ACADEMY OF ECONOMIC STUDIES, BUCHAREST, ROMANIA
TRANSILVANIA UNIVERSITY OF BRASOV, ROMANIA
THE UNIVERSITY OF AKRON, OHIO, USA

In cooperation with

SOCIETY FOR BUSINESS EXCELLENGE, ROMANIA

Business Excellence
Challenges
During the Economic Crisis

Proceedings
of the 7" International Conference on
Business Excellence

12-13 October 2012
Brasov, Romania

Vol. 1

Edited by:
Constantin Bratianu
Gabriel Bratucu
Dorin Lixandroiu
Nicolae Al. Pop
Sebastian Viaduva



© 2012 EDITURA UNIVERSITATII TRANSILVANIA DIN BRASOV, ROMANIA

Adresa: 500091 Bragov, Romania
B-dul fuliu Maniu 41A
Tel:0268 - 476050
Fax: 0268 476051

E-mail : editura@unitbv.ro

Editura acreditatd de CNCSIS
Adresa nr,1615 din 29 mai 2002

Descrierea CIP a Bibliotecii Nationale a Romaniei

Proceedings of the International Conference on Business Excelience. 12-13
October 2012, Brasov, Romania / ed. Constantin Bratianu, Gabriel Bratucuy,
Dorin Lixandroiu, Nicolae Al. Pop, Sebastian Vaduva - Brasov : Editura
Universitatii "Transilvania”, 2012

Vol,

ISBN 978-606-19-0102-9

Vol. 1. - 2012. - Bibliogr.. - ISBN 978-606-18-0103-6

I. BRATIANU, Constantin (ed.)
Il. BRATUCU, Gabriel (ed.)

lll. LIXANDROIU, Dorin (ed.)
IV. POP, Nicolae Al (ed.)

V. VADUVA, Sebastian (ed.)

657. (063)

Business Excellence Challenges During the Economic Crisis.

EPEFErCaEriFaLORD



ICBE 2012 - Vol.l

CONTENTS

DETERMINING THE BEST RESPONSE USING ST'VIULATED ANNEALING FOR AHP SURYEY
DESIGN...

Adriana AGAPIE

COUNTRIES... v R RS SYeF e e
Simona AGOST DN,
Ramona Stefania IGRET

CHALLENGES REGARDING BOLOGNA’S IMPLEMENTATION ACROSS SIGNATORY

. INTERNATIONAL TRADE SPECIALIZATION IN THE EU-27. i mases
Jpema-Veronica ALEXA,

a Valeria TOMA,
Daniela Ancuta SARPE

STRATEGIC THINKING AND ETHICAL BEHAVIOR IN THE ROMANIAN ENERGY SECTOR ...
Armenia ANDRONICEANU

ORGANIZATIONAL CITIZENSHIP BEHAVIOR — AN INSTRUMENT FOR SHARING TACIT
Carmen Claudia ARUSTE] (LUT\GU),
Ramona - Diana LEON

FROM THEORY TO PRACTICE OF STRATEGIC MANAGEMENT IN ROMANIA — THE REAL
Bogdan BACANU

ANALYSIS OF THE FINANCIAL BALANCE AT SC MARITAN ROMANIA SRL....ccoovrierrarerinrennes
Mihaela BADEA

BUSINESS CYCLICITY AND COMPANY STRATEGIES.......coovivnmmmmienisinssmmsrnnssisssssssessissssnssssss
Camelia BAESU,
Ruxandra BEJINARU

THE USE OF NETNOGRAPHY FOR THE RESEARCH OF ONLINE COMMUNITIES.
EXPLORATORY STUDY TO DEFINE THE NEEDS AND PERCEPTIONS RELATIVE TO AFTER-
SCHOOL:SERVICES IN BOMANIA. .oovirasssoersssismmmsissasssnmuisanissssvs s sssssiisiseisiiariponnssiiarsssoseinsssie
Carmen BALAN

THE ASSESSMENTS OF TOURISTS ARRIVED IN POIANA BRASOY RESORT REGARDING
THE SATISFACTION OF TOURIST SERVICES CONSUMPTION
Codruja-Adina BALTESCU,

Dana BOSCOR,

Anca MADAR,

Nicoleta Andreea NEACSU

..........................................................

THE ECONOMICAL-FINANCIAL DIAGNOSIS, AN ESSENTIAL CONDITION OF SURVIVAL
FOR COMPANIES BEING IN FINANCIAL DIFFICULTY coovvinivenrererenne
Mihaela BIRSAN, -

Stefanitd SUSU

Alina BALAN

FA N R PRI R AR BN ERRA RN RO RY

A COMPARATIVE ANALYSIS OF PROJECT RISK SIMULATION APPROACHES ....coocvvvvnnncnieins
Constanta-Nicoleta BODEA
Augustin PURNUS

11

15

20

37

14

48




44 International Conference vn Business Excellens

THE ASSESSMENTS OF TOURISTS ARRIVED IN POIANA BRASOV RESORT
REGARDING THE SATISFACTION OF TOURIST SERVICES CONSUMPTION

Codruta-Adina BALTESCU, Dana BOSCOR, Anca MADAR, Nicoleta Andreea NEACSU
Transilvania University of Brasov, Romania

codruta.baltescu@unitby.ro

Abstract: The image and success of a lourist destination are determined by a variety of elements, the level & §
tourist service offers having an essential influence. The satisfaction of the tourist consumption influence the deswre}
tourisis to come back, to become in time a loyal customer and lo share others the positive holiday experiences. Iaé@
article are emphasized the assessments of tourists who visit the tourist mountain resort Polana Bragov regarding
satisfaction of consumption of tourist basic services, as they are shown by organizing a quantitative mariey
research with the topic “Opinions, attitudes and behaviors of tourists regarding the satisfaction of tourist s

consumption in the resort Polana Bragov.”
Keywords: customer satisfaction, tourist services consumption, travel expericence,

1. INTRODUCTION

em in the tourism industry. The failure is b

Ensuring a certain standard of services has always been a probl
ess of an activity. The ana

perceived as obvious, more significant and more relevant in comparison with the suce
failures, very frequent, starts from knowing the complex and dinamic nature of tourist services.
Few hotels and resturants can manage to survive if they consistently deliver unsatisfactory experiences.
customers have alternative providers, they may choose to reduce the amount of business done, or even not Lo remy
all, They may also spread negative word-of-mouth, influencing potential customers not to buy.

The customers’ satisfaction and the quality of product/service offered represents the basis of ens

competitiveness of a travel company. (Lewis, 1997).

2. CUSTOMER SATISFACTION IN THE HOSPITALITY INDUSTRY

Customer satisfaction is one of the most frequently examined topics in the hospitality and tourism feld
plays an important role in survival and future of any tourism products and services (Gursoy et al. 2003,
Customer satisfaction measures how well a customer's expectations are met. Consumers’ expectations are formag
the purchase process. Expectations are important comparison standards that help consumers {o evaluate the pog
performance of the hospitality offer throughout and at the cnd of the service encounter. Customer expectations.&

based on the opinion of friends and market information.
The travel and tourism experience is a multifaceted and hybrid experience. The hybrid travel experience s

travel and tourism products are deconstructed products because they bring together a number of services.§
number of individual businesses. Some of those individual businesses may not provide the promised 8
satisfactorily, Those dissatisfactory experiences may deter the total value of the hybrid travel and tourism prodis
result, this may decrease the total value of the travel and tourism experience and may decrease overali sek
(Neal and Gursoy, 2008). Customer satistaction significantly influences the choice of destination, the consxr
products and services, and the decision to return (Kozak and Rimmington, 2000).

Customers can enjoy a range of different types of satisfaction, including (Bowie and Buitle, 2004):

. Contentment, when a routine service is delivered satisfactorily

» Pleasure, when a service makes the consumer feel happy

. Delight, when a service surprises the consumer and exceeds expectations

. Relief, when a service overcomes a potentially difficult situation and delivers satistacfion,

1 CoStOTess teedined oiow they el ey ane witahied. K et exgeerations were exceeded, they are @
satisficd. Satisfaction attribute importance may vary systematically on the basis of moderating varianies
personal characteristics of the consumer, situation-specific characteristics, and product-related characten
et af, 2008).
The measurement and management of customer satisfaction is crucial. Tourism managers need to id
of customer satisfaction, measure satisfaction levels, and derive the right sirategies to increase sati st}
2004). Managers must realize the importance of creating highly satisfled customers. On a 7 point scale, w3
very satisfied and 7 being very dissatisfied, managers are happy to receive a 2. Although the customer-zeg
secks to deliver high customer satisfaction relative to competitors, it does not try to maximize customer!



