedonian legal system in 

regard to employment resulted with 125
th

 place out of 181 countries for 2009 for ease of 

doing business. Unlike Macedonia, Bulgaria was on the 60
th

 position in 2009. 

Another mechanism, frequently used by both countries is the early retirement for 

technologically redundant personnel. This process is strongly encouraged by the 

countries. HRM in Macedonia is dependent on the economic environment, especially the 

different applications of HRM methods depending on these influences of the previous 

system. 
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Macedonia in its recent past was a part of a federation which has left a special mark in the 

mentality and professional behavior and inherited attitudes of its people, making it 

necessary for the HR to place special attention on practices to be applied in this area 

(Svetlik, et al., 2010, pp. 807-833). In practice, people are rarely recognized as a 

competitive advantage. 

HRM is allotted an administrative instead of strategic function (Zupan & Kaše, 2005), 

resulting in an extremely inefficient use of available human resource potentials, especially 

in Macedonia and Western Bulgaria. 

 

Table 4. Employing Workers in Macedonia and Bulgaria, Compared to the Region and 

OECD in 2009 

# Indicator Macedonia Bulgaria Region OECD 

1 Difficulty of Hiring 

Index 
50 17 36.4 25.7 

2 Rigidity of Hours 

Index 
60 60 48 42.2 

3 Difficulty of Firing 

Index 
30 10 32.4 26.3 

4 Rigidity of 

Employment Index 
47 29 38.9 31.4 

5 Firing costs (week’s 

salary) 
26 9 26.3 25.8 

Source: Doing Business. (2008, September 10). Doing Business. Retrieved March 15, 2012, from 

http://www.doingbusiness.org/reports/global-reports/doing-business-2009/.  

 

3.2.4 Organizational learning 

 

3.2.4.1 Learning potentials and opportunities 

 

Competition in the global market and the transition towards a learning society has 

prompted small and medium enterprises to acquire personnel with different skills, 

backgrounds and qualifications. The SMEs are impacted by the lack of a competent labor 

force more than other companies, mainly due to demographic changes (Wilke, Maack and 

Partner, 2009). Moreover, Macedonia and Western Bulgaria are at the very start of 

campaigns to introduce the concept for lifelong learning, especially within small and 

medium enterprises (European Comission, 2011). They are mostly inspired to invest in 

skills especially for IT and communication. The Governments have noted the 

disadvantage and started focusing their work on incentives to increase work force 

mobility, learning-skills development and to make trainings more available year-round to 

both employers and employees (European Comission, 2010).  

The Ministry of Education, Youth and Science of Bulgaria has as a priority to promote 

the lifelong learning, developing a program in order to increase the competence. One of 

their main activities supplements existing school programs with subjects such as 

entrepreneurship (European Comission, 2011). The program for lifelong learning is 

http://www.doingbusiness.org/reports/global-reports/doing-business-2009/
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currently implemented in Macedonia and Western Bulgaria (Chamber of Small 

Businesses, 2009). The referent framework is consisted of eight key competencies: 

communication skills, foreign languages, mathematics, science and IT technology, 

learning skills, social and civil competencies, initiative and entrepreneurship, cultural 

awareness and expression. Both countries are working on these issues with great 

intensity. 

Formal, non-formal and informal learning all play a role in Macedonia and Western 

Bulgaria. As defined by OECD, formal learning is intentional, organized and structured 

(Werquin, 2007). It is most often implemented by institutions following a defined 

program. Formal education is conducted through state and private education facilities and 

institutions; it covers primary, secondary, secondary technical, general high school, post 

high school and university education. 

Non-formal education is a series of organized learning processes to prepare adults for 

work, social activities or personal development. It is led by specialized programs 

organized in centers for education. Non-formal learning is not precisely limited to being 

intentional or organized, yet it brings no formal credits to the learner. On the other hand, 

informal education is not an organized process of learning; it is collection of skills, 

capabilities and competencies, gained throughout life during work and other various 

experiences (Chamber of Small Businesses, 2009, pp. 1-10).  

Informal learning is often thought of experiential and spontaneous (Werquin, 2007), with 

no obligations, diplomas or any other documentation. This is meant as supplement to 

formal and non-formal education (Dib, 1988) and includes the following measures: going 

to a movie, theatre, fair, exhibition, watching scientific TV programs, journals, attending 

conferences etc. (Dib, 1988, pp. 300-315). Recommendations from the World Bank 

(2009) suggest that increased competition from globalization boosts changes in the 

economy are based on enhancement of these processes of educating the workforce. 

AIMS Human Capital Bulgaria surveyed companies in 2009 and concluded that over 60 

per cent of them have implemented actions for changes in the HR practices (Jungblut & 

Storrie, 2009). The Macedonian companies have lower percentage of changes in HR 

issues, indicating likelihood that few companies in Macedonia and Western Bulgaria have 

long term HR management strategies. AIMS Human Capital Bulgaria has also noted the 

need for attracting well-qualified personnel and retaining employees with excellent 

knowledge and skills. The service sector, especially multinational companies present in 

Macedonia and Western Bulgaria, have been using measures for employee attraction, 

development and motivation. One obstacle to this has been the constant migration of 

professionals. Though this brain-drain reversed itself somewhat in the case of Bulgaria 

following the global economic crisis, the Macedonian professionals are still abroad. The 

HR experts in Bulgaria have analyzed the situation and have claimed that inward 

migration has increased the quality of labor force and reduced the expenses for hiring 

professionals (Government of the Republic of Bulgaria, 2011). On the other hand, the 

Macedonian experts state that there is a strong need to implement some measures in order 

to retain a highly qualified work force in the country (Ganzglass, 2004).  
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3.2.5 National culture 

 

Hofstede (1983) has analyzed the specifics of national culture of many countries in the 

world. Based on his research he has developed four dimensions of culture: Power 

Distance, Individualism, Masculinity and Uncertainty (Hofstede, 1983, pp. 46-74). Later, 

these dimensions have been evaluated for Macedonia and Bulgaria, as well. One 

representative study has been performed by Avramska (2007). The basis for Macedonian 

Hofstede indices is formed by research done in Macedonia, Slovenia and Kosovo, where 

students have examined how cultural differences relate to economic development. The 

conclusion is that there is a fear of uncertainty and great concern with the social status. 

The roles of males and females are clearly defined and divided. The masculinity index is 

dominant in Macedonia. Bulgarians, however, are noted as a more feminine society, 

characterized by the expectation that all people, male and female, are expected to be 

modest, not assertive; sympathy should be directed toward the unfortunate; the most 

common and desired students are average achievers; companies prefer equality over 

competition among employees; employees are more appreciated if they are good people 

rather than just professionals. 

The long term influence of the Orthodox Church has created a large power distance, 

leading towards an extremely low entrepreneurial spirit among people in Macedonia 

(Avramska, 2007). The power distance in Bulgaria is created on the base of the age, 

education and the type of town or village. 

The results of the study lead to the conclusion that both Macedonia and Bulgaria have 

collectivist societies in which personal opinion is not valued or appreciated and talented 

personnel or those with different points of view are expected to merge with the rest. 

Freedom and privacy is replaced with strong ideas of equality. The legal system is the 

same for all, yet rich and influential people enjoy some privileges. Freedom of expression 

in the media is relative and extreme opinions are never shared. 

Specifics of organizational culture in Macedonia and Bulgaria mainly come from the 

national culture and mentality of people, with strong influences from a turbulent history. 

One of the most important characteristics of the Bulgarian culture is openness to other 

people coming from different backgrounds and allowing them to maintain and promote 

their heritage (Government of the Republic of Bulgaria, 2011). On the other hand, the 

Macedonian people are less open to different cultures, nationalities or religions. People 

are resistant to changes in their beliefs or philosophy. Differences are perceived with 

skepticism in Macedonia. 

Public institutions in both countries are rather closed to public and citizen initiatives are 

not taken seriously. These institutions are believed to be inefficient in making use of 

different ideas and putting them in practice for the benefit of society and its constituents. 

If organizational culture in the Macedonian and Bulgarian SMEs is analyzed through the 

prism of Hofstede's methodology, the results provide a solid base for comparison. The 

following dimensions have been measured: power distance, uncertainty (precariousness) 

avoidance, individualism (collectivism), masculinity (femininity). The Macedonian and 
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Bulgarian organizational culture is based on the following social practices (Davidkov, 

2004): 

 People obey the elderly and authorities. Children respect parents very much. 

 Educated and less educated persons share authoritarian values. 

 There is strong centralization. 

 There is a very big salary gap, enhanced by the tax system. 

 Subordinate workers expect to be told what to do and do not take the initiative or 

assume responsibilities. 

 The privileges and status/rank symbols are very popular. 

 People having high social position are very privileged and display their power. 

 The power of many people is based on friends and relatives. 

 

3.3 Similarities and Differences Between Learning Environment in SMEs in 

Macedonia and Western Bulgaria 

 

3.3.1 Competitive advantages 

 

Harvard professors David Garvin and Amy Edmondson (2008), experts on organizational 

change, state that the only stable and long term strategy of a company to achieve 

competitive advantage over others is the introduction of learning processes. They say that 

it is very easy to copy products or even processes, but the knowledge and the know-how 

of the employees in one company stay within with the right strategy. Based on this article 

a learning or knowledge organization is an organization that is able to create, acquire, 

interpret, transfer and retain knowledge (Garvin, Edmonson, & Gino, 2008, pp. 109-116). 

One very important issue for SMEs is achieving economies of scale, crucial to the success 

of large enterprises. Thus, one of the most promising initiatives for SMEs in Macedonia 

and Western Bulgaria is increasing efforts to achieve economies of scale in alternative 

ways, possibly through organizing in clusters (Stuz & Warf, 2006). Both Macedonia and 

Bulgaria have great potential to develop competitive advantage through well organized 

and planned changes (European Comission, 2012). 

 

3.3.2 Innovation and change 

 

The research that has been performed in Macedonia show that the Macedonian innovation 

and change in the companies is on the margins of the EU average. The capacities and 

abilities of the SMEs for innovation are below the EU average. For example, in-house 

innovation for the Macedonian SMEs is 11 per cent with the EU average of 30 per cent. 

Training participation, an important indicator, has been only 5 per cent among the 

Macedonian SME’s (European Comission, 2011). Bulgaria is below the EU average 

regarding skills and innovation. When considering innovation, products, process, 

marketing, organization, only 17 per cent of the Bulgarian SMEs practice these activities. 
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There is also a very weak cooperation among companies. The SMEs do not rely on online 

trade (few than 5 per cent do so) (European Comission, 2011). The Bulgarian companies 

rarely dedicate resources and opportunities for performance and skills development.  

Among many activities implemented for encouraging the SMEs is awareness raising for 

businesses in advantages of clustering in both countries. Other efforts have been made in 

establishing cooperation between business and science R&D projects and the 

establishment of regional innovation centers. 

Macedonia is characterized by several crippling features: a lack of awareness, low public 

demand and debate for business reform; inadequate or non-existing R&D departments 

within companies; slow adoption of new technologies and innovation; and 

communication gap between education and businesses. Research indicates a great need to 

encourage public institutions to promote innovation and modern technology and to 

strengthen the capacities of public institutions that deal with science and technology.  

Thus, the Program for implementation of ‘Industrial Policy for Macedonia for 2011’ 

covers the following topics:  

 Capacity building and improving competitiveness;  

 Market development;  

 Technology development;  

 Capacity building of human resources related to technology development and 

introduction of new technologies. 

The Bulgarian Government has started the implementation of the program ‘Development 

of the Competitiveness of the Bulgarian Economy 2007-2013’ it refers to skills and 

innovation: 

 Transfer of knowledge to SMEs; 

 Start-up innovative products, processes and services.  

 

3.3.3 Self-directed learning and training 

 

Self-directed learning in Macedonia and Western Bulgaria is not very developed and 

there is a room for its improvement. Even though there has been a significant increase in 

the number of young people going to university, they show very low interest in informal 

and non-formal education. The Ministry of education of Macedonia has been 

implementing several programs to improve the situation, including the organization of 

free languages and IT courses, but most are initiated by governmental institutions and 

very rarely by individuals themselves (Schwab, 2011, pp. 242-243). Self-directed learning 

processes and awareness in Bulgaria are more developed, with supply and demand in 

balance, though room for improvement remains (Schwab, 2011, pp. 130-131). The main 

reason for the lack of self-initiative among the Macedonian SMEs is the poor awareness 

of existing opportunities among managers or leaders in the company. This is less of a 

problem in Western Bulgaria, since the initiatives of the employees to improve their own 

knowledge are not only recognized but also rewarded appropriately. 
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3.3.4 EU (funds) as a facilitator of learning & development 

 

The EU offers a brighter future for the SMEs in Western Bulgaria and potentially for 

Macedonia, as well. Since the EU member states have many different programs available 

to the country, regions, public sector, private sector, and citizenry at large, the absorption 

power and skills among the Bulgarian SMEs is on a higher level. All that required from 

companies is the acquisition of information and knowledge and application for funds or 

the application for tenders announced by the public or civil sector within the 

implementation of their programs. These processes also bring innovation and fresh ideas 

(Ivanov & Peneva, 2006, pp. 54-57). There are currently many available structural funds 

for stakeholders in Bulgaria: Operational Program Human Resources Development, 

Operational Program Development of the competitiveness of the Bulgarian Economy 

2007-2013, Operational Program Regional Development, Operational Program Transport, 

Operational Program Environment, Operational Program Administrative Capacity, 

Operational Program Technical Assistance etc. There are also specialized funds available 

to Bulgaria: Rural Development Program and Program for Bulgarian Fisheries Sector 

(Bulgarian Investment and Business Network, 2012). Macedonia as a candidate for 

membership has fewer available funds from the EU, yet they are inefficiently used. The 

pre-accession assistance consists of: Transition Assistance and Institution Building; 

Cross-Border Co-operation (with the EU Member states and other countries eligible for 

IPA); Regional Development (providing support to transport, environment infrastructure 

and enhancing competitiveness and reducing regional disparities); Human Resources 

Development (strengthening human capital and combating exclusion); and Rural 

Development (rural development type of measures) (Analytica, 2009). 

It is very important to mention that the Bulgarian government has introduced changes in 

the labor legislation, as a pre-accession precondition. Bulgaria has now implemented 

strict employment, tax, social security, and labor safety legislative. The Government has 

also introduced obligatory contributions to national insurance for employers, but also 

decreased their costs for national insurance over the years (Government of the Republic 

of Bulgaria, 2011). The Macedonian Government is at the very beginning of the adoption 

and implementation of such legislation (Agency for Foreign Investments and Export 

Promotion). 

Another favorable contribution from the EU practices is the model of public-private 

partnerships. Public-private partnerships use best practices of both spheres of public and 

private institutions. The model provides local public services, taking the ‘government’s 

democratic accountability’ into consideration and the cost efficiency and managerial skills of 

the business sector (Open Society Foundations, 2011). Bulgaria has adopted all the 

necessary laws and acts in accordance with the EU legislation to open the door to these 

types of partnerships in its economic boom (Bulgarian Investment and Business Network, 

2012). Macedonia has also adopted the necessary legislation regarding public-private 

partnerships, yet still lacks a practical demonstration of the law (Government of the 

Republic of Macedonia, 2012). Experience shows that the best way to use the benefits 
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from public-private partnership is through implementation of transportation, education, 

healthcare and infrastructure projects.  

In order to bring the current state of the learning environment of the SMEs in both 

countries closer to being competitive on the global market, the need arises for through 

analysis of one specific sector of the SMEs. This research, having taken all stakeholders 

into consideration contributing to the current state, brings the input from all to one place, 

as a solid base for realistic recommendations for further action connected to learning 

environment of SMEs in Macedonia and Western Bulgaria. 

 

4 Methodology 

 

The research design is consisted of the first round of scientific qualitative research 

consisting face-to-face interviews with relevant stakeholders and the second round of 

quantitative research among the SMEs in tourism industry. The research design is of an 

exploratory nature, in order to find out some critical points regarding the learning 

environment in SMEs in the tourism in Macedonia and Western Bulgaria. 

The respondents for the qualitative research are defined as experts in the field of the 

SMEs, tourism and include university professors and researchers, project managers in 

tourism, training centers, consultants, representatives from national and local government 

bodies, cluster leaders, presidents of tourism NGOs and associations, etc.  

The SMEs within the quantitative research are covered through systematic on-site visits. 

The second round of research is consisted of quantitative exploration on the sample 

territory for comparison, i.e. the whole of Macedonia and Western Bulgaria. For 

statistical purposes, the planning region of Southwestern Bulgaria is taken into 

consideration, in order to compare the same statistical units i.e. NUTS 2 territories. Both 

areas have gone through similar processes in the past, have similar geographical context 

and similar prospects for future development (European Comission). The most important 

research questions of the thesis are answered after the qualitative and quantitative 

research in the chosen sector of tourism in Macedonia and Southwestern Bulgaria. 

 

4.1 Research Questions 

 

The main research questions, which are set forth, are the following: 

 What are the basic characteristics of the learning environment within the tourism 

SMEs from Macedonia and Western Bulgaria? 

 What is the awareness level of the importance of learning in the tourist SMEs in 

Macedonia and Western Bulgaria? 

 What could small and medium enterprises gain by introducing a positive learning 

environment?  

These research questions also serve as guiding points for discussion with the 

interviewees; they have been elaborated in details for the interviews with stakeholders. 
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These research questions have served as a base for the survey performed among 

employees in the SMEs in tourism in Macedonia and Western Bulgaria asking about the 

learning environment context in their companies.   

 

4.3 Qualitative Study Design 

 

Having in mind the specifics of the situation and lack of data available on this topic from 

Macedonia and Western Bulgaria, qualitative research has been necessary to perform a 

quantitative analysis. This type of research has served as a base for creation of a suitable 

questionnaire for a quantitative survey among tourist SMEs. The validity and 

recommendations from the research are increased thereby. The convergence of different 

methods undoubtedly has led to greater relevance of the project. The results received 

from the qualitative research improved the implementation of the quantitative method, 

making a sequential research project. The first phase of research is qualitative for 

exploratory purposes using semi-structured interviews (Creswell, 2003, pp. 18-21). 

The main objective of the qualitative research was to better understand the given research 

topics from the perspectives of the relevant stakeholders involved. This type of research is 

especially effective in the specific situation of the SMEs in tourism in Macedonia and 

Bulgaria, because the interviewees provided specific information about the values, 

opinions, behaviors and social contexts. The qualitative research was conducted with 

semi-structured interviews. The qualitative data were gathered through audio recordings, 

notes, translation and interpretation. The interviewees were asked a range of open 

questions, through which their views and attitudes towards the research topic was 

revealed, based on their experiences. 

The relevant information was gathered through desk research in order to get the general 

overview of the situation with the tourist SMEs regarding their learning environment. The 

analysis was mainly based on going over strategic national official documents (Economic 

Policy Institute - Sofia, 2010) (Government of the Republic of Macedonia, 2011), 

statistical analysis (Statoids, 2011), as well as analysis made by international 

organizations. The stakeholders were selected on the base of the aforementioned 

documents; they are either researchers in the field or have direct practical input in the 

implementation of policies for introduction of new practices regarding learning in tourism 

sector. Those selected stakeholders are experienced researchers, professors, trainers, 

representatives of national government, local authorities or civil sector, all involved with 

theoretical as much as practical knowledge in the matter.  

The selected stakeholders were contacted by e-mail and phone. They showed their 

immediate interest to participate in the research and gave their input from their point of 

view to the matter. A brief history of their experiences was delivered in order to prove 

their relevance to discuss the topic. The interviews took place throughout the month of 

June, 2011 in various locations in Macedonia as suitable and requested from the 

respondents. The locations were Skopje, Vinica and Strumica, all in Macedonia. All 
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interviews, having in mind the effective part of the interview, lasted about 30 minutes 

each (Detailed Interview scenario Appendix E). 

 

4.3.3 Respondents 

 

The number of respondents was 4 out of 5 in each country. The two persons that did not 

respond to the request for interview stated they had not felt ready to speak about the topic 

since it was very specific. The interviewees delivered a short biography prior the 

interview. Table 5 shows the overview of interviewed experts. 

 

Table 5. Overview of Interviewed Experts From Macedonia and Western Bulgaria 

Macedonia 

Person 1 
Coordinator for SME and entrepreneurship in a 

donor organization, expert in clusters, PhD 

Person 2 
Manager of international NGO on capacity 

building, MSc 

Person 3 
Advisor at the Ministry of Economy of 

Macedonia, Tourism sector 

Person 4 
Rural tourism expert, tourism and logistics 

professor, PhD 

Western Bulgaria 

Person 5 
Expert in EU project management within local 

government unit 

Person 6 
Tourism expert, manager of Tourism Foundation 

and manager of Tourism information Centre, MSc 

Person 7 
Expert in project management and economic 

development  

Person 8 
Expert in the EU integration and investment 

projects 

 

4.3.4 Data analyses 

 

The data from the qualitative research were analyzed within a complex process. The first 

stage of data analysis was recording the interviews with the experts that responded. The 

recorded files were saved and later played in order to be transcribed in the original 

language, i.e. the mother tongue of the respondents, Macedonian and Bulgarian. The next 

stage was translation of the written interviews into English language. The responses and 

recommendations were later used as guide for adaptation of Rowden’s (2002) Workplace 

Learning Questionnaire (WLQ), in order to meet the current situation and to be in a better 

position to answer to the research questions. The recommendations made by experts are 

also used in the section Discussion. 
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4.4 Quantitative Study Design 

 

In order to really assure the claims made in the research questions and to get a base for 

further recommendations and actions for improvement, quantitative research was 

conducted. The quantitative research was designed in such a way to thoroughly cover the 

issues regarding the learning environment among the SMEs in tourism in Macedonia and 

Western Bulgaria, through a custom made questionnaire touching topics that had never 

been spoken about previously with answers received directly on the spot from those who 

were main stakeholders in this issue, thus giving some of the pioneer steps in this topic 

within the area of Macedonia and Western Bulgaria. 

The quantitative section of the research process serves as bottom-up perspective 

regarding the issue in the field. The main focus of the survey is their workplace learning. 

This bottom-up perspective was done through a survey with a questionnaire, i.e. a direct 

visit to the SMEs in tourism in Macedonia and Western Bulgaria in order to get their 

point of view.  

For this purpose an adapted version of Rowden’s (2002) Workplace Learning 

Questionnaire (WLQ) was used. The survey instrument consisted of a cover letter states 

the purpose of the survey and a questionnaire (Rowden, 2002, pp. 407-425) (Rowden & 

Ahmad, 2000, pp. 307-322). The questionnaire used consists of 24 variables using a six 

point Likert scale (Likert, 1932) (1 = Strongly Disagree to 6 = Strongly Agree). As 

foreseen, the variables were adjusted on the base of the conducted interviews, i.e. the 

changes and were identified during the conversation with the experts in the area of 

learning in the SMEs in tourism. There were five groups of variables (Appendix G) asked 

to the employees regarding managerial, individual, peer, environmental and company 

learning activities, thus MIPEC is the short name of the questionnaire (Detailed 

Questionnaire in Appendix F): 

 The managerial learning scale (three items) includes items measuring respondents’ 

perceptions of the awareness level of managers regarding the planned, organized 

learning activities within the company.  

 The individual learning scale (five items) includes items measuring respondents’ 

self-awareness of their learning needs.  

 The peer learning scale (four items) includes items designed to measure 

respondents’ perception of learning opportunities from colleagues.  

 The company learning scale (nine items) includes issues such as practices of 

performance management tools, support for learning needs, cooperation with other 

companies, exchange within company good practices etc.  

 The environmental learning scale (three items) refers to standardization, projects 

and education possibilities.  

The overall learning scale combines the five perspectives of workplace learning. There 

were questions regarding educational level, age, gender, and job occupation at the end of 

the questionnaire. The variables were given as affirmative statements referring to the 
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previously mentioned groups of topics, giving statements in the form of activity that is to 

appear in a learning organization. Having this in mind, the respondents gave a number 

corresponding to the level to which they agreed with the statement, so the higher the 

score, the closer to the learning organization the company is.  

 

4.4.1 Sample description 

 

The respondents to the questionnaire were selected on the base of a previously well-

prepared agenda. Statistically, the whole territory of Macedonia and South-Western 

Bulgaria was covered, especially the most attractive tourist locations. The percent of 

respondents was divided within Table 6. 

 

Table 6. Territorial Coverage of Respondents to the Questionnaire 

Macedonia Western Bulgaria 

Ohrid 24 Bansko 28 

Skopje 12 Melnik 11 

Struga 12 Sofia 8 

Strumica 11 Sandanski 7 

Mavrovo 9 Razlog 6 

Bitola 4 Kuystendil 4 

Kochani 4 Borovets 3 

Shtip 3 Samokov 3 

Vrutok 2 Belitsa 2 

Demir Kapija 1 Kresna 2 

Pehchevo 1 Pernik 2 

Zrnovci 1 Obarishte 1 

  Strumyani 1 

 

The respondents from both countries were contacted at their work place, during working 

hours. None of them were previously contacted or received any prior information about 

the research. All respondents were provided with a letter containing basic information 

about the research and its purpose, together with the questionnaire.  

The response rate was 82 per cent for Macedonia or 87/106 and 88 per cent or 85/96, for 

Southwestern region of Bulgaria.  

 

4.4.5 Data analyses 

 

The data gathered through the questionnaires were analyzed with SPSS software. The 

first stage was entering the data into the system, as recommended by Field (2005). Later, 

the results were analyzed in regard to mean values of each variable by country. The 

similarities and differences were assessed by using comparison of means and independent 

T-test analysis, presented and discussed for each country. All data were then analyzed 

using exploratory factor analysis in order to examine if there is loading on some specific 

groups of variables for each country, as for finding out the most influential factors that 
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impact on the learning environment in the SMEs in Macedonia and Western Bulgaria. In 

this way the reliability of measures was checked, since this is exploratory analysis (Pahor, 

2011). The Cronbach’s alpha was then used to test reliability of consistency of the data 

collected. The results of the performed analysis are presented in detail in the chapter to 

follow. 

 

5 Results 

 

The results of the research were processed as foreseen in the methodology, thus the basic 

and summarized statements are presented below. Section 5.1 is based on qualitative 

study, and section 5.2 on quantitative study. 

 

5.1 Experts’ Views About Learning Environments in Macedonia and Western 

Bulgaria 

 

The qualitative research summary (see Table 7 below) gives the experts’ views for each 

country. The shared recommendation from the experts from both countries is that 

stakeholders should direct their efforts toward membership in the SME associations or 

clusters. 

The learning awareness in Macedonia and Western Bulgaria is on a very low level 

especially among those working in micro enterprises. This statement is valid for all 

employees. The level of awareness is very low, but has increased for the last years, 

especially in the fields of learning languages, computer software for tourism, online order 

and reservation, etc. The changes and learning happen slowly, mainly due to interference 

from national culture interferes on peoples’ behavior and attitudes. ‘Starting from the 

national saying you should study in order not to work later it tells you all about the 

culture and mentality of the people’ (Person 6).  

If considered independently, national vs. organizational culture, national culture is seen as 

more influential and dominant within the processes of learning. The national culture or 

mentality is such that people do not think they should learn anything after the formal 

education process. Person 2 stated that young people are less affected by national culture 

and develop more flexible habits in regard to learning, but older generations which are far 

more numerous in the industry have strong national cultural influence on learning 

processes. 

Other experts commented on the differences between learning opportunities between 

urban and rural areas: ‘There is a clear distinction between the learning opportunities for 

rural and urban citizens. Availability of learning opportunities is much more noticeable 

in the urban areas’ said Person 4. 

Single interventions are noticed among managers in the area of introduction of learning 

tools. But this all mainly occurs due to obligatory introduction of technical skills, 

licenses, certificates, IT skills, etc. General impression is that there is a very low level of 
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awareness of the learning needs, especially among small family-owned companies. ‘The 

reasons for the situation are pointed at the high level of employee turnover, due to 

seasonal work. Initiatives and proactive behavior are mainly lacking which is also 

noticed in the low participation in associations’ said Person 1. 

‘If the employees in one company are satisfied, they learn, if they learn, they create the 

so-called learning organization, and especially in today’s time only learning 

organizations are able to stay on the market and in this way they become more 

competitive. This is especially true for the service-oriented sector.’ said Person 1. 

Managers are the starting point of all the process in the SMEs in tourism, especially the 

support of learning. Awareness rising among managers has been a topic introduced by 

many international organizations present in Macedonia and Western Bulgaria, but it is an 

ongoing process that goes very slowly. Managers of small and medium enterprises try to 

follow some trends in this view, by planned trainings or exchange within the company. 

Most managers are not familiar with the concept of lifelong learning at all, and lack a 

long-term strategy to introduce it. The learning awareness of managers is minimal, 

especially among micro enterprises. Yet many managers have become aware of the need 

for learning and have started implementing some measures to stay competitive. Managers 

of medium enterprises have the knowledge and know-how to implement a learning 

program. Yet an even larger number pays attention only to profit and will only offer 

higher salaries to indicate satisfaction with employees, rather than introducing a learning 

program. Communication in the Macedonian and Bulgarian enterprises goes top down, 

initiatives that arise the other way are usually not heard. On the other hand, managers in 

both countries show increased interest in opportunities offered by membership in tourist 

associations. There are many managers that train their employees because they are aware 

that this is what the business needs for better services provision. 

There is no demand for trainings by the employers due to their low level of awareness for 

the need and benefits of learning. Consequently, learning/training needs are not assessed 

and identified. Management does not follow the professional career of an employee, 

mainly because the company is very small and they dedicate more time to daily routine. 

The outstanding capacities and qualities among employees are not recognized and are not 

rewarded accordingly. 

A very good opportunity for learning is from mistakes. Another possibility for learning is 

daily from colleagues, both more and less experienced through, perhaps, meetings for 

feedback and exchange. Yet it all depends on the manager, if he takes any action to 

encourage these processes they will occur more often. One of the best practices for self-

directed learning is the possibility to learn on the job from the colleagues in both 

countries. 

It was confirmed for both countries that a positive learning climate in the small and 

medium companies creates motivated employees. Communication and exchange 

contribute to a large extent to their capacities improvement.  

The learning processes in the tourist industry face several obstacles, the first being that 

companies are very small, mostly family businesses; the second is that there are seasonal 
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workers. The career is very difficult to trace in this industry simply because of extreme 

turnover of personnel during the season, making it difficult for managers to follow career 

development. The changes are solely brought by foreign investments in Western 

Bulgaria, where they introduce such an organizational culture that employees are highly 

trained. The same investor has summer and winter resorts and employees stay with the 

same employer all year round in Bulgaria, but this is not the case for Macedonia yet. 

Customer reviews can provide a source of immediate feedback for learning, as well.  

There is definitely a very low demand for specific learning opportunities in tourism in 

Macedonia, there are offers now only for general management and other competencies. 

On the other hand, employees like to get rewards for their work but do not like to be 

compared with their colleagues. Bulgarians have many learning opportunities, offered by 

the formal education institutions and informal education centers. Most of the 

opportunities arise out from the implementation of the foreseen programs of the 

governmental institutions for training opportunities for tourist workers. There are also 

very good programs for internships for students. The most important are the available 

foreign best practices. Other sources of learning are universities and NGOs that offer 

courses or implement projects for the tourist sector. An important learning source for the 

people in both countries is the internet.  

 

Table 7. Qualitative Research Summary 

 MK Western BG 

General Awareness level 
Low, but 

increasing 

Low, but 

increasing 

National culture influence High High 

Urban vs. rural opportunities differences High High 

Managers’ awareness  Very low Very low 

Hierarchical top –down communication Intensive Intensive 

Interest in associations Increasing Increasing 

Demand for trainings Low Low 

Learning needs assessment Non existing Non existing 

Outstanding capacities reward Very low Very low 

Potential for learning from mistakes, 

customer feedback and from colleagues 
Used Used 

Less opportunities due to small number of 

employees 
Present Present 

Employee turnover Extremely high Regulated 

Learning offer Limited topics Satisfactory level 

Minimum salary for waiters, earning on tips Not present Present 

National licensing center Does not exist Exists 

Subsidies for participation at trainings 
Somewhat 

present 
Very present 

EU funded projects with soft measures Very few Many 

Public administration capacity building Needed Needed 

 

Employees have the opportunity to learn on their own, they like learning languages, or 

going to work in a foreign country, yet their power within the SMEs in extremely low. 
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The level of awareness of the employees is also sufficiently low that they are uninterested 

in suggesting that the company pays for their further education or are not ready at all to 

pay or co-finance training or education. There is no demand for additional learning 

measures by employees due to their low level of awareness for the need and benefits of 

learning. 

The low level of awareness has been noticed by the local government in Macedonia and 

Western Bulgaria, so all regions have introduced the tourism HR development in their 

strategies. There have been many improvements in the area of formal education on 

tourism, as well. The quality systems are introduced in Macedonia and Western Bulgaria, 

such as food standards. The waiters in Bulgaria very often earn minimum salary which is 

augmented by tips, unlike in Macedonia. This creates a significant difference so that the 

Bulgarians are sure to get rewards for trying harder and learning how to improve, but the 

Macedonians are still poor motivated. The legislation of Bulgaria allows only licensed 

organizations to do training or career development. There is a state agency that issues 

licenses in Bulgaria to public companies, private companies, NGOs, universities, schools, 

etc. This is not the case in Macedonia. The training offerings are quite diverse, but often 

unprofessional and limited to general management trainings. 

There are also programs on the national level in Bulgaria for associations and the like, 

where managers are subsidized to send employees for training. These programs are very 

good because they oblige the employer to keep the personnel for a certain period of time. 

The trainings are mainly organized in the area of tourism through the EU projects. For 

example, if the municipality invests in infrastructure, it also organizes capacity building 

sequences. 

 

5.1.1 Experts’ recommendations for Macedonia  

 

Experts have proposed some recommendations that they believe are viable. For example, 

Person 3 has proposed that companies send their employees to trainings abroad, because 

the best sources for learning should be foreign successful stories. This person believes 

that foreign experiences can change the mindset of the employees. 

Other respondents from Macedonia have stated that managers should become the leaders 

in innovative approaches to learning. The businessmen must adapt to modern trends such 

as social media (Facebook and Twitter). 

As one of the possible ways for generating innovative ideas they have proposed becoming 

more involved in associations in order to exchange information and know-how. Existing 

associations and clusters for tourism are not learning enough and do not follow trends, 

they should continuously work on awareness rising. There is a great need of joining 

forces and creating synergies by small and medium enterprises in order to have the 

opportunity to organize the learning processes in a more systematic way. 

Another proposal for improvement in Macedonia is that employees take greater initiative 

and act proactively and independently in regard to learning while companies introduce a 
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system for long-term planning of learning or introduce training as a reward for successful 

work or innovative approaches introduction. 

 

5.1.2 Exerts’ recommendations for Western Bulgaria 

 

The good practice that is proposed in order to improve awareness rising out among 

managers and employees is to organize the SMEs into associations and get involved in 

various learning activities. The existing associations should cooperate better with the 

public sector and improve their work on HR development in tourism. There should be 

more clusters, which could serve also as lobbying organizations. Experts from Bulgaria 

see a lack of coordination among stakeholders; all businessmen should lobby as a united 

front on common issues and coordinate joint representative bodies. 

The awareness of managers is the first priority, as the learning environment depends 

primarily on them. The main recommendation is to direct activities towards training for 

managers and owners mainly because there is a need for them to appreciate the educated 

personnel and support the learning environment.  

The national strategies always include improvement of the quality of work and foresee 

measures for the HR development and training, which is also valid for the tourist sector. 

The regional strategies for tourism development foresee that the HR capacities are built, 

through trainings for tourist guides, mountain guides, etc. There have been normative 

changes in the country as well, such as rights of the employees and employment contracts 

as some of the positive contributions of the EU membership. Strict and clear rules have 

been introduced, but adherence remains an issue. 

Based on theoretical foundation as well as the comments and recommendations shared by 

the interviewed experts, an adapted version of the Rowden’s (2002) questionnaire was 

prepared. 

 

5.2.3 Factor Analysis of learning environments in Macedonia and Western Bulgaria 

 

The Factor Analysis (Appendix K) has been performed on the whole set of data for each 

country using SPSS. This analysis results in the identification of groups of variables, i.e. 

factors that impact in the learning environment of SMEs in both countries. The analysis 

has been performed with Alpha reading the reliability of the grouped variables through 

the factor analysis showing that there are two grouped variables for Macedonia (Table 8) 

and four in Western Bulgaria (Table 9). 

The analysis performed on the Macedonian results has given two loadings. The first one 

in Macedonia, with a higher Alpha, has been noticed among variables focusing more on 

the managers; behavior in regard to feedback from a customer or arising out from a 

different workplace situation, training needs to be assessed by the manager, managers as 

leaders of exchange and communication among the employees and recognition of 

personal efforts. This mutual dependence of the variables focusing on managers’ behavior 

gives a clear signal that these are among one of the most crucial actions to support a 
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learning environment in the company. The most influential is the behavior of managers 

and company policy on the learning environment (safety, salary, scheduled meetings etc.). 

 

Table 8. Summary of Factor Analysis for Macedonia 

Factor Alpha Content 

Managers 0.807 

• Our supervisor will call us together to discuss situations that may 

arise/feedback to a customer 

• Our company has introduced a system for training according to 

the needs of the employees 

• If a hazardous or dangerous situation is noticed, our supervisor 

will call us together to discuss it 

• We have regular or periodic meetings where we are encouraged to 

express our opinions and exchange experiences 

• My individual learning efforts are recognized and awarded in this 

company 

Employees 0.727 

• I often find time to review or reflect on my own experiences and 

the reactions of customers 

• I learn new and useful things and tips constantly from my 

colleagues 

• When I came to work the more experienced colleagues showed 

me how to work 

• I have an opportunity to learn skills from my colleagues who 

perform different tasks and rotate positions 

• When I have many customers, my co-workers always help me 

 

Another factor for Macedonia are employees, which covers the variables that examine 

whether the employees spend time on reflection of their own actions, whether they 

exchange ideas and experiences among themselves and whether this results in better 

synergies in everyday work. This factor refers to the experiences of the employees and 

their ability to learn new things from their colleagues. Thus, it is more focused on own 

awareness of need for change and improvement and cooperation with the colleagues. 

There have been more factors resulting from the grouped variables from Western 

Bulgaria, even though some of the factors are the same for both countries, variables 

within the loading vary to some extent. Thus, the name of the loading gives the general 

factor on the learning environment comprised of complex of variables. 

A factor manager is very similar to the factor managers among the Macedonian 

respondents, for the Western Bulgaria. It also focuses on the giving and/or receiving 

feedback in regards of doing a better job, different situations, support of exchange of 

experiences and awarding learning efforts.  

The following factor identified in Western Bulgaria is the environment, consisted of a 

mixture of practices regarding gaining foreign and different experiences through 

cooperation with other similar companies. 

It also refers to the joint presentation and cooperation in front of the foreign and domestic 

market. The environment or the public sector is set to influence greatly these practices 

among companies, as confirmed by the experts in the interviews. 
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Table 9. Summary of Factor Analysis for Western Bulgaria 

Factor Alpha Content 

Managers 0.8 

• I believe managers feel that helping us learn how to do our 

job better is an important responsibility 

• If a hazardous or dangerous situation is noticed, our 

supervisor will call us together to discuss it 

• We have regular or periodic meetings where we are 

encouraged to express our opinions and exchange experiences 

• My individual learning efforts are recognized and awarded 

in this company 

Environment 0.737 

• My company cooperates with other companies working in 

the same sector, by association, joint events and presentation 

• I participate at fairs and workshops abroad and exchange 

experiences/good practices 

Company 0.723 

• The company pays all or part of the costs of job related 

courses at the local university, college or vocational school 

• I learn new and useful things and tips constantly from my 

colleagues 

• The company provides financial support if I want to further 

my formal education 

• The legal system provides support to protect my rights as a 

tourism worker by introduction of standards 

Employees 0.722 

• I know which additional courses I need in order to perform 

my job better 

• I have an opportunity to learn skills from my colleagues 

who perform different tasks and rotate positions 

• What I learn about my job happens as a natural consequence 

of doing things and keeping busy 

• When I have many customers, my co-workers always help 

me 

 

Bulgarian results have given loading on two other factors; one of them being company, 

consisted of variables concerning company policy, especially regarding covering costs of 

formal education or how the company enables the learning environment through support 

of constant exchange among employees. The company is also seen as a factor to influence 

on the national legislative and standards in regard to introduction of standards that make 

the company more competitive. 

The last factor identified in Bulgaria is employees. This is another loading that focuses on 

self-awareness of the needs for further learning opportunities for learning from 

colleagues, own initiative and cooperation with colleagues. 

 

5.2 Content of the Learning Environment in Tourism SME in Bulgaria and 

Macedonia 

 

The variables for both countries have been analyzed in regard to their meanings (Details 

in Appendix H). The variables have been first analyzed for each country separately and 
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afterwards compared. The variables may be arranged into five groups: environment, 

company, manager, peers and individual. These groups of variables are formed within the 

process of creation of the questionnaire itself and for the purpose of a better summary of 

the results and providing a general overview of each group. 

 

Figure 4. General Overview of the Grouped Variables for Macedonia and Western 

Bulgaria Providing the Mean Values 

 

 

Regarding the managers’ behavior in the Macedonian companies referring to the joint 

work, feedback and safety, respondents have given scores ranging from 4.6 to 4.8. The 

Bulgarian managers have received similar results ranging from 4.56 to 4.84. 

Company policy in Macedonia, mainly determined by owners, has posted a mean of 3.05, 

but at the same question asked again in a reformulated manner, there is score of 4.02. 

Regarding the company policy for covering costs and supporting continuing education of 

employee responses in Western Bulgaria ranged from 2.89 to 2.92. The Macedonian 

companies do not encourage employees to enter additional schooling at their own costs 

and rarely send employees to fairs or exhibitions abroad, evidenced by responses ranging 

between 3.8 and 3.4. The other variables referring to the system of performance 

management (learning, internal and external exchange within and reward) is somewhat 

present in Macedonia between 4.1 and 4.6, but stronger among the Bulgarian respondents, 

showing a range between 3.58 and 4.58. The Bulgarian participation in experiences 

abroad has been reported as being very low at 2.51. There is, however, an apparently 

positive opinion of training for new equipment or standards and exchange among 

employees. The respondents from Bulgaria have stated that they are satisfied with the 

salary level (4.70). When performing the independent T-test for this group of variables 

the results give statistical difference of the results from Macedonia and Western Bulgaria, 

presented in Figure 6. 

As individuals, the employees from Macedonia rate their awareness of their needs for 

learning, experience and additional courses between 4.69 and 5.08, but when it comes to 
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realization and pro-activeness in this area their results are 3.83. A similar case exists in 

Western Bulgaria, where Employees have stated they are aware of their personal 

professional needs and aware of their knowledge, with responses in the range 4.74 – 4.99. 

In practice, however, the response is 3.5. Based on the principles of analysis of variances 

(Field A. , 2005), this group of variables is also statistically different for the results from 

Macedonia and Western Bulgaria. 

Learning from peers shows highest scores, between 5 and 5.15 in Macedonia. The only 

activity in this group, which gives different score, is the one referring to cooperation and 

exchange with peers through job rotation, so this score is slightly lower or 4.6. The 

support from the colleagues is similarly graded with scale 4.88 – 5.20 in Bulgaria. 

The respondents from Macedonia have stated their opinion on the legal system and 

provision of support to protect their rights as tourist workers by introduction of standards, 

giving a score of 3.77 – 3.94. The presence of formal and informal education on tourist 

skills has been evaluated by a score of 4.62. The respondents from Bulgaria have stated 

the support that the legal system has provided and the projects implemented by the public 

institutions with 3.39 - 3.46.  

The Bulgarians agree that there are specialized tourism schools and available courses, as 

evidenced by a rating of 4.37. Even public institutions in the region are evaluated with a 

grade of 3.4 regarding implementation of projects for support of civil and business sector 

for capacity building. This group of variables is also statistically different for the results 

from both countries, provided the results from the T-test (Appendix I). 

 

5.2.2 Statistical comparison of the learning environments in Macedonia and Western 

Bulgaria 

 

The statistical comparison of the results of the quantitative analysis has been performed 

through the SPSS comparison of means, T-test in order to get statistically significant 

differences and similarities between the two countries.  

 

Figure 5. Comparison of Means for Company Policy 
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At first glance, the most striking difference and result worth to be singled out is regarding 

company policy for the two variables that refer to covering costs for attending job-related 

education (Figure 5). The Bulgarian respondents have offered largely synchronized 

answers to both questions and the Macedonians did not, i.e. the Macedonian respondents 

generally have given two statistically different answers to the similar question. 

The following section offers detailed presentation of all statistically different variables of 

both countries (Figure 6). 

 

Figure 6. Independent Samples Test for Statistically Different Variables 

 

 

The independent sample T-test analysis (Appendix I) shows statistically significant 

differences between the Macedonian and Western Bulgarian cases in the activity of 

covering the costs for job related to courses at the local university, college or vocational 

school by the company itself. This obviously reflects in the mean values comparison 

which shows that the Macedonian companies cover these costs, compared to the 

Bulgarian report that they do not. Yet this statement should be taken with reserve, since 

the Macedonian respondents have given quite statistically different responses to the same 

question asked in a slightly reformulated manner.  

The next statistical difference has noted when performing the independent T-test is self-

awareness of sources of learning needed for better performance on the job. The 

Macedonian employees report a higher level of awareness of accurate information about 

their job.  

The following important statistical difference relates to the introduction of a system for 

training according to the needs of the employees. This is again statistically important 

since the Macedonian respondents give higher score in comparison to the Western 

Bulgarian. 
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The T-test performed on the collected data has also shown a large statistical difference 

regarding cooperation among companies with similar activity, through associations, joint 

activities and presentations. Here again the Macedonian respondents have given higher 

answers rounded to an almost one point difference.  

The next activity has noted to have a great statistical difference is the behavior of public 

institutions from the region in implementing projects to support the civil and business 

sector and build tourism capacity. 

The independent T-test shows that the Macedonian and Western Bulgarian respondents 

share many similarities, i.e. the variables stated below (Figure 7) do not have statistically 

significant difference. 

Those reporting the statistically similar records are the awareness level of managers 

regarding their responsibility, with both regions reporting basic agreement. 

Another statistically significant similarity is the employee reflection on their actions, with 

clear agreement with this statement. The next point where respondents from both 

countries have mainly agreed is the level of cooperation with the colleagues, both highly 

valuing constant exchanges between colleagues. 

The respondents have also stated that they agree slightly that the supervisor calls them in 

order to jointly discuss situations that arise out with a customer or a similar incident. 

Cooperation with colleagues is also confirmed regarding initial entrance to the company 

to the same degree in both countries. 

 

Figure 7. Similarities of the Results in Macedonia and Western Bulgaria 

 
 

The low encouragement level received from the company in regard to professional 

upgrade has also shown significant similarities. Respondents from both countries also 

slightly agree on the behavior of the supervisor when a hazardous situation appears. They 

also agree that specialized schools to improve their knowledge exist. 
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The last topic that respondents from both countries agree upon refers to recognition and 

awarding of the personal effort of the employee, to which the respondents somewhat 

agree. 

The results presented above give the base for further discussion and interpretation of 

findings. Results show neutral point of view leading towards personal interpretation and 

freedom for recommendations for further actions in regard to learning environment in the 

SMEs Macedonia and Western Bulgaria. 

 

6 Discussion  

 

The ultimate section covers the core discussion on the selected topic; firmly based on the 

results of the research, it presents the main findings and contribution of the research to 

realistic situation of the SMEs in Macedonia and Western Bulgaria. The findings are 

accordingly interpreted and followed by recommendations, thus taking the limitations to 

the research into consideration. In the end, there is a short presentation of the open topics 

for further research. 

 

6.1 Main Findings and Contributions 

 

The national culture of Macedonia and Western Bulgaria has a significant effect on the 

organizational culture and resistance towards learning. This is also reflected on the 

behavior of managers. Since managers are the ones who set the employment and 

operating conditions for the SMEs, they are most responsible for learning and promoting 

a mindset appreciative of lifelong learning. Managers seldom practice performance 

management tools in either country, have limited awareness of opportunities and create a 

strictly hierarchical, top-down communication flow. The Macedonian respondents have 

positively rated the safety and care for the functioning of daily activities. The Bulgarian 

Government, as obligated by the EU, has introduced some standards and a system 

envisioning incentives for promoting a learning environment in companies. There are 

many efforts made in this regard, especially by the national regional and local public 

institutions, but it is still assessed as unsatisfactorily.  

The respondents from Western Bulgaria have stated that the support that the legal system 

provides is unsatisfactory and they need more rights as tourist workers through the 

introduction of standards. The Macedonian respondents have also agreed that the legal 

system provides insufficient support of their rights as tourist workers. Even though there 

are plenty of schools for tourism and supply for trainings is satisfactory, there is still an 

additional need to strengthen the capacity of the business and civil sectors through 

projects implemented by public institutions. 

Company policy shows very low results in Macedonia regarding financial support to the 

education of employees. Significantly, answers to this question and a slightly 

reformulated version differed, a sign that managers rarely support their employees in 

learning aspects, but also that respondents have very low awareness of what this support 
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entails. This also means that owners in Macedonia seldom provide financial or other 

support in further training or learning. On the other hand, the Western Bulgarian 

respondents have reported their strongest disagreement in the whole questionnaire and 

synchronized answers, demonstrating greater awareness on their learning opportunities 

and possibilities. The companies of both countries do not encourage employees to enter 

additional schooling, even at their own costs and do not send employees to fairs and 

exhibitions abroad. The other variables referring to the system of performance 

management (learning, internal and external exchange and reward) is also weak but 

somehow present. The strongest demonstration of this is the participation in experiences 

abroad which has been evaluated as very low. There is also a lack of performing 

management system, low support for individual initiatives and cooperation with 

competition, though there is a positive evaluation of training for new equipment or 

standards and exchange among employees. The Macedonian respondents have stated that 

they are satisfied with the salary. 

Team spirit is most often created by informal networks within the company independently 

of the management and is the best source for informal learning. Each respondent has 

stated that is aware of his/her learning field and opportunities, yet do not act accordingly. 

Learning from peers shows the highest scores. Respondents to the research confirm that 

one of the most popular and best ways to learn is from peers. Help from colleagues is 

greatly appreciated and evaluated with very high grades. The rotation and help received 

within is also high. 

Self-initiative is apparently not rewarded by the managers in both countries. As 

individuals, employees state they are well aware of their needs for learning, experiences 

additional courses giving high scores, but when it comes to realization and pro-activeness 

in this area their results are very low. They think they are aware but since there is no 

action in this regard there is more need of awareness building in this view in both 

countries. The main findings of this thesis mainly refer to the tourist industry since the 

research was conducted in this field, but further research might show that the same is 

valid for other industries, as well. Thus the recommendation for further steps for 

increasing the awareness of learning could be expanded to other sectors and the SMEs in 

Macedonia and Western Bulgaria. 

 

6.2 Interpretation of Findings  

 

It may be concluded that the SMEs in Macedonia heavily depend on the leadership of 

managers and self-initiative of the employees regarding their learning perspectives. This 

refers a lot to the familiarity with the processes of lifelong learning and communication 

with peers. The employees in Macedonia give an impression that they are not aware of 

their learning skills and abilities as well as the benefits and besides learning from 

colleagues they hardly do take any initiative on their own. The biggest bottleneck in this 

process among other influences is the national culture influences and lack of foreign 
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successful examples due to closed policy and lack of communication with colleagues 

from abroad, especially through the internet and the contemporary social networks. 

The Bulgarian employees seem more aware of their present situation with learning 

perspectives and more informed about their opportunities, which is also confirmed by 

other sources of verification. There is a great level of communication and exchange 

among peers and companies support those processes. Yet the level of awareness is not on 

a satisfactory level also due to impediments coming from the inner national culture. The 

positive point is that Bulgarians are more open to foreign experiences and they have 

entered their everyday practices much more. 

What is for sure mutual and very similar for both countries is that managers follow 

regulations closely specially regarding safety issues, training of personnel with new tools 

being introduced, especially obligatory, which is very positive, but far from enough and 

satisfying the current needs for encouraging learning environment in the company. Their 

awareness should be raised to a much higher level in order to avoid traditional and 

outdated attitudes towards employees and customers. They need to become aware of 

existing tools and the benefits of performance management, introduction of innovative 

tools for encouraging development of a learning organization and complete makeover of 

the existing organizational culture (EU business Ltd.). 

One of the possible factors for having different situation in Macedonia and Bulgaria, 

among other things, is the culture of getting tips and introduction of fixed and variable 

component of salary leading towards better service and behavior with guests in Bulgaria. 

 

6.3 Implications and Recommendations  

 

Based on the results of the survey and statistical analysis there are some measures that 

can be proposed for both countries that would significantly improve the situation not only 

in the SMEs in tourism and service industries but all in small and medium enterprises. 

The formula for introduction of true learning organization among the SMEs in both 

countries contains the following recommendations:  

 Awareness rising among public administration and other stakeholders in LLL.  

 Assessing the needs of the managers and employees in the SMEs and inclusion in 

strategic documents. 

 Amendments of the existing legislative and introduction of by-laws or other acts 

supporting learning processes in the SMEs. 

 Enabling the SMEs to directly use their available funds from national funds and 

the EU. 

 Establishment of associations/clusters and exchange of experiences and practices 

with foreign countries.  

 Introduction of a performance management system, setting career planning, 

defining learning objectives etc. (Sarcina, 2007). 
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The SMEs in both countries should introduce HR as a strategic function in their 

companies, thus taking into consideration the intra-firm variability and employees’ 

‘structural position in knowledge networks’ (Kaše & Zupan, 2009). Based on the shared 

recommendations, the managers have the power to improve the current situation through 

membership in and/or the establishment of an association. The following MIPEC model 

(Figure 8) has the manager in the center as motor of change influencing on the other four 

identified aspects of learning environment in the SMEs. 

The proposed MIPEC model clearly shows the importance of managers in the process of 

establishing a learning organization. This holistic approach matches the current needs of 

the managers in today’s SMEs in Macedonia and Western Bulgaria mainly since they can, 

being leaders of these companies, initiate, help and realize all proposed activities. When 

the other employees follow the good practices of their managers, they will develop 

professional and personal traits which enhance organizational culture.  

This approach also elaborates the actions expected from all stakeholders in the process, as 

when each group fulfills its tasks within its own learning context, the learning processes 

will be strengthened. 

The proactive movement of all stakeholders is necessary to increase competitiveness of 

the SMEs from Macedonia and Western Bulgaria. The country specific recommendations 

follow in the upcoming paragraphs. 

Macedonia-specific measures have mostly resulted from the recommendations from 

experts, the position of the respondents to the questionnaire and measures which have 

already been implemented in Western Bulgaria: 

 Attract foreign investors and acquire experience from them. 

 Decrease turnover by creating year-round employment opportunities or merge two 

or more different companies. 

 Strengthen the capacities of consulting companies, or provide incentives to offer 

industry specific measures. 

 Promote work and travel programs for students to influence for flow of 

information and know-how. 

 Use the EU-funded projects not only for infrastructure, but also for soft measures. 

 Establish a national licensing center for consulting and training companies. 

Bulgaria-specific measures: 

 Increase communication between the public and civil sectors in order to absorb 

the EU-funds. 

 Introduce a system for long-term planning of learning at the company level or 

introduce training as reward for successful work or innovation. 

 Establish functioning Stakeholder Action Groups, consisting of industry 

stakeholders, based on expertise (business, university, civil and public sector, 

etc.), with a mandate to generate ideas and propose projects for SMEs based on 

their analysis. 
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 Managers should become leaders in innovative approaches to learning. They must 

adapt to modern trends such as social media (Facebook and Twitter).  

 More clusters which should lobby. The policy for tourism should be developed 

further; there is a lack of coordination among stakeholders. 

 

Figure 8. MIPEC Model for SMEs in Macedonia and Western Bulgaria 

 
 

6.4 Limitations 

 

The respondents in the qualitative segment of the research have made suggestions for 

improvement, offering understanding of the top-down approach to the situation in the 

SMEs in the tourism in Macedonia and Western Bulgaria. Their opinion has influenced 

on formulation of the questions in the questionnaire and formulation of the results. 

Several things appeared as a challenge in the quantitative research: 

 Respondents may not share their demographic data, because of a loss of 

anonymity and in this way may lack beneficial data for the research results as 

planned. 

 Timing might be bad due to season with tourists or vice versa as foreseen. 
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 Respondents may not be fully honest when answering due to several reasons, for 

the employees because the owners were standing next or near to them while 

answering and danger of consequences if they see the answers, or 

managers/owners because they would like to show their company as better than it 

is in reality.  

 The attitude towards the researchers in Bulgaria was friendlier than in Macedonia. 

These factors have been taken into consideration when performing a thorough analysis in 

order to avoid unrealistic conclusions. 

 

6.5 Avenues for Future Research 

 

Future research should refer to a more specific group of stakeholders or the one with the 

greatest influence in order to achieve a greater impact on the changes in introduction of a 

better learning environment in the SMEs and providing a solid base for further knowledge 

management in those companies. That group may be the individual in relation with peers, 

the managers in relation with the company or owners and the outer environment of the 

company.  

The proposed form of networking such as clusters, associations, technology parks or 

SAGs could be analyzed in more details in relation to the contribution to the learning 

environment. 

Another direction for future research is other industries, having in mind the preconditions 

for development of a learning environment in different industries, for which new models 

might be proposed; for example, IT and textile industry, but also trade and food 

processing. 

 

Conclusion 

 

This thesis addresses the importance of introducing a learning supportive environment in 

the SMEs from Macedonia and Western Bulgaria. Learning is considered as one of the 

main actions that bring competitive advantages to business, especially to SMEs. The 

thesis tries to provide an overview of the current state of the learning environment of the 

SMEs from Macedonia and Western Bulgaria. In doing so, it identifies the current 

challenges and proposes good practices to be applied in the local context. The 

strengthening of inner and outer networks of a small business is viewed through learning. 

Solely by bringing and enabling the flow of accumulated knowledge in the company, the 

SMEs succeed to keep the pace in today’s fast changing environment. 

By examining the Macedonian and Western Bulgarian SMEs in service industry, i.e. 

tourism, the thesis comes to the realization that there is a low level of awareness 

regarding learning processes among managers, employees and other stakeholders. Also, 

necessary support from the public institutions is lacking, more in the implementation than 

in adoption of policies. The Macedonian employees display a slightly lower level of 
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awareness compared to the Western Bulgarians. The thorough analytical and statistical 

overview of the qualitative and quantitative research leads to several recommendation 

points presented through comparative methods for the two countries. Thus, the main 

recommendations follow in the form of a proposed learning model, based on shared 

recommendations and proposals coming both from the qualitative and quantitative 

research performed in the two countries.  

The proposed MIPEC model offers unique opportunity to tackle the challenges of the 

SMEs in both countries to face and is based on micro or individual perspective and has 

entrepreneurial spirit in its essence. Its main principle is based on the recommendations 

from the research as main actions that are to be taken by different stakeholders in order to 

achieve better results and competitive advantage of the SMEs through introduction of a 

more learning-supportive environment. Although it is mainly focused on managers, its 

employment is expected to achieve results at all levels, thus striving to improve the 

actions of managers, employees and the public sector. This learning model is to increase 

the awareness level of the benefits and introduction of improved learning environment in 

SMEs in Macedonia and Western Bulgaria.  

The proposed MIPEC model clearly sets the managers in the center of the process of 

establishing a learning organization. This holistic approach matches the current needs of 

managers in today’s SMEs in Macedonia and Western Bulgaria mainly since they can, 

being leaders of these companies, initiate, help and realize all proposed activities that are 

part of the model. When other employees follow their example the learning organization 

is likely to prosper. This approach also elaborates the actions and results expected from 

all stakeholders in the process, as when each group fulfills its tasks within its own 

learning context, the learning processes will be much more efficient. The proactive 

movement of all stakeholders towards realization of the aforementioned actions is 

necessary for increased competitiveness of the SMEs from Macedonia and Western 

Bulgaria. The model foresees intra- and inter-organizational networking to enable the 

constant flow of know-how as well as open the market to foreign expertise, while in 

parallel lobbying for better practical realization of the current legislation referring to 

learning. The recommendations for further action go in more details as a result of the 

comparative study for Macedonia and Western Bulgaria.  

As a final remark, it might be argued that the challenges that SMEs from Macedonia and 

Western Bulgaria face in regard to their learning environment could be tackled through 

constant following of the latest practices in the EU and wider and more persistent 

practical implementation of existing regulation. Through this unique approach, based on a 

thorough study and multiple perspectives view of the current state in bottom up and top 

down strategies of qualitative and quantitative research, the ultimate solution for MIPEC 

model has been reached. In this way, proactive initiatives led by managers are to result in 

increased competitiveness of the SMEs from Macedonia and Western Bulgaria. 

Nonetheless the study lays the groundwork as a pioneer for similar studies of the learning 

environment of SMEs in this area of the Balkan Peninsula and continuous practical 

implementation of the proposed model. 
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Appendix A: Summary of the Thesis in Slovenian Language 

 

Kratek povzetek magistrskega dela v slovenskem jeziku 

Splošna tema magistrskega dela je organizacijsko učenje s poudarkom na malih in srednjih 

podjetjih v Makedoniji in zahodni Bolgariji. Glavni cilj teh raziskav je vzpostavitev učnega 

okolja v teh podjetij kot ena od najpomembnejših strategij za konkurenčno prednost. Pri tem 

se ugotovi prisotnost učnega procesa v podjetjih s posebnim poudarkom na njegovih 

ločenenih fazah. Glede na to, da imajo mala in srednje velika podjetja na razpolago manj 

možnosti in resursov (finančnih in človeških), so  procesi učenja obdelani s te perspektive. 

Praktična raziskava je bila opravljena v Makedoniji in zahodni Bolgariji z namenom, da bi 

določili trenutno prakso in ugotovili, kako ta podjetja gledajo na proces učenja. Narejene 

raziskave so dale nesporne dokaze o koristih, ki jih učenje prinaša malim in srednje velikim 

podjetjim. Raziskava je bila izvedena s posebnim poudarkom na spodjitjih s področja turizma. 

 

Glavni problem, ki se analizira, je pomanjkanje zavedanja  o prednostih stalnega učenja v 

malih in srednje velikih podjetij v zahodni Makedoniji in Bolgariji.  Ugotovljena je bila 

potreba za identifikacijo vzrokov in posledic tovrstnih težnj. Zato te informacije služijo kot  

predloga za izboljšanje stanja. Opaziti je nizko stopnjo razumevanja v procesu učenja kot 

koncepta, ki temelji na izboljšanju spretnosti delovnih mest in konkurenčnosti podjetij. Mala 

in srednje velika podjetja ne ponujajo potrebne pravočasne rešitve, ki so interaktivne, 

zanesljive, enostavne za distribucijo in  prilagodljive.   

 

Raziskava kaže na eni strani mnenja strokovnjakov na obravnavanem področju, na drugi 

strani pa  perspektive  zaposlenih v podjetjih. Rezultati kažejo najpomembnejše dejavnike  

učenja v malih in srednje velikih podjetij v Makedoniji in zahodni Bolgariji ter hkrati dajo 

usmeritve za predlaganje ukrepov za njihovo izboljšanje. 

 

Posledice raziskave prispevajo k povečanju ozaveščenosti interesnih skupin v storitvenih 

dejavnostih v Makedoniji in zahodni Bolgariji. Ugotovitve so posebej koristne za turistični 

sektor. Ob upoštevanju sedanje prakse ter aktivnost pri procesu učenja v malih in srednje 

velikih podjetij v zahodni Makedoniji in Bolgariji, sklepi magistrskega dela vsebuje prihodnje 

korake in prakse, ki nakazujejo, kako ustvariti okolje, ki podpira učenje. Raziskava razkriva, 

kaj je potrebno za izboljšanje procesa učenja  v malih in srednje velikih podjetij. V mnogo 

praksah smo opazili podobnosti v obeh državah,  na splošno pa je zahodna Bolgarija bolj 

napredovala in ima boljšo prakso, ki bi jo bilo mogoče uporabiti v Makedoniji. Sama teza 

predlaga možne rešitve za izboljšanje sedanjega stanja z uvedbo modela za učenje v majhnih 

in srednje velikih podjetjih. Ponujeni model  temelji na mikro perspektivi, tj. izhaja iz 

posameznik, njegova vsebina pa sestoji iz podjetniskega pristopa. Osrednja točka modela so 

managerji, ki so najbolj odgovorni za izvajanje procesa učenja, vendar model omogoča 

celovit pristop in sodelovanje zainteresiranih strani na vseh ravneh, tudi kadar se poudarja 

vloga javnega sektorja. Z dosledno uporabo predlaganega modela se pričakuje povečanje 

osveščenosti o koristih učečega okolja, kot tudi praktično uvajanje uvajanje sprememb malih 

in srednje velikih podjetij v Makedoniji in zahodni Bolgariji. 
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Appendix B: List of Abbreviations 

 

Abbreviation Meaning 

ADDIE 
Model for training or performance process consisting of 

Analysis, Design, Development, Implementation, and Evaluation 

AIMS 
International Management Search, an international network of 

consultancies 

APERM 
Agency for Promotion of Entrepreneurship in the Republic of 

Macedonia 

BG Bulgaria 

CDEPR 
Center for Development of the East Planning Region of 

Macedonia 

CDSEPR 
Center for Development of the South-East Planning Region of 

Macedonia 

EC European Commission 

EU European Union 

F2F Face to Face 

GDP Gross Domestic Product 

HRDF Human Resources Development Fund 

HRM/HR Human Resources Management 

ISCO-88 International Standard Classification of Occupations 

ISD Instructional Systems Design 

IT Information Technology 

LLL Lifelong learning 

MCMS Macedonian Center for International Cooperation 

MIPEC 
Learning model consisting of Managerial, Individual, Peer, 

Environment and Company perspective to the process 

MK Macedonia 

NATO North Atlantic Treaty Organization 

NGO Non-Governmental Organization 

NUTS Nomenclature of Territorial Units for Statistics 

OECD Organization for Economic Co-operation and Development 

R&D Research and Development 

SAG Stakeholder Action Group 

SME Small and Medium Enterprises 

SPSS Statistical Package for the Social Sciences 

USA/US United States of America 

WLQ Workplace Learning Questionnaire 

WTO World Trade Organization 
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Appendix C: EU Definition of SMEs 

 

Enterprise 

category 
Headcount 

Annual 

turnover 
OR Assests  

Medium-

sized 
< 250 ≤ €50 million or ≤ €43 million 

Small < 50 ≤ €10 million or ≤ €10 million 

Micro < 10 ≤ €2 million or ≤ €2 million 

Source: Commission of the European Communities. (2003). COMMISSION RECOMMENDATION of 6 May 

2003 concerning the definition of micro, small and medium-sized enterprises. Official Journal of the European 

Union (2003/361/EC). 

 

Appendix D: General Economic Data for Macedonia and Bulgaria 

 

 MK BG 

Area 25,713 km2 110,993.6 km2 

Capital Skopje Sofia 

Exit to sea No Black Sea 

Official language 
Macedonian and 

Albanian 
Bulgarian 

Population (million) 2.06 7.97 

Compulsory 

education 
13 years 12 years 

Literacy rate 96.1 % 98.6 % 

Government setting 
Parliamentarian 

democracy 

Parliamentarian 

democracy 

NUTS 1 / 2 regions 

NUTS 2 Whole country 6 regions 

NUTS 3 8 regions 28 

Municipalities  84 264 

Exports 

Metal compounds, 

catalysts, ferro-nickel, 

iron and steel, textiles, 

petroleum, wine, 

tobacco, and lamb 

Iron, copper, gold, 

bismuth, coal, 

electronics, refined 

petroleum fuels, 

vehicle components, 

weapons and 

construction materials 

Climate 
Continental and 

Mediterranean 

Continental and 

Mediterranean 

EU Candidate Member 
Source: Economy Watch. (2012) Retrieved April 12, 2012, from http://www.economywatch.com/economic-

statistics/country/Macedonia/; Ministry of Finance of the Republic of Macedonia. (2011). Pre-accession 

Economic Programme 2011-2013; Economy Watch (2012). Retrieved March 29, 2012, from 

http://www.economywatch.com/economic-statistics/country/Bulgaria/; Bulgarian Investment and Business 

Network (2012). Retrieved April 4, 2012 from http://www.investnet.bg/bulgarian-

economy/EconomicDashboard/KeyEconomicIndicators/RealGDP.aspx 

 

http://www.economywatch.com/economic-statistics/country/Macedonia/
http://www.economywatch.com/economic-statistics/country/Macedonia/
http://www.economywatch.com/economic-statistics/country/Bulgaria/
http://www.investnet.bg/bulgarian-economy/EconomicDashboard/KeyEconomicIndicators/RealGDP.aspx
http://www.investnet.bg/bulgarian-economy/EconomicDashboard/KeyEconomicIndicators/RealGDP.aspx
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Appendix E: Interview Scenario 

 

Main research questions, which are to be set forth, were the following: 

1. What are the basic characteristics of the learning environment within tourism SMEs from 

Macedonia / Western Bulgaria? 

2. What is the awareness level of the importance of learning in tourism SMEs Macedonia / 

Western Bulgaria? 

3. What could small and medium enterprises gain by introducing positive learning 

environment?  

These research questions are set as guiding points for open discussion with the interviewees; 

they will be elaborated in detail for the interviews with stakeholders, as well as afterwards 

when the answers and recommendations are processed. 

The qualitative research will be conducted with semi-structured interviews. The qualitative 

data will be gathered through audio recordings, notes, translation and interpretation. 

There will be one list of research questions for stakeholders in tourism SMEs. The 

interviewees will be asked range of open questions, through which their views and attitudes 

towards the research topic will be revealed, based on their experiences. They will also be 

asked, to make suggestions for improvement or to make their judgment in order to perform 

outcome evaluation. Their point of view will provide the overall objective top-down approach 

on the situation with learning processes in tourism SMEs in Macedonia / Western Bulgaria.  

The expected number of interviewees is up to 5-7 per country, the interviewees will also 

deliver short biography in order to prove their relevant experience regarding their topic.  

The interviews will be conducted in the period June/July, on a location previously agreed, 

supposed to last up to1/2 hrs. The first 5 minutes will consist of general introductory relaxed 

conversation. 

Then the interviewees will be asked the following questions, as well as some other questions 

arising from the conversation itself. 

1. Do SMEs from Macedonia / Western Bulgaria have organizational culture and readiness 

for learning processes? What is the awareness level of the importance of training in SMEs 

Macedonia / Western Bulgaria? 

2. What do small and medium enterprises gain by introducing learning environment? Why is 

learning important for small and medium enterprises? 

3. What is the impact of the national vs. organizational culture of learning environment in 

SMEs? 

4. Are Macedonian / Western Bulgarian SMEs in tourism familiar with the concept of lifelong 

learning and how far are they in implementing it? 

5. What is the role of manager in the learning process?  

6. Who/what are/should be the best sources of learning within SME in tourism in Macedonia / 

Western Bulgaria?  

7. How is/should be this self-directed learning skills captured? Disseminated? Accessed?  

8. Do the Employees have the power to create their own learning experiences, to design their 

own learning method and content?  

9. Are their individual differences in learning Recognized and rewarded?  
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10. Are the Policies, procedures and resources which promote technical excellence and 

personal development introduced?  

11. Are there enough training and development opportunities, coming from different sources 

and by how far are they used, and is there someone to search and coordinate those 

opportunities?  

12. Does management support cross training opportunities for selected personnel, thus 

improve the learning environment and knowledge exchange?  

13. Are the learning/training needs assessed and identified and through which processes?  

14. Will the management trace the professional career development for over a certain period 

of time (e.g. 3-4 years)?  
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Appendix F: MIPEC Questionnaire 

  

QUESTIONNAIRE 
 

Learning Environment in SMEs in Macedonia and Western Bulgaria 

 

 

Please circle the number associated to the statement to which you agree most. 

 

# Question 

Disagr

ee 

very 

strongl

y 

Disagree 

Strongly 

Disagre

e 
Agree 

Agree 

Strongl

y 

Agree 

very 

strongl

y 

1 

I believe managers feel that 

helping us learn how to do our job 

better is an important 

responsibility 

1 2 3 4 5 6 

2 

The company pays all or part of 

the costs of job related courses at 

the local university, college or 

vocational 

school 

1 2 3 4 5 6 

3 

I often find time to review or 

reflect on my own experiences 

and the reactions of customers 

1 2 3 4 5 6 

4 

I sometimes attend professional 

conferences, fairs or 

workshops related to my job or 

profession on my own initiative 

and cost 

1 2 3 4 5 6 

5 

I learn new and useful things and 

tips constantly from my 

colleagues 

1 2 3 4 5 6 

6 

The company provides financial 

support if I want to further 

my formal education 

1 2 3 4 5 6 

7 

Our supervisor will call us 

together to discuss situation that 

may arise/feedback to a customer 

1 2 3 4 5 6 

8 

The legal system provides support 

to protect my rights as tourism 

worker by introduction of 

standards 

1 2 3 4 5 6 

9 

I have or can get the information I 

need to do a good job on my own 

on the internet or some literature 

1 2 3 4 5 6 

10 

Our company has introduced 

system for training according to 

the needs of the employees 

1 2 3 4 5 6 

11 

When I came to work the more 

experienced colleagues showed 

me how to work  

1 2 3 4 5 6 

12 

I know which additional courses I 

need in order to perform my job 

better 

1 2 3 4 5 6 

13 
I have an opportunity to 

learn skills from my colleagues 
1 2 3 4 5 6 
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who perform different tasks and 

rotate positions 

14 

The company encourages me in 

professional upgrade 

related to my work on my own 

cost 

1 2 3 4 5 6 

15 

What I learn about my job 

happens as a natural consequence 

of doing things and keeping busy 

1 2 3 4 5 6 

16 
When I have many customers, my 

co-workers always help me 
1 2 3 4 5 6 

17 

My company cooperates with 

other companies working in the 

same sector, by association, joint 

events and presentation 

1 2 3 4 5 6 

18 

When the company introduces 

new practice they have someone 

come out and show us how to use 

it and practice it (IT, technology) 

1 2 3 4 5 6 

19 

 If a hazardous or dangerous 

situation is noticed, our supervisor 

will call us together to discuss it 

1 2 3 4 5 6 

20 

We have regularly or periodic 

meetings where we are 

encouraged to express our 

opinions and exchange 

experiences 

1 2 3 4 5 6 

21 
There are specialized tourism 

school/courses that I could attend 
1 2 3 4 5 6 

22 

The public institutions in the 

region implement projects 

through which they support civil 

and business sector for capacity 

building  

1 2 3 4 5 6 

23 

I participate at fairs workshops 

abroad and exchange of 

experiences / good practices  

1 2 3 4 5 6 

24 

My individual learning efforts are 

recognized and rewarded in this 

company 

1 2 3 4 5 6 

 General information 

Age: _______________________                                           Gender: _________________________ 

Function: ___________________                                           Years in company: _________________ 

Number of employees: _________                                          Location/Municipality: _____________ 

Education: __________________                                           Years in tourism: __________________ 
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Appendix G: Variable Groups 
 

 

Q Managers 

1 I believe managers feel that helping us learn how to do our job better is an important responsibility 

7 Our supervisor will call us together to discuss  situation that may arise/feedback to a customer 

19  If a hazardous or dangerous situation is noticed, our supervisor will call us together to discuss it 

 Company 

2 

The company pays all or part of the costs of job related courses at the local university, college or 

vocational 

School 

6 The company provides financial support if I want to further my formal education 

10 Our company has introduced system for training according to the needs of the employees 

14 
The company encourages me in professional upgrade related to my work on my own cost 

17 
My company cooperates with other companies working in the same sector, by association, joint 

events and presentation 

18 
When the company introduces new practice they have someone come out and show us how to use it 

and practice it (IT, technology) 

20 
We have regularly or periodic 

meetings where we are encouraged to express our opinions and exchange experiences 

23 I participate at fairs workshops abroad and exchange of experiences / good practices  

24 My individual learning efforts are recognized and rewarded in this company 

 Individual 

3 I often find time to review or reflect on my own experiences and the reactions of customers 

4 
I sometimes attend professional conferences, fairs or 

workshops related to my job or profession on my own initiative and cost 

9 
I have or can get the information I need to do a good job on my own on the internet or some 

literature 

12 
I know which additional courses I need in order to perform my job better 

15 What I learn about my job happens as a natural consequence of doing things and keeping busy 

 Peer 

5 I learn new and useful things and tips constantly from my colleagues 

11 When I came to work the more experienced colleagues showed me how to work  

13 
I have an opportunity  to 

learn skills from my colleagues who perform different tasks and rotate positions 

16 When I have many customers, my co-workers always help me 

 Environment 

8 
The legal system provides support to protect my rights as tourism worker by introduction of 

standards 

21 There are specialized tourism school/courses that I could attend 

22 
The public institutions in the region implement projects through which they support civil and 

business sector for capacity building  
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Appendix H: Questionnaire Analysis for Each Question Individually  

  

  Macedonia Western Bulgaria 

# Question Mean  Median 
St. 

Deviation 
Mean Median 

St. 

deviation 

Managers 

1 

I believe managers feel that 

helping us learn how to do 

our job better is an important 

responsibility 

4.62 5 1.108 4.61 5 1.196 

7 

Our supervisor will call us 

together to discuss  situation 

that may arise/feedback to a 

customer 

4.66 5 1.334 4.56 5 1.313 

19 

 If a hazardous or dangerous 

situation is noticed, our 

supervisor will call us 

together to discuss it 

4.84 5 1.223 4.84 5 1.163 

Company 

2 

The company pays all or part 

of the costs of job related 

courses at the local 

university, college or 

vocational 

school 

4.02 4 1.380 2.92 2.50 1.416 

6 

The company provides 

financial support if I want to 

further 

my formal education 

3.05 2 1.718 2.89 2 1.551 

10 

Our company has introduced 

system for training according 

to the needs of the employees 

4.15 4.50 1.459 3.62 4 1.543 

14 

The company encourages me 

in professional upgrade 

related to my work on my 

own cost 

3.83 4 1.551 3.58 4 1.515 

17 

My company cooperates with 

other companies working in 

the same sector, by 

association, joint events and 

presentation 

4.61 5 1.407 3.77 4 1.597 

18 

When the company 

introduces new practice they 

have someone come out and 

show us how to use it and 

practice it (IT, technology) 

4.35 5 1.533 4.70 5 1.315 

20 

We have regularly or 

periodic 

meetings where we are 

encouraged to express our 

opinions and exchange 

experiences 

4.36 5 1.455 4.02 4 1.481 

23 

I participate at fairs 

workshops abroad and 

exchange of experiences / 

good practices  

3.44 4 1.789 2.51 2 1.542 

24 
My individual learning 

efforts are recognized and 
4.53 5 1.469 4.58 5 1.319 
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rewarded in this company 

Individual 

3 

I often find time to review or 

reflect on my own 

experiences and the reactions 

of customers 

5.08 5 0.838 4.99 5 0.932 

4 

I sometimes attend 

professional conferences, 

fairs or 

workshops related to my job 

or profession on my own 

initiative and cost 

3.83 4 1.665 3.46 4 1.492 

9 

I have or can get the 

information I need to do a 

good job on my own on the 

internet or some literature 

5.08 5 1.143 4.74 5 1.014 

12 

I know which additional 

courses I need in order to 

perform my job better 

5.05 5 0.906 4.88 5 1.226 

15 

What I learn about my job 

happens as a natural 

consequence of doing things 

and keeping busy 

4.69 5 1.291 4.89 5 1.018 

Peers 

5 

I learn new and useful things 

and tips constantly from my 

colleagues 

5.15 5 1.062 5.20 5 0.757 

11 

When I came to work the 

more experienced colleagues 

showed me how to work  

5 5 1.127 5.19 5 1.129 

13 

I have an opportunity  to 

learn skills from my 

colleagues who perform 

different tasks and rotate 

positions 

4.60 5 1.388 4.88 5 1.349 

16 

When I have many 

customers, my co-workers 

always help me 

5.06 5 1.044 4.88 5 1.321 

Environment 

8 

The legal system provides 

support to protect my rights 

as tourism worker by 

introduction of standards 

3.77 4 1.647 3.46 4 1.508 

21 

There are specialized tourism 

school/courses that I could 

attend 

4.62 5 1.380 4.37 5 1.304 

22 

The public institutions in the 

region implement projects 

through which they support 

civil and business sector for 

capacity building  

3.94 4 1.534 3.39 3 1.537 

 

 

 

 

 

 



12 

 

Appendix I: Independent Sample T-test 

 

Group Statistics 

 Country N Mean Std. Deviation Std. Error Mean 

I believe managers are aware 

that helping us learn how to 

do our job better is an 

important responsibility 

Macedonia 86 4.62 1.108 0.119 

Bulgaria 
85 4.61 1.196 0.130 

The company pays all or part 

of the costs of job related 

courses at the local 

university, college of 

vocational school 

Macedonia 85 4.02 1.380 0.150 

Bulgaria 

84 2.92 1.416 0.154 

I often find time to review or 

reflect on my own 

experiences and the 

reactions of customers 

Macedonia 87 5.08 0.838 0.090 

Bulgaria 
85 4.99 0.932 0.101 

I sometimes attend 

professional conferences, 

fairs or workshops related to 

my job or profession on my 

own initiative and cost 

Macedonia 87 3.83 1.665 0.179 

Bulgaria 

85 3.46 1.492 0.162 

I learn new and useful things 

and tips constantly from my 

colleagues 

Macedonia 87 5.15 1.062 0.114 

Bulgaria 84 5.20 0.757 0.083 

The company provides 

financial support if I want to 

further my formal education 

Macedonia 85 3.05 1.718 0.186 

Bulgaria 85 2.89 1.551 0.168 

Our supervisor will call us 

together to discuss  situation 

that may arise/feedback to a 

customer 

Macedonia 86 4.66 1.334 0.144 

Bulgaria 
85 4.56 1.313 0.142 

The law protects my rights 

as tourism worker through 

introduction of standards 

Macedonia 87 3.77 1.647 0.177 

Bulgaria 85 3.46 1.508 0.164 

I have or can get the 

information I need to do a 

good job on my own on the 

internet or some literature 

Macedonia 87 5.08 1.143 0.123 

Bulgaria 
85 4.74 1.014 0.110 

Our company has introduced 

system for training 

according to the needs of the 

employees 

Macedonia 86 4.15 1.459 0.157 

Bulgaria 
85 3.62 1.543 0.167 

When I came to work the 

more experienced colleagues 

showed me how to work  

Macedonia 86 5.00 1.127 0.122 

Bulgaria 85 5.19 1.129 0.122 

I know which additional 

courses I need in order to 

perform my job better 

Macedonia 86 5.05 0.906 0.098 

Bulgaria 84 4.88 1.226 0.134 

I have an opportunity  to 

learn skills from my 

colleagues who perform 

different tasks and rotate 

positions 

Macedonia 83 4.60 1.388 0.152 

Bulgaria 

85 4.88 1.349 0.146 

The company encourages me Macedonia 86 3.83 1.551 0.167 
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in professional upgrade 

related to my work on my 

own cost 

Bulgaria 

84 3.58 1.515 0.165 

What I learn about my job 

happens as a natural 

consequence of doing things 

and keeping busy 

Macedonia 85 4.69 1.291 0.140 

Bulgaria 
84 4.89 1.018 0.111 

When I have many 

customers, my co-workers 

always help me 

Macedonia 86 5.06 1.044 0.113 

Bulgaria 84 4.88 1.321 0.144 

My company cooperates 

with other in similar activity, 

through associations, joint 

activities and presentations 

Macedonia 85 4.61 1.407 0.153 

Bulgaria 
82 3.77 1.597 0.176 

When the company 

introduces new practice they 

have someone come out and 

show us how to use it and 

practice it (IT, technology) 

Macedonia 84 4.35 1.533 0.167 

Bulgaria 

84 4.70 1.315 0.143 

If a hazardous or dangerous 

situation is noticed, our 

supervisor will call us 

together to discuss it 

Macedonia 85 4.84 1.223 0.133 

Bulgaria 
85 4.84 1.163 0.126 

We have regularly scheduled 

or periodic meetings where 

we are encouraged to 

express our opinions and 

exchange experiences 

Macedonia 86 4.36 1.455 0.157 

Bulgaria 

84 4.02 1.481 0.162 

There is specialized school 

for tourism/courses that I 

could attend 

Macedonia 85 4.62 1.380 0.150 

Bulgaria 83 4.37 1.304 0.143 

Public institutions from the 

region implement projects 

through which they support 

civil and business sector in 

tourism capacity building 

Macedonia 82 3.94 1.534 0.169 

Bulgaria 

83 3.39 1.537 0.169 

I participate at fairs and 

workshops abroad and 

exchange experiences/good 

practices 

Macedonia 85 3.44 1.789 0.194 

Bulgaria 
82 2.51 1.542 0.170 

My personal effort is 

recognized and aware in this 

company 

Macedonia 86 4.53 1.469 0.158 

Bulgaria 84 4.58 1.319 0.144 
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  Levene's Test for Equality of 

Variances 
T-test for Equality of Means 

  

F Sig. T df 
Sig. (2-

tailed) 

Mean 

Differenc

e 

Std. 

Error 

Differe

nce 

95% Confidence 

Interval of the 

Difference 

  Lower Upper 

I believe 

managers 

are aware 

that 

helping us 

learn how 

to do our 

job better is 

an 

important 

responsibili

ty 

Equal 

varianc

es 

assume

d 

0.969 0.326 0.026 169 0.980 0.005 0.176 -0.344) 0.353 

Equal 

varianc

es not 

assume

d 

  0.026 167.695 0.980 0.005 0.176 -0.344) 0.353 

The 

company 

pays all or 

part of the 

costs of job 

related 

courses at 

the local 

university, 

college of 

vocational 

school 

Equal 

varianc

es 

assume

d 

0.837 0.362 5.146 167 0.000 1.107 0.215 0.682 1.531 

Equal 

varianc

es not 

assume

d 

  5.146 166.763 0.000 1.107 0.215 0.682 1.532 

I often find 

time to 

review or 

reflect on 

my own 

experiences 

and the 

reactions of 

customers 

Equal 

varianc

es 

assume

d 

0.417 0.519 0.683 170 0.496 0.092 0.135 -0.174) 0.359 

Equal 

varianc

es not 

assume

d 

  0.682 167.218 0.496 0.092 0.135 -0.175) 0.359 

I 

sometimes 

attend 

professiona

l 

conference

s, fairs or 

workshops 

related to 

my job or 

profession 

on my own 

initiative 

and cost 

Equal 

varianc

es 

assume

d 

0.923 0.338 1.528 170 0.128 0.369 0.241 -0.108) 0.845 

Equal 

varianc

es not 

assume

d   1.530 168.760 0.128 0.369 0.241 -0.107) 0.844 

I learn new 

and useful 

things and 

tips 

constantly 

Equal 

varianc

es 

assume

d 

3.364 0.068 

-

0.374

) 

169 0.709 -0.053) 0.142 -0.332) 0.226 
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from my 

colleagues 

Equal 

varianc

es not 

assume

d 

  

-

0.376

) 

155.636 0.707 -0.053) 0.141 -0.331) 0.225 

The 

company 

provides 

financial 

support if I 

want to 

further my 

formal 

education 

Equal 

varianc

es 

assume

d 

4.418 0.037 0.609 168 0.543 0.153 0.251 -0.343) 0.648 

Equal 

varianc

es not 

assume

d 

  0.609 166.279 0.543 0.153 0.251 -0.343) 0.649 

Our 

supervisor 

will call us 

together to 

discuss  

situation 

that may 

arise/feedb

ack to a 

customer 

Equal 

varianc

es 

assume

d 

0.051 0.822 0.484 169 0.629 0.098 0.202 -0.302) 0.498 

Equal 

varianc

es not 

assume

d 

  0.485 168.998 0.629 0.098 0.202 -0.302) 0.498 

The law 

protects my 

rights as 

tourism 

worker 

through 

introductio

n of 

standards 

Equal 

varianc

es 

assume

d 

1.480 0.226 1.292 170 0.198 0.311 0.241 -0.164) 0.787 

Equal 

varianc

es not 

assume

d 

  1.293 169.292 0.198 0.311 0.241 -0.164) 0.787 

I have or 

can get the 

information 

I need to 

do a good 

job on my 

own on the 

internet or 

some 

literature 

Equal 

varianc

es 

assume

d 

0.007 0.934 2.058 170 0.041 0.339 0.165 0.014 0.665 

Equal 

varianc

es not 

assume

d 

  2.060 168.426 0.041 0.339 0.165 0.014 0.664 

Our 

company 

has 

introduced 

system for 

training 

according 

to the 

needs of 

the 

employees 

Equal 

varianc

es 

assume

d 

2.200 0.140 2.298 169 0.023 0.528 0.230 0.074 0.981 

Equal 

varianc

es not 

assume

d 

  2.297 168.238 0.023 0.528 0.230 0.074 0.981 
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When I 

came to 

work the 

more 

experience

d 

colleagues 

showed me 

how to 

work  

Equal 

varianc

es 

assume

d 

0.080 0.778 

-

1.091

) 

169 0.277 -0.188) 0.173 -0.529) 0.152 

Equal 

varianc

es not 

assume

d 

  

-

1.091

) 

168.972 0.277 -0.188) 0.173 -0.529) 0.152 

I know 

which 

additional 

courses I 

need in 

order to 

perform 

my job 

better 

Equal 

varianc

es 

assume

d 

11.464 0.001 1.003 168 0.317 0.166 0.165 -0.160) 0.492 

Equal 

varianc

es not 

assume

d 

  0.999 152.736 0.319 0.166 0.166 -0.162) 0.493 

I have an 

opportunity  

to learn 

skills from 

my 

colleagues 

who 

perform 

different 

tasks and 

rotate 

positions 

Equal 

varianc

es 

assume

d 

1.052 0.307 

-

1.326

) 

166 0.187 -0.280) 0.211 -0.697) 0.137 

Equal 

varianc

es not 

assume

d 

  

-

1.326

) 

165.548 0.187 -0.280) 0.211 -0.697) 0.137 

The 

company 

encourages 

me in 

professiona

l upgrade 

related to 

my work 

on my own 

cost 

Equal 

varianc

es 

assume

d 

0.003 0.954 1.030 168 0.304 0.242 0.235 -0.222) 0.707 

Equal 

varianc

es not 

assume

d 

  1.030 168.000 0.304 0.242 0.235 -0.222) 0.706 

What I 

learn about 

my job 

happens as 

a natural 

consequenc

e of doing 

things and 

keeping 

busy 

Equal 

varianc

es 

assume

d 

6.547 0.011 

-

1.110

) 

167 0.268 -0.199) 0.179 -0.552) 0.155 

Equal 

varianc

es not 

assume

d 

  

-

1.112

) 

159.179 0.268 -0.199) 0.179 -0.552) 0.154 

When I 

have many 

customers, 

my co-

workers 

Equal 

varianc

es 

assume

d 

3.387 0.067 0.971 168 0.333 0.177 0.182 -0.183) 0.537 
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always 

help me 

Equal 

varianc

es not 

assume

d 

  0.969 157.842 0.334 0.177 0.183 -0.184) 0.538 

My 

company 

cooperates 

with other 

in similar 

activity, 

through 

association

s, joint 

activites 

and 

presentatio

ns 

Equal 

varianc

es 

assume

d 

3.672 0.057 3.625 165 0.000 0.843 0.233 0.384 1.303 

Equal 

varianc

es not 

assume

d 
  3.617 160.771 0.000 0.843 0.233 0.383 1.304 

When the 

company 

introduces 

new 

practice 

they have 

someone 

come out 

and show 

us how to 

use it and 

practice it 

(IT, 

technology

) 

Equal 

varianc

es 

assume

d 

4.439 0.037 

-

1.621

) 

166 0.107 -0.357) 0.220 -0.792) 0.078 

Equal 

varianc

es not 

assume

d   

-

1.621

) 

162.256 0.107 -0.357) 0.220 -0.792) 0.078 

If a 

hazardous 

or 

dangerous 

situation is 

noticed, 

our 

supervisor 

will call us 

together to 

discuss it 

Equal 

varianc

es 

assume

d 

0.121 0.729 0.000 168 1.000 0.000 0.183 -0.361) 0.361 

Equal 

varianc

es not 

assume

d 

  0.000 167.579 1.000 0.000 0.183 -0.361) 0.361 

We have 

regularly 

scheduled 

or periodic 

meetings 

where we 

are 

encouraged 

to express 

our 

opinions 

and 

exchange 

experiences 

Equal 

varianc

es 

assume

d 

0.077 0.781 1.495 168 0.137 0.337 0.225 -0.108) 0.781 

Equal 

varianc

es not 

assume

d   1.495 167.712 0.137 0.337 0.225 -0.108) 0.781 
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There is 

specialized 

school for 

tourism/co

urses that I 

could 

attend 

Equal 

varianc

es 

assume

d 

0.018 0.894 1.207 166 0.229 0.250 0.207 -0.159) 0.659 

Equal 

varianc

es not 

assume

d 

  1.207 165.823 0.229 0.250 0.207 -0.159) 0.659 

Public 

institutions 

from the 

region 

implement 

projects 

through 

which they 

support 

civil and 

business 

sector in 

tourism 

capacity 

building 

Equal 

varianc

es 

assume

d 

0.159 0.691 2.315 163 0.022 0.553 0.239 0.081 1.026 

Equal 

varianc

es not 

assume

d   2.315 162.982 0.022 0.553 0.239 0.081 1.026 

I 

participate 

at fairs and 

workshops 

abroad and 

exchange 

experiences

/good 

practices 

Equal 

varianc

es 

assume

d 

5.066 0.026 3.566 165 0.000 0.923 0.259 0.412 1.434 

Equal 

varianc

es not 

assume

d 

  3.576 162.953 0.000 0.923 0.258 0.413 1.433 

My 

personal 

effort is 

recognized 

and 

awarded in 

this 

company 

Equal 

varianc

es 

assume

d 

1.159 0.283 

-

0.226

) 

168 0.821 -0.048) 0.214 -0.471) 0.375 

Equal 

varianc

es not 

assume

d 

  

-

0.226

) 

166.834 0.821 -0.048) 0.214 -0.471) 0.374 
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Appendix J: Rotated Component Matrix
a,b     

 

 

Macedonia 
Component 

1 2 3 4 5 6 7 

I believe managers are aware that helping us 

learn how to do our job better is an important 

responsibility 

0.171 0.062 0.720 0.087 0.083 0.183 -0.055) 

The company pays all or part of the costs of job 

related courses at the local university, college of 

vocational school 

-0.076) 0.130 0.634 0.194 -0.053) 0.349 0.215 

I often find time to review or reflect on my own 

experiences and the reactions of customers 
0.558 0.026 0.137 0.274 -0.147) 0.176 0.302 

I sometimes attend professional conferences, 

fairs or workshops related to my job or 

profession on my own initiative and cost 

0.038 0.145 -0.003) 0.746 -0.240) 0.119 0.079 

I learn new and useful things and tips constantly 

from my colleagues 
0.744 0.268 0.165 0.261 0.047 0.019 -0.005) 

The company provides financial support if I want 

to further my formal education 
0.046 0.364 0.164 0.546 0.019 0.262 -0.006) 

Our supervisor will call us together to discuss  

situation that may arise/feedback to a customer 
0.080 0.850 0.034 0.242 0.238 -0.100) 0.096 

The law protects my rights as tourism worker 

through introduction of standards 
0.282 0.345 0.487 -0.238) 0.166 0.153 -0.384) 

I have or can get the information I need to do a 

good job on my own on the internet or some 

literature 

,261 -0.134) 0.578 0.269 0.425 -0.344) -0.172) 

Our company has introduced system for training 

according to the needs of the employees 
-0.058) 0.562 0.344 0.070 0.113 0.403 -0.234) 

When I came to work the more experienced 

colleagues showed me how to work  
0.820 0.031 0.007 -0.006) 0.213 -0.001) -0.032) 

I know which additional courses I need in order 

to perform my job better 
0.067 0.109 0.195 0.188 -0.016) 0.796 0.176 

I have an opportunity  to learn skills from my 

colleagues who perform different tasks and rotate 

positions 

0.649 0.211 0.217 -0.006) 0.218 0.317 -0.211) 

The company encourages me in professional 

upgrade related to my work on my own cost 
0.197 0.040 0.056 0.287 0.241 0.660 -0.019) 

What I learn about my job happens as a natural 

consequence of doing things and keeping busy 
0.062 0.038 0.068 -0.039) 0.246 0.130 0.794 

When I have many customers, my co-workers 

always help me 
0.553 0.182 0.424 -0.184) -0.139) -0.078) 0.268 

My company cooperates with other in similar 

activity, through associations, joint activities and 

presentations 

0.323 0.381 0.455 0.391 0.176 0.017 -0.010) 

When the company introduces new practice they 

have someone come out and show us how to use 

it and practice it (IT, technology) 

0.302 0.348 0.611 0.012 0.133 0.010 0.159 

If a hazardous or dangerous situation is noticed, 

our supervisor will call us together to discuss it 
0.469 0.583 0.146 0.103 0.015 0.130 0.151 

We have regularly scheduled or periodic 

meetings where we are encouraged to express our 

opinions and exchange experiences 

0.463 0.572 0.228 0.203 0.118 0.092 -0.095) 
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There is specialized school for tourism/courses 

that I could attend 
0.049 0.108 0.205 -0.077) 0.834 0.001 0.114 

Public institutions from the region implement 

projects through which they support civil and 

business sector in tourism capacity building 

0.165 0.307 -0.032) 0.070 0.770 0.289 0.146 

I participate at fairs and workshops abroad and 

exchange experiences/good practices 
0.157 0.172 0.120 0.772 0.276 0.201 -0.102) 

My personal effort is recognized and awarded in 

this company 
,268 ,571 ,137 ,354 0.038 0.286 -0.008) 

Extraction Method: Principal Component Analysis.  

 Rotation Method: Varimax with Kaiser Normalization. 

    

a. Country = Macedonia 

b. Rotation converged in 8 

iterations. 

 

      

 

Southwestern Bulgaria 
Component 

1 2 3 4 5 6 7 

I believe managers are aware that helping us learn how 

to do our job better is an important responsibility 
0.710 -0.130) 0.305 0.137 -0.011) 0.024 0.304 

The company pays all or part of the costs of job related 

courses at the local university, college of vocational 

school 

0.106 0.015 0.825 0.068 0.002 0.039 0.055 

I often find time to review or reflect on my own 

experiences and the reactions of customers 
0.138 -0.101) 0.147 0.011 0.664 0.131 0.397 

I sometimes attend professional conferences, fairs or 

workshops related to my job or profession on my own 

initiative and cost 

0.175 0.159 0.068 0.149 0.686 0.024 -0.041) 

I learn new and useful things and tips constantly from 

my colleagues 
0.005 0.375 0.530 -0.077) 0.329 -0.131) 0.138 

The company provides financial support if I want to 

further my formal education 
0.327 -0.036) 0.714 0.357 0.105 -0.052) -0.048) 

Our supervisor will call us together to discuss  situation 

that may arise/feedback to a customer 
0.466 0.358 0.305 0.165 -0.030) -0.363) 0.072 

The law protects my rights as tourism worker through 

introduction of standards 
0.038 0.234 0.650 0.141 0.045 0.387 0.172 

I have or can get the information I need to do a good 

job on my own on the internet or some literature 
0.091 0.189 0.172 0.015 0.207 -0.083) 0.833 

Our company has introduced system for training 

according to the needs of the employees 
0.249 0.283 0.490 0.358 0.160 -0.084) 0.116 

When I came to work the more experienced colleagues 

showed me how to work  
0.412 0.481 0.149 -0.129) -0.219) 0.507 0.119 

I know which additional courses I need in order to 

perform my job better 
0.292 0.593 0.166 -0.045) 0.242 0.299 0.000 

I have an opportunity  to learn skills from my 

colleagues who perform different tasks and rotate 

positions 

0.132 0.611 0.219 -0.019) 0.324 0.245 -0.076) 

The company encourages me in professional upgrade 

related to my work on my own cost 
0.479 0.268 0.205 0.449 0.273 0.129 -0.136) 

What I learn about my job happens as a natural 

consequence of doing things and keeping busy 
0.188 0.631 0.048 0.081 0.206 -0.070) 0.350 

When I have many customers, my co-workers always 

help me 
-0.033) 0.662 0.015 0.213 -0.171) 0.144 0.157 

My company cooperates with other in similar activity, 

through associations, joint activities and presentations 
0.208 0.043 0.096 0.846 0.047 -0.091) 0.038 

When the company introduces new practice they have 

someone come out and show us how to use it and 

practice it (IT, technology) 

0.277 0.364 -0.004) -0.036) -0.017) 0.470 0.575 
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If a hazardous or dangerous situation is noticed, our 

supervisor will call us together to discuss it 
0.600 0.387 0.133 0.025 0.258 0.184 0.264 

We have regularly scheduled or periodic meetings 

where we are encouraged to express our opinions and 

exchange experiences 

0.638 0.068 0.165 0.388 0.222 0.234 0.036 

There is specialized school for tourism/courses that I 

could attend 
0.192 0.149 0.039 0.138 0.571 0.416 0.245 

Public institutions from the region implement projects 

through which they support civil and business sector in 

tourism capacity building 

0.064 0.178 0.018 0.087 0.257 0.797 -0.061) 

I participate at fairs and workshops abroad and 

exchange experiences/good practices 
-0.058) 0.034 0.180 0.850 0.078 0.125 0.000 

My personal effort is recognized and awarded in this 

company 
0.815 0.230 -0.007) -0.042) 0.265 0.053 0.000 

Extraction Method: Principal Component Analysis.  

 Rotation Method: Varimax with Kaiser Normalization. 
    

a. Country = Bulgaria       

b. Rotation converged in 12 iterations. 
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Appendix K: Factor Analysis (Alpha) 

 

Macedonia 

Factor 1 / 

Employe

es (Alpha 

0.727) 

 I often find time to review or reflect on my own experiences and the reactions of 

customers (Q3) 

 I learn new and useful things and tips constantly from my colleagues (Q5) 

 When I came to work the more experienced colleagues showed me how to work (Q11) 

 I have an opportunity  to learn skills from my colleagues who perform different tasks and 

rotate positions (Q13) 

 When I have many customers, my co-workers always help me (Q16) 

 

Factor 2 / 

Manager

s) (Alpha 

0.807) 

 Our supervisor will call us together to discuss situation that may arise/feedback to a 

customer (Q7) 

 Our company has introduced system for training according to the needs of the employees 

(Q10) 

 If a hazardous or dangerous situation is noticed, our supervisor will call us together to 

discuss it (Q19) 

 We have regularly scheduled or periodic meetings where we are encouraged to express our 

opinions and exchange experiences (Q20) 

 My personal effort is recognized and awarded in this company (Q24) 

 

Factor 3 

(Alpha 

0.650) 

 I believe managers are aware that helping us learn how to do our job better is an important 

responsibility (Q1) 

 The company pays all or part of the costs of job related courses at the local university, 

college of vocational school (Q2) 

 I have or can get the information I need to do a good job on my own on the internet or 

some literature (Q9) 

 When the company introduces new practice they have someone come out and show us 

how to use it and practice it (IT, technology) (Q18) 

 

Factor 4 

(Alpha 

0.664) 

 I sometimes attend professional conferences, fairs or workshops related to my job or 

profession on my own initiative and cost (Q4) 

 The company provides financial support if I want to further my formal education (Q6) 

 I participate at fairs and workshops abroad and exchange experiences/good practices (Q23) 

 

Factor 5 

(Alpha 

0.678) 

 

 There is specialized school for tourism/courses that I could attend (Q21) 

 Public institutions from the region implement projects through which they support civil 

and business sector in tourism capacity building (Q22) 

 

Factor 6 

(Alpha 

0.516) 

 

 I know which additional courses I need in order to perform my job better 

 The company encourages me in professional upgrade related to my work on my own cost 

 

Factor 7 
 What I learn about my job happens as a natural consequence of doing things and keeping 

busy 

 

Western Bulgaria 

Factor 1 / 

Manager

s (Alpha 

0.8) 

 I believe managers are aware that helping us learn how to do our job better is an important 

responsibility (Q1) 

 If a hazardous or dangerous situation is noticed, our supervisor will call us together to 

discuss it (Q19) 

 We have regularly scheduled or periodic meetings where we are encouraged to express our 

opinions and exchange experiences (Q20) 

 My personal effort is recognized and awarded in this company (Q24) 

 

Factor 2 / 

Employe

es (Alpha 

0.722) 

 I know which additional courses I need in order to perform my job better (Q12) 

 I have an opportunity  to learn skills from my colleagues who perform different tasks and 

rotate positions (Q13) 

 What I learn about my job happens as a natural consequence of doing things and keeping 
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busy (Q15) 

 When I have many customers, my co-workers always help me (Q16) 

 

Factor 3 / 

Compan

y (Alpha 

0.723) 

 

 The company pays all or part of the costs of job related courses at the local university, 

college of vocational school (Q2) 

 I learn new and useful things and tips constantly from my colleagues (Q5) 

 The company provides financial support if I want to further my formal education (Q6) 

 The law protects my rights as tourism worker through introduction of standards (Q8) 

 

Factor 4 / 

Environ

ment 

(Alpha 

0.737) 

 

 My company cooperates with other in similar activity, through associations, joint activities 

and presentations (Q17) 

 I participate at fairs and workshops abroad and exchange experiences/good practices (Q23) 

 

Factor 5 

(Alpha 

0.581) 

 

 I often find time to review or reflect on my own experiences and the reactions of 

customers (Q3) 

 I sometimes attend professional conferences, fairs or workshops related to my job or 

profession on my own initiative and cost (Q4) 

 There is specialized school for tourism/courses that I could attend (Q21) 

 

Factor 6 

(Alpha 

0.427) 

 

 When I came to work the more experienced colleagues showed me how to work (Q11) 

 Public institutions from the region implement projects through which they support civil 

and business sector in tourism capacity building (Q22) 

 

Factor 7 

(Alpha 

0.627) 

 

 I have or can get the information I need to do a good job on my own on the internet or 

some literature (Q9) 

 When the company introduces new practice they have someone come out and show us 

how to use it and practice it (IT, technology) (Q18) 

 

 


