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ABSTRACT 

 
The changes that constantly occur internationally, transform modern 

economy from "an era of mass production" in the "age of knowledge", a 
period when establishing new "rules" of competitiveness in the international 
market where management knowledge gets strategic role in achieving 
positive performance. 

In such circumstances, the enterprises of the tourism industry are facing 
numerous challenges in the international environment, in which the most 
impressive are globalization and its effects and the high level of 
competitiveness in the tourism market. They meet with new business trends, 
new knowledge, ideas, sophisticated requirements of current and potential 
tourists, their changeable lifestyles and attitudes, the emergence of 
alternative types of tourism etc. The need for quickly, but effectively 
decision-making underline the importance of managers. They, with their 
knowledge and skills, constitute "dynamic element" that gives "life" to the 
tourism business. Therefore, they accepted as an irreplaceable, most 
important and most expensive resource (Drucker, 2001) of modern 
enterprises which other resources producible blends into, to create an 
attractive tourism offer.  

Proceeding from this, the aim of this paper is to recognize the influence 
of knowledge management on creating an attractive tourist product of the 
Ohrid Riviera. Because the nature of tourism activity opens a wide space for 
the implementation of the concept of integrated knowledge management, 
key types of knowledge and knowledge management domains will be 
processed. Special emphasis in the research will be on the process of 
transforming knowledge into enterprises of the tourism industry as a key 
factor for achieving higher performance in the area of effectiveness, 
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efficiencies and innovation and through them better competitiveness of the 
tourist offer of Ohrid tourism market.  

 
Keywords: management knowledge, integrated management knowledge, 

competitiveness, tourism product, Ohrid Riviera 
 
 

INTRODUCTION 
 

The modern business world and modern economy increasingly act in the 
light of globalization. There isn't an enterprise that is not participating in the 
international economic trends, in some particular way, and the same refers to 
the enterprises in the tourism industry. Regardless of the optimistic or 
pessimistic interpretations of the impact of the global trends on the 
development of the tourist offer, globalization is a reality that deeply 
penetrates in the socio-economic, legal-political, as well as in the 
communications system, and on the other hand, it gives a "industry without 
borders" sign to the tourism.Thus, the enterprises in the tourism industry are 
facing numerous challenges in the international environment. No enterprise 
is spared from the effects of rapid, complex and turbulent changes taking 
place in all its segments, on a national and global level.Such changes cause 
expansion of the tourism market on international level,  emergence of new 
destinations, new tourist values and attractions, new business trends, new 
knowledge, new ideas, advanced requirements of the tourists and their 
changed lifestyles, thus permanently tightens the already present high market 
competition.  

Although, we can say that the competitiveness is not a new concept in the 
tourism business, yet, the economic recession and all the influences that 
were caused by it, actualized its relevance in the present context as an 
extremely important challenge of the new century.  

In literature, the term competitiveness is defined as a productivity with 
which the country or the enterprise use their human and natural resources as 
well as the capital. (Porter, 2009, p.21).This term marks the ability of the 
enterprise or the country in free and equal market conditions, to produce 
products and services that will meet the market demands, at the same time 
maintaining and increasing the real incomes of the population on a long-
term.Therefore, competitiveness is key to success or failure of the tourist 
destinations that are to offer a high quality and attractive tourism product, 
including the offer of the tourism enterprises. In such atmosphere of 
relations that govern the competitive market, the issue of effective and 
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efficient management of hotels and tourist agencies is imposed as an 
imperative to the managers in the decision-making process. 

Today, more than ever, the professional managers have an extremely 
advanced, very important and responsible activity.With all the expert 
knowledge and skills they possess, the have to tackle the problems and the 
challenges they encounter in a skilfull and successfull way.The successful 
international tourism companies confirm that the managers are a "powerful 
tool" that traces the development path of the tourism product by skillfully 
devising the best combination of capital, natural and anthropogenic values, 
energy and labor. 

 
KNOWLEDGE AS A BASIS FOR COMPETITIVENESS 

 
On the threshold of the 21st century, in the period that is known as the 

"Era of Knowledge", the managers face the challenge of a new paradigm for 
achieving a competitive advantage and success of the company, and that is 
the ability to learn and change. Under such conditions, when changes in all 
spheres of the environment occur, the relationship within the meaning of the 
organizational resources is changing as well.The focus in the business 
processes is directed away from the physical capital, financial capital and 
natural resources to the employees as an intellectual capital. The intellect of 
the employees, i.e. the knowledge of the people in the enterprise becomes 
the most important resource of each enterprise.Theoretical researches and 
the practical experiences confirm that the intellectual capital of the modern 
enterprise is a major factor for achieving organizational effectiveness. 

In the literature there is no unified definition about the scope of the term - 
knowledge. However, the view that knowledge is the totality of accepted and 
accumulated information, values and conditions that are acquired and 
developed through formal education and practice, i.e. through experience, 
observation or communication is the core of all the researches. This is a 
result of the intellectual and creative abilities of the people.Although the 
theoreticians have different views on the relations between knowledge and 
information and some of them even overlap these two, the researches 
confirmed that not all the information are valid to form a knowledge, but 
only those information that the enterprise will accept and develop as its 
intellectual capital. However, the information are a major factor in the 
constitution of the knowledge. 

Given the nature of the activity and the labor intensive nature of the 
tourism business, the intellectual capital is of a crucial importance for the 
enterprises from the tourism industry.The tourism is not only consisted of 
the magnificent facilities, but above all, it is consisted of the people who 
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work in the tourism.With its dominant role in creating a tourist product, 
human factor has the decisive role in the operation of a tourist enterprise. 
Making benefit of their own abilities, the available capacities and natural 
values of a tourist location, tourist workers plan, create and design a tourist 
offer, they create and control the quality of tourist services, they manage the 
work process, make decisions. Both the quality and productivity of their 
work, and the economic benefits they gain, depend on employees’ skill and 
ability. This especially refers to managers because of theirs key role in hotel 
success in a conditions of international competition which depends of theirs 
work and of theirs employees work. Managers are the essential element for 
realizing theirs effects and also for the effects which realize theirs 
employees. 

Hence, the intellectual capital in the tourism enterprises is consisted of set 
of intangible and impalpable values that are set in the minds of the 
employees in form of an expertise, visions, leadership, culture, competence, 
team collaboration, experience, and should be integratively used in order to 
increase the organizational competence so that it offers a qualitative and 
attractive tourist services. Unlike all the material resources that the hotels 
possess, as well as all the natural resources of the tourist destinations, the 
knowledge is a capital that is increasing with its usе. For the first time in the 
economic history the term "negative depreciation" appears,  (Matejić, 2005); 
i.e. a resource in the work process that is not subjected to amortization, but 
on the contrary, it is subjected to accumulation that occurs with its usage. 
The value of knowledge consists of expansion of the knowledge on a level of 
an entire enterprise, and not to stay in the minds of the individuals. 
Depending on the level of knowledge of the enterprise,  the level of usage 
efficiency of that knowledge and the intensity of acquiring and usage of new 
knowledge, the enterprise will achieve a certain degree of competitiveness. 
This knowledge feature enables the hotels to increase the value of their offer 
and  maintain a competitive advantage in the complex tourist market. 

Knowledge is the essence of management in every organization. Draker 
(Draker, 2006) called the management "generic body of knowledge"; the 
way in which the existing knowledge can be used in the best way in order to 
achieve and maximize the individual and organizational performances. Other 
theoretical and empirical researches in the field of management (Handy, 
1994; Grant, 1996; Teece et al, 1997; Senge, 2001; Drucker, 2001; Jennex, 
2007;) also confirm that today, the knowledge represents the most important 
strategic resource of an enterprise, and the true knowledge enables the 
enterprises to make a combination of their traditional resources in a new and 
unique way, providing superior value to its customers and thus developing a 
sustainable competitive advantage.It may be said that the quality and 
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capabilities of managers are the only effective advantage that a company can 
have in competitive conditions. 

It is predicted that knowledge will still be of a priority in achieving 
competitiveness and will have the following characteristics (Draker, 2005): 

• Uncontrolled expansion, because knowledge spreads and moves 
faster than money, 

• Vertical dynamics, because knowledge is available to all through the 
formal education which is relatively easy to gain,  

• Potential for failure as well as for success, because knowledge is 
needed for work and everyone can acquire and use as a means of 
work, but it does not guarantee success to everyone. 

All these characteristics on one hand, and the permanent changes in the 
various spheres of environment on the other hand, cause significant changes 
in the philosophy of the business life. The belief that knowledge is power 
and individuals who possess knowledge are more powerful than those who 
do not possess knowledge, has long been used as a means for individual 
success and progress. Today, the view that is more and more predominant is 
that the value of knowledge is not in its preservation but in its transfer and 
innovation. 

 
ESSENCE, NEED AND IMPORTANCE OF THE KNOWLEDGE 

MANAGEMENT IN THE HOSPITALITY INDUSTRY 

 
The need to manage knowledge is created as a result of the huge and 

significant role that the knowledge acquires in the transition from the 20th to 
the 21st century on one hand, and the characteristics of the knowledge on the 
other hand. It is a systematic process in the enterprises with which the 
knowledge is created, received, stored, shared and applied in their strategic 
behavior.  

The theoretical researches in this area resulted in numerous definitions of 
the terms knowledge management or management of the 
knowledge.According to its essence, the knowledge management is seen as a 
concept of collective knowledge of an organization which is based on 
organizational learning and the knowledge aims to be effectively applied in 
the decision making process (Sydänmaanlakka, 2002).The knowledge 
management is based on the ability to create, store and transfer knowledge 
within the enterprise premises (Argote, L., McEvily, B. & Reagans, R. 
2003).The effective management of knowledge allows to gain the 
knowledge for a relatively short time, that will enable decision makers in the 
company to make the best decision, be it for market conditions, products, 
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services, processes, planned activities of the competitors or other 
information important to the success of the enterprise (Shockley, 2000). 

The opinion that formal education gained and individual’s practical 
experience were sufficient to qualitatively carry out work tasks prevailed for 
a rather long period in the sphere of the tourist industry. The need and 
importance of improvement of their knowledge has not been realized. Such 
an assumption brings under doubt the quality of the offered services, the 
image of the tourist enterprise and its involvement in the international tourist 
operations. In such a complex environment in which the enterprises of the 
tourism business work, the management of knowledge allows the people, as 
the main carriers for this business, to get the knowledge they need on 
time.Its significance lies in the premise: the right knowledge, on the right 
place, at the right time. 

The need of knowledge management in the modern tourist industry arises 
from (Miller et al,. 2003): 

- the development of the science, technical and technological 
advancements and their implementation in tourism and hospitality; 

- the change of other segments of the environment; 
- the change of tourists’ and potential tourists’ expectations; 
- the incidence of new tourist services on the market; 
- the change the type and design of the material elements of a tourist 

product; 
- the change of the management system; 
- the need of improving the quality of present services; 
- the need the enterprise to differentiated from competition;  
- the market supply of labour in accordance with the qualifications; 
- the internal employee situation, such as number and structure of 

employees; 
- the development of a system of values within the enterprise and the 

obligations for human resources development. 
The knowledge management implies that the companies from the tourism 

industry should establish a process of knowledge creation, capturing of 
knowledge, storage of knowledge, sharing of knowledge and its application 
so as to create additional value for the enterprise.It is based on a combination 
of three mutually related and overlapped organizational elements: people, 
technology and processes in the enterprise.  



 
 
 
 

 

Picture 1 Factors of knowledge management
Source: Award, E.M., Ghaziri, H.M., (2004), 

Pearson Education International, Pre
 
People in tourism carry the attractiveness and quality of the tourist 

product. 
They are the most important, but also the most sensitive, and it can also 

be said that they are the most difficult challenge in the implementation of the 
knowledge management. They should build and maintain an organizational 
culture that is conducive to kn
should be organized in such a way that will support the people in creating, 
sharing and application of the knowledge.The technology enables people to 
access information and to mutually connect and communicate, whic
great importance for a smooth two
enterprises with the existing and potential tourists, as well as with the other 
stakeholders in tourist services that are taking part in the creation of the total 
tourist product.Although the three factors are equally important and mutually 
conditioned in the management of knowledge, yet, it can be said that people 
are in the focus of the process, and the efforts must be focused on creating a 
system of values, behavior and motivation 
to knowledge, and will be supported by the technology and processes of the 
enterprise.  

In terms of management, there are two kinds of knowledge:
- Explicit knowledge is a coded knowledge, expressed through formal 

language and systematized in books, documents or database
knowledge and skills that can be transferred and exchanged between 
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Picture 1 Factors of knowledge management 
Source: Award, E.M., Ghaziri, H.M., (2004), Knowledge management, 

Pearson Education International, Prentice Hall,Boston, p. 3. 

People in tourism carry the attractiveness and quality of the tourist 

They are the most important, but also the most sensitive, and it can also 
be said that they are the most difficult challenge in the implementation of the 
knowledge management. They should build and maintain an organizational 
culture that is conducive to knowledge management. The processes at work 
should be organized in such a way that will support the people in creating, 
sharing and application of the knowledge.The technology enables people to 
access information and to mutually connect and communicate, which is of a 
great importance for a smooth two-way communication of  tourism 
enterprises with the existing and potential tourists, as well as with the other 
stakeholders in tourist services that are taking part in the creation of the total 

hough the three factors are equally important and mutually 
conditioned in the management of knowledge, yet, it can be said that people 
are in the focus of the process, and the efforts must be focused on creating a 
system of values, behavior and motivation which will positively be directed 
to knowledge, and will be supported by the technology and processes of the 

In terms of management, there are two kinds of knowledge: 
Explicit knowledge is a coded knowledge, expressed through formal 

and systematized in books, documents or database. It consists of 
knowledge and skills that can be transferred and exchanged between 
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individuals. It is knowledge that the tourism workers have acquired through 
the formal process of their education in certai
spread within the hotels and travel agencies and represents basis for learning 
and training; 

- Implicit (tacit) knowledge is the knowledge that is possessed by the 
individual in his mental system, and has been obtained by the mem
basis of a previous experience
consists of abilities and skills that are deeply personalized, hard to formalize 
and usually is very difficult to transmit, because it is possessed in a form of 
action, ideas, personal beliefs, values, intuition. 

Picture 2 Key determinants of Knowledge Management
Source:Kreitner, R., Cassidy, M. C. (2011), 

Western Cengage Learning, Mason, p.220.
 
 
The management of explicit knowledge is implement

management with the implicit knowledge. It can be directed and distributed 
within the enterprise and it can be promoted and developed. Unlike this 
example, the individual who possesses the implicit knowledge can verbally 
transfer it to others if there is a will for it.Both types of knowledge are 
important for the tourist enterprises. The role of the managers is to enable 
the implicit knowledge to be shared among the employees and to set up a 
system of generation and development of knowled

individuals. It is knowledge that the tourism workers have acquired through 
the formal process of their education in certain areas, and can be easily 
spread within the hotels and travel agencies and represents basis for learning 

Implicit (tacit) knowledge is the knowledge that is possessed by the 
individual in his mental system, and has been obtained by the memory on a 
basis of a previous experience. This knowledge is informal knowledge, and 
consists of abilities and skills that are deeply personalized, hard to formalize 
and usually is very difficult to transmit, because it is possessed in a form of 

s, personal beliefs, values, intuition.  

Picture 2 Key determinants of Knowledge Management 
Source:Kreitner, R., Cassidy, M. C. (2011), Management,12th ed., South

Western Cengage Learning, Mason, p.220. 

The management of explicit knowledge is implemented easier than the 
management with the implicit knowledge. It can be directed and distributed 
within the enterprise and it can be promoted and developed. Unlike this 
example, the individual who possesses the implicit knowledge can verbally 
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agency, through a circular process of transition from implicit to explicit 
knowledge. 

The fundamental purpose of the management of knowledge is to enable a 
smooth flow and transformation of the knowledge within the tourist 
enterprises. The task of the managers is to discern the obstacles in this 
process and to create a suitable environment for the employees, so they will 
share their ideas and opinions, and together with the others will create 
services such as the ones asked from the modern looking "picky" 
travelers.We could say that the management of knowledge changes the 
existing approach towards the promotion of the tourism and the behavior of 
the managers in the decision-making process. The knowledge, especially the 
implicit knowledge will be used by establishing a teamwork and 
participatory management, through encouragment of creativity and 
innovation. 

The management of knowledge actually means a revolutionary 
breakthrough in the conduct of the personnel policy, which will be based on 
technical considerations, which can be determined by using scientific 
parameters.. 

 
CREATING MANAGEMENT CAPABILITIES THROUGH 

INTEGRATED KNOWLEDGE MANAGEMENT 
 

The management of knowledge influences the development of 
management skills both on individual and on enterprise level in the tourist 
industry. The wider knowledge of every manager enhances his competence 
in the process of managing. But, the effectiveness of the enterprise and its 
ability to create competitive advantage on the high tourist market can only 
be achieved by increasing of the managerial competence on the enterprise 
level, in other words through the integrated management of knowledge.  
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Picture 3 Model of integrated knowledge management
Source: Sanchez, R. (2003), 

Competences, Oxford
 
The managerial competence at the enterprise level represents mutually 

conducted managerial skills from the idividual levels of managerial 
knowledge. It can be defined as a 
the focus towards a creation of organizational competence through self
coordinated development of management resources, management knowledge 
and management skills, in a way that it will allow the organizational goa
be achieved (Sanchez, 2003, p.172).

The knowledge of every manager consists of the following components: 
knowing something (know
(know-why), knowing when (know
knowing where (know-
implement knowledge "knowing something" and "knowing who", who is 
going to be involved in the implementation of the activities and where they 
can find these people. 

All managers, regardless on which man
possess the necessary level of knowledge. They should possess information 
from four domains.: 

Picture 3 Model of integrated knowledge management 
Sanchez, R. (2003), Knowledge Management and Organizational 

, Oxford University Press, New York, p.170. 

The managerial competence at the enterprise level represents mutually 
conducted managerial skills from the idividual levels of managerial 
knowledge. It can be defined as a collective ability of the managers to aim 
the focus towards a creation of organizational competence through self
coordinated development of management resources, management knowledge 
and management skills, in a way that it will allow the organizational goals to 
be achieved (Sanchez, 2003, p.172). 

The knowledge of every manager consists of the following components: 
knowing something (know-what), knowing how (know-how), knowing why 

why), knowing when (know-when), knowing who ( know-who) and 
-where).The managers must know when and why to 

implement knowledge "knowing something" and "knowing who", who is 
going to be involved in the implementation of the activities and where they 

All managers, regardless on which managerial level they belong, must 
possess the necessary level of knowledge. They should possess information 
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- Functional managerial knowledge - knowledge that is necessary for 
managers to successfully plan, organize, lead, control and communicate with 
others, as well as a knowledge of the business functional areas of the 
enterprise; 

- Managerial-technical knowledge - knowledge of the methods, 
techniques, processes, handling and procedures applicable in each functional 
area; 

- Managerial knowledge about the enterprise - knowledge about the 
causes and purpose of the existence of the enterprise and knowledge of the 
stakeholders for which the enterprise creates a value; 

- Managerial knowledge about the environment - knowledge of external 
factors of environment, especially of external stakeholders that supply the 
company with resources, knowledge of the preferences of consumers, 
knowledge of the competition and the macroeconomic developments.   

The managers from specific levels should possess different level of these 
domains of knowledge. Thus, the managers from the lowest level should 
possess more technical and functional knowledge. For the mid-level 
managers, the functional knowledge and understanding of the environment is 
of greatest importance. The knowledge of the enterprise and the knowledge 
of the environment are of greatest importance to the top managers, because 
they represent the basis for efective creation of strategic development goals 
and guidelines of the enterprise.In order to formulate appropriate strategies 
the top managers must possess the following knowledge: to know where, to 
know what and to know when, but "to know why" is the most important 
component while shaping their individual managerial knowledge, because 
this knowledge will show them the insight, why the company needs to move 
in a particular direction and they should "know how" to enable that path. The 
challenges that the tourist business is facing today, underline the need of 
constant monitoring and predicting the changes in the international 
environment and offering new tourist attractions. In such conditions, the top 
managers in the tourist enterprises are not supose and can not possess 
universal knowledge. But they must know how to motivate their employees 
to acquire knowledge, to share the knowledge with others, to learn from each 
other and use the effective problem solving. 

The management competencies that are permanently improving through 
the integrated management of knowledge are enabling the tourist enterprises 
to increase their performances and improve their market position.The 
increased performances mean realization of their effectiveness, efficiency 
and innovation. In this context, the knowledge management will contribute 
to: 
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Effectiveness - to improve tourist services and to increase the satisfaction 
of the tourists; to manage workflows in a better way; to reduce the surprises 
from the external environment. 

Efficiency - to reduce the costs and the waiting time of the guests; to make 
faster decisions. 

Innovativeness - to expand the range of travel services in the offers; to 
initiate new travel needs instead of following the competition.. 
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STATE OF KNOWLEDGE MANAGEMENT IN ENTERPRISES 

FROM THE TOURISM INDUSTRY OF THE CITY OF OHRID 
 

Ohrid is the largest, the most important and the most attractive tourist 
center in the Republic of Macedonia. With its natural and anthropogenic 
values, Ohrid has always been interesting and attractive for tourists, 
especially for foreign visitors.The level of successful valorization of its 
tourist potential depends on the ability of the managers of the hotel 
enterprises, as main generators of tourism services, the managers of travel 
agencies that will place the tourist offer of Ohrid on the foreign markets, the 
competent organs of local self-government, which with their actions support 
the marketing of the quality tourist products, as well as the transport 
companies and other institutions participating in the formation of the tourist 
product of the City of Ohrid.Only through their integrated activities in the 
managing with the tourist values can Ohrid become a recognizable and 
desired tourist destination. 

 
Table 1: Annual reports of the Tourism Sector in the Municipality of 

Ohrid 
Source:Municipality of Ohrid - Department of Tourism and State Statistical 

Office of the Republic of Macedonia 
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 If we analyze the statistics of the realized tourist turnover of the Ohrid 

Riviera, it may be noted that the achieved number of nights spent from year 
2008 is not reached. Although there is an increase in the total tourist 
turnover, the turnover from domestic tourists is decreasing. The analysis of 
the monthly data indicate permanent interest of tourists for the summer 
period, for July and August and less for June. The number of overnight stays 
generated in during the other months of the year is significantly lower. 

On the other hand, the surveys conducted on the satisfaction of guests 
from the tourist services in Ohrid, especially the hotel services as the main 
pillar of the offer (Simoncheska, L., 2011; Simoncheska, L. 2013, Ilker, M., 
2016), lead to conclusion that a large percentage of those surveyed tourists 
are partially or not at all satisfied with the services; and they require new 
themes, diversity and enrichment of the content of the tourist offer. 

Considering the role of the knowledge management in creation of the 
tourist offer, in order to establish the state of knowledge management in the 
enterprises of the tourist industry in Ohrid, a survey was conducted in the 10 
largest and most reputed hotels in the Ohrid Riviera and 4 travel agencies.  
The survey included 10 general managers, 18 managers of functional areas 
and 22 heads of departments of hotels and 4 managers from the tourist 
mediation. The method of questionnairee and technique of in-depth 
interview (attachment 1) was applied during this survey. 

The analysis of the received responses indicates that the majority (93%) 
of the top managers have higher education, and only 60% of them have 
expertise in the field of tourism and hospitality, while one of the surveyed 
managers is MSc in the field of tourism.The lower levels of managers are 
with college or university education, to a large degree in the field of tourism 
and hospitality, and the lowest level, although in a small percentage there are 
heads of units with secondary education. 
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Chart 1 Structure of managers according to the level of education

 

Chart 2 Structure of managers according to the type of formal education
According to the age structure of the managers, the highest percentage, 

i.e. 64% were aged 30
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conclusion that the respondents have experience in their work, as well as an 
opportunity to improve their knowledge.

All of the managers find themselves as creative individuals, and most of 
them (52%) initiate creative ide
creating competitive climate between them. The rest of the managers, or 
only 42%, in some cases or sometimes encourage their employees to creative 
thinking, while 6% of the managers don't include their employees 
creative process of solving problems.

From the conducted research, it was determined that 57% of the tourist 
enterprises decisions were made by the management team, while in the rest, 
or 43% of the tourist enterprises, the head manager is the one wh
decisions, while the team implements them.In addition, 26% of the managers 
include other employees with their expert suggestions in solving the 
problems, and 72% of them use this only in exceptional situations. 
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Chart 5 Structure of managers according to the type of training outside 
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modernization of the complete tourist offer may be indicated as a positive 
fact. It remains as a possibility for the hotels and the travel agencies in Ohrid 
to use this chance for creation and promotion of an alternative tourist offer 
that would be attractive to tourists even in the other period of the year.   

 
CONCLUSION 

 
Knowledge is the most important resource of a modern enterprise. It 

represents all those intangible and intangible values in the minds of the 
employees in a form of an expertise, visions, leadership, culture, 
competence, team cooperation and their experience.Knowledge is the 
essence of management.In the enterprises of the tourism industry, they need 
to be integratively used in order to increase the organizational competence, 
so they can offer the required, qualitative and attractive tourist 
services.Therefore, the management of knowledge within the enterprises of 
the tourist industry represents the most powerful tool that will enable 
effective, efficient and innovative creation of tourist services. 

The management of knowledge in the hotels and travel agencies in Ohrid 
is not implemented on a satisfactory level. The formal education should be 
constantly updated and upgraded through various forms of training and 
development, and should be implemented and supported by an appropriate 
organizational culture that will stimulate a free flow and exchange of ideas 
among the managers and the other employees, creativity, innovation, 
teamwork and stimulating rewarding of employees.  
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APPENDIX A 
Questionnaire 

 
1. Name of the company that you manage 

_________________________________________________
____________ 

2. Which management position do you have: 
a. general manager 
b. functional manager 
c. department manager. 

3. How old are you: 
a. to 29 years 
b. from 30 to 40 years 
c. under 40 years. 
 

4. What level of education do you have: 
a.  Doctor degree 
b.  Master degree 
c.  University 
d.  College 
e.  High school 
 

5. Which type of formal education did you acquire: 
a. specialized education - tourism and catering 

management 
b. other social sciences 
c. natural sciences 

6. Do you feel that you are a creative person? 
� Yes 
� No 

 
7. Do you create a corporative clime of mutual competition for providing 

creative ideas and solutions? 
� Yes 
� Sometimes 
� No 

 
8. How the decisions in the company were made?  

� on the management team level 
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� the general manager makes 
decisions, while others implement them 

 
9. Do you accept suggestions of employments in searching for solutions? 

� Yes 
� Sometimes 
� No 
 

10. How do you provide the development of human resources in your 
company 

a. development program and program for staff skilling 
is approved 

b. through reading specialized literature 
c. upon request from the employees 
d. each employee looks after his skilling individually 
e. there is no such need 

 
11. Do you practice training of the managerial staff 

а. organized on the work place 
b. organized outside the work place 
c. individually education and training 
 

12. If the training is delivered on the work place, do you apply one of the 
following methods: 

a. rotating job positions 
b. global rotation of the job positions and the 

management 
c. trainer's (educational) approach 
d. young boards 
e. action learning 
f. other 

methods(____________________________________________
_) 

 
13. If the training is outside the work place, do you use one of the 

following methods: 
a. method of learning based on case analysis 
b. problems to be avoided 
c. management games 
d. external seminars 

            e. university seminars 
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f. contribution of the employer 
g. internal development centers 
h. other 

methods(_______________________________________________
_) 

 
APPENDIX B 

Questions for the interview 
 

1. Have you ever provoked some rage of other managers and employees 
if you do something in a different way? 

2. Do you motivate your employees and which forms do you use it? 
3. Do your organization's reward system rewarded and those who are not 

interested in larger work effects? 
4. How do you reward employees? 
5. To what extent and how often your employees use team approach for a 

new solutions? 
6. Explain the way by which your team come up with new ideas. 
7. How often the team you are running is searching for a new ways of 

addressing the problem? 
8. Do your employees are time limited as they develop new ideas? 
9. To what extent does your team risks during creation of the new ideas? 
10. Do you think your team identifies opportunities for new 

products/processes? 
11. To what extent does your team members share their knowledge and 

work experiences with others? 
12. Is it important for you all the employees to feel like an important part 

of the entire team of the company? 
13. Does in your group/team is talking about the work experience if that 

it does not required by the management? 
14. Do members of your team/group speech all they know without any 

previous instruction? 
15. Do you cooperate with other hotels and touris agencies and how? 
16. What is the way you are connecting with the local authorities?  
17.  Do you creating a corporative climate in which employees feel 

comfortable and positive? 
18. Are innovations an important part of your job? 
19. If you are implementing innovations, do you respect and accept the 

ideas of your employees? 
20. Do you consider for increasing your market position through new 

products? 



464 
 

21. How important for you is the opinion of your consumers? 
22. Do you examine the attitude of the tourists and how? 
23. What is your opinion about the need for additional training of your 

management skills? 

  


