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VIVI

Editorial

EDITORIAL 

We are pleased to present the Book of Abstracts for the 28th Biennial International Congress “Tourism & Hospitality 
Industry 2026,” organized by the Faculty of Tourism and Hospitality Management, University of Rijeka, in 
partnership with the Rosen College of Hospitality Management, University of Central Florida. The Congress 
theme, “Trends and Challenges,” highlights the dynamic and interdisciplinary nature of tourism and hospitality 
and encourages authors to explore a wide range of contemporary topics.

This edition received a total of 69 abstracts. The abstracts cover a broad range of topics, including Technology 
and Innovation in Tourism and Hospitality, Tourism and Sustainable Pathways, Tourism Economics, Gastronomy 
Experiences, Marketing and Communication, Cross-border Cooperation and Regional Tourism Clusters, and 
Governance, Policy, and Ethics in Tourism.

The Book of Abstracts of the 28th Congress, “Tourism & Hospitality Industry – Trends and Challenges,” includes 
both short and extended abstracts. This compilation serves not only as a record of the Congress, but also as a 
valuable resource for researchers and practitioners seeking to stay in step with the latest developments in the field. 
The topics covered in the Book of Abstracts are timely and significant, addressing important contemporary issues in 
tourism and hospitality. The publication includes contributions from a wide range of international authors, ensuring 
a rich diversity of perspectives and expertise.

We would like to thank all authors for their valuable contributions to this Congress, as well as for the time and effort 
dedicated to preparing abstracts, papers, and presentations. Their work has made this Congress an inspiring and 
engaging event.

We also extend our sincere gratitude to the organizing committee, whose hard work, dedication, and commitment 
were essential to the successful realization of this event.

We look forward to the next edition of the Biennial International Congress “Tourism & Hospitality Industry.”

Editors 
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Prof. Sara Dolnicar 
Professor of Tourism,
TQ Business School,  

University of Queensland,  
Brisbane, Australia

Fields of research: Commerce, Management, Tourism and Services; Consumer behaviour; Environmental Sciences;  
Environmental management; Impacts of tourism; Marketing; Marketing communications; Marketing research methodology;  

Not-for-profit marketing; Social marketing; Tourism; Tourism marketing; Tourist behaviour and visitor experience.

Sara Dolnicar is a Professor in the Tourism Department at UQ Business School (The University of Queensland). Since her PhD, 
Professor Dolnicar has worked to improve market segmentation methodology and refine empirical measures used in social science 
research. She has applied her work primarily to tourism, but has also contributed to the areas of environmental volunteering, foster 
care and public acceptance of water alternatives. In recognition of her achievements, Professor Dolnicar was elected a Fellow of the 
Academy for the Social Sciences in Australia (ASSA), the International Academy for the Study of Tourism, the International Association 
of Scientific Experts in Tourism (AIEST), and the Council for Australasian Tourism and Hospitality Education (CAUTHE). In 2019, 
she has been awarded a prestigious Australian Research Council Laureate Fellowship to leave a creative and human legacy relating to 
her work into low harm hedonism. Professor Dolnicar is former Co-Editor in Chief of one of the three leading tourism journals globally: 
Annals of Tourism Research. She was awarded the Travel and Tourism Research Association (TTRA) Distinguished Researcher Award 
in 2017, and named the Slovenian Ambassador of Science in 2016, the highest honor the Republic of Slovenia bestows on expatriate 
Slovenian researchers in recognition of global excellence, impact, and knowledge transfer.

Research projects: Prof. Dolnicar is currently working on is developing and validating a new theory that explains, predicts and elicits 
pro-environmental conduct in pleasure-focused settings like tourism. It is significant in challenging the assumption of conventional 
theories about universal drivers of human behaviour, asserting instead that increased pleasure or changed infrastructure are needed to 
boost pro-environmental actions in hedonic contexts. The outcome and benefits will be in effective, evidenced-based social interventions 
that reduce the huge environmental burden of tourism and other pleasure-focused industries. Such interventions are urgently needed to 
manage the impacts arising from the extraordinary growth in sectors critical to the global economy.
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IX

Prof. Nancy Gard McGehee
Professor in Hospitality & Tourism Management,

Pamplin College of Business, Virginia Tech, 
Blacksburg, United States

Fields of research: international tourism development including transformative, sustainable, and regenerative tourism,  
nonprofit sector, community and cultural development, social entrepreneurship and organizational behavior,  

sociology and political science, geography and development studies, urban studies.

Nancy Gard McGehee is the R.B. Pamplin Professor in Hospitality and Tourism Management, Howard Feiertag Department of 
Hospitality and Tourism Management, Pamplin College of Business, Virginia Tech. Recognized as a top 2% scholar according to 
SCOPUS in Sport, Leisure and Tourism over her career (https://www.elsevier.com/icsr/icsrlab), her research and teaching emphasis 
has been on innovation in community-centered tourism development, domestically and internationally. Prof. McGehee has received 
the Virginia Tech Alumni Award for Excellence in International Research, is a Fulbright Specialist Program Awardee, and was cited as 
an Outstanding Woman in Travel Research by Women in Travel and Tourism International (WITTI). She is Co-Editor-in-Chief of the 
Journal of Travel Research alongside Professor Jim Petrick of Texas A&M and currently serves on the Travel and Tourism Research 
Association Board of Directors.

Research projects: Prof. Nancy Gard McGehee’s research projects focus on international tourism development, with particular 
emphasis on transformative and regenerative tourism, sustainable tourism practices, and volunteer tourism initiatives. Her work 
includes community-based projects that explore how tourism contributes to local capacity building, cultural development, and 
community agency, often using frameworks such as Community Capitals Analysis. She has also conducted research examining issues 
of intersectionality—especially race, class, and gender in tourism contexts, including studies on Black travelers in the United States 
and female solo travelers in developing countries. Methodologically, her projects frequently employ qualitative and participatory 
approaches such as ethnography, in-depth interviews, content analysis, and appreciative inquiry.

https://www.elsevier.com/icsr/icsrlab
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X

Prof. Alan Fyall
Professor in Tourism Marketing,

Rosen College of Hospitality Management, 
University of Central Florida, 

Orlando, United States

Fields of research: tourism marketing and destination management, sustainable and resilient 
tourism development, inclusive and accessible tourism, tourism impacts on resident communities,  

and tourism policy and planning.

Alan Fyall is Associate Dean for Academic Affairs and Visit Orlando Endowed Chair of Tourism Marketing at the Rosen College of 
Hospitality Management, University of Central Florida. Prof. Fyall serves on the Advisory Board of TravelAbility, an organization 
dedicated to providing thought leadership in accessible travel, is Founding Editor of the Journal of Destination Marketing & Management, 
an elected Fellow of the International Academy for the Study of Tourism, where he currently serves as Second-Vice-President, and is a 
former Board Member of the Bournemouth Tourism Management Board (DMO).

His books include Marketing for Tourism & Hospitality: Collaboration, Technology and Experiences (Abingdon, Routledge), Tourism 
Principles & Practice (Sixth Edition) (Harlow, Pearson Education) and Tourism Marketing: A Collaborative Approach (Clevedon, 
Channel View Publications). Alan also sits on the editorial boards of many leading journals while he has supervised over 30 Ph.D. 
students through to completion (12 as Chair) and served as external examiner for over 40 Ph.D. dissertations in the UK, India, France, 
South Africa, Australia, Hong Kong, Malaysia and New Zealand.

Research projects: Prof. Alan Fyall has led and contributed to numerous international research and consultancy projects focused on 
tourism destination development, marketing, and management across Europe, Africa, the Caribbean, the United States, and Southeast 
Asia. His work includes collaborations with major organizations such as the World Travel & Tourism Council, the Commonwealth 
Secretariat, and The Ocean Panel, addressing tourism policy, sustainability, and governance. A significant part of his recent projects 
explores tourism sustainability and resilience, particularly in coastal and marine contexts, as well as inclusive and accessible tourism.
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Habit-Enjoyment-Effort Theory and How It Can Be Leveraged to Make the Tourism Industry More Environmentally Sustainable

HABIT-ENJOYMENT-EFFORT THEORY AND HOW IT CAN BE 
LEVERAGED TO MAKE THE TOURISM INDUSTRY  

MORE ENVIRONMENTALLY SUSTAINABLE

Sara DOLNICAR, 
TQ Business School,  

University of Queensland,  
Australia

Abstract

With tourism generating 8.8% of all global emissions and technological improvement only achieving a 0.3% 
reduction per year, large-scale behaviour change is needed to make the industry more sustainable. Only a 
few behaviour change interventions have been developed to date that are effective in enticing tourists to 
behave in more environmentally sustainable ways, possibly because most theories used to develop behaviour 
change interventions are cognitively focused – they assume that consumers engage in extensive cognitive 
processing before engaging in a behaviour. This is not always the case. In tourism even less so because people 
go on vacation to enjoy themselves, to relax and let go. This mindset is incompatible with (unnecessary) 
cognitive processing. Habit-enjoyment-effort theory offers a less cognitively focused alternative, proposing 
that sustainable tourist behaviours are more likely if they are habitual at home (e.g. waste recycling), if they 
are not associated with a high effort (e.g., smaller plates at the buffet) and when they are associated with 
enjoyment (e.g., a stamp collection game that reward children for eating up everything they have taken 
from the buffet). As such, habit-enjoyment-effort theory can be used as a new theoretical foundation for the 
development of behaviour change interventions.  

Keywords sustainable tourist behaviour, habit, enjoyment, effort, behaviour change
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Content Tourism at a Crossroads: Regeneration as the Path Forward

TOURISM AT A CROSSROADS: REGENERATION  
AS THE PATH FORWARD 

Nancy GARD MCGEHEE,
Pamplin College of Business, Virginia Tech, 

United States

Abstract

The greatest global challenges in tourism stem from the ongoing struggle to balance its immense potential 
with equally significant risks to people, cultures, and ecosystems. Moving beyond sustainable tourism’s focus 
on minimizing harm, regenerative tourism aims to restore and enhance the social, cultural, environmental, and 
economic systems that underpin destinations, shifting outcomes from net zero to net positive and allowing 
communities to flourish.

Using case studies, empirical research, and practical examples, this presentation demonstrates how a regenerative 
approach can manage tourism in ways that strengthen, rather than erode, community well-being and cultural 
integrity. Regenerative models can address overtourism, environmental crises, geopolitical instability, and 
economic volatility, while also supporting the responsible use of technologies such as artificial intelligence.

Although still emerging and requiring further refinement and heuristic development, regeneration offers a framework 
to reposition tourism as a vehicle for renewal, enabling destinations to adapt and thrive amid complexity and change.

Keywords regenerative tourism, tourism impacts, community-based tourism
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Destinations and Events: Diversity, Differentiation and Education — A Changing Landscape for Destination Event Planning

DESTINATIONS AND EVENTS:  
DIVERSITY, DIFFERENTIATION AND EDUCATION

A changing landscape for destination event planning 

Alan FYALL,
Rosen College of Hospitality Management, 

University of Central Florida, 
United States

Abstract

Events continue to serve as a primary means for destinations to diversify and differentiate offerings and markets, 
as do they increasingly have the potential to fulfill educational roles regarding societal issues. For destinations, 
the future is not merely about hosting more events. It is about rationalizing why certain events should be hosted in 
the first place and what benefits and legacies they can deliver beyond their economic impact that align with their 
longer-term destination goals. 

Events provide temporal diversification by counterbalancing seasonal fluctuations and product diversification by 
layering experiential dimensions onto existing destination assets. Through the adoption of portfolio approaches, 
destinations can target distinct market segments simultaneously while sharing the benefits of tourism more broadly to 
counter destination-and community-related challenges such as concerns about overtourism, gentrification and rising 
costs of living. For market diversification, events serve as a testing ground for emerging markets, generate media 
attention that amplifies destination awareness, and attract varied visitor types with different expenditure patterns. 

Beyond economic contributions, events increasingly have the potential to serve as learning platforms to address 
environmental sustainability, social justice, and issues pertaining to human trafficking and modern slavery. 
Their educational efficacy stems from experiential learning, social interaction among attendees, and emotional 
engagement. Through effective design and delivery, events can create liminal spaces where visitors develop 
empathy and understanding through immersive experiences that in turn, have the propensity to change behavior. 

Successful destination event strategies for the future require the need to balance economic objectives with 
real-world solutions to challenges that align with longer-term destination development goals. Despite resource 
constraints and conflicting priorities, strategically deployed events offer a flexible means for more sustainable forms 
of development and more meaningful community engagement in increasingly complex destination environments.

Keywords destinations, events, event planning, education, sustainable event development



Paper presentation sessions 



28th International Congress Tourism and Hospitality Industry 2026 “Trends and Challenges”
Book of Abstracts

5

Cultural and Demographic Moderators of Trust in Foodborne Illness Reporting: An Application of the DOTIFS Scale

CULTURAL AND DEMOGRAPHIC MODERATORS OF TRUST  
IN FOODBORNE ILLNESS REPORTING:  

AN APPLICATION OF THE DOTIFS SCALE

Kevin MURPHY,
University of Central Florida, 

United States 

Kimberley HARRIS,
Florida State University, 

United States 

Scott TAYLOR, 
University of South Carolina, 

United States

Abstract

Purpose – This study examines how consumer trust in food safety agencies, restaurant safety practices, and cultural-
demographic factors influence U.S. diners’ willingness to report suspected foodborne illness acquired in restaurants.
Methodology/Design/Approach – An online survey of 408 U.S. diners employed the adapted Dimensions of 
Trust in Food Systems (DOTIFS) scale combined with Hofstede’s cultural dimensions. Regression analysis and 
Partial Least Squares Structural Equation Modeling (PLS-SEM) tested relationships between trust constructs and 
reporting propensity, with multi-group analyses examining age-culture interactions.
Findings – Domain-specific trust in restaurants and inspection agencies paradoxically reduces belief in reporting 
effectiveness, while food safety knowledge decreases negative reporting beliefs. Age combined with individualism 
and uncertainty avoidance significantly moderates trust-reporting relationships, with younger individualistic 
consumers showing stronger reporting propensity.
Originality of the research – This is the first U.S. study integrating the DOTIFS scale with Hofstede’s cultural 
dimensions to examine foodborne illness reporting behavior, revealing a trust paradox where institutional 
confidence may suppress consumer reporting intentions.

Keywords food safety, trust, foodborne illness reporting, cultural dimensions, DOTIFS scale, consumer behavior
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How Thai Restaurants Are Embracing the Circular Economy Model to Improve Food Waste Management Practices

HOW THAI RESTAURANTS ARE EMBRACING  
THE CIRCULAR ECONOMY MODEL TO IMPROVE  

FOOD WASTE MANAGEMENT PRACTICES

Piyanart JUNKRACHANG, 
Mae Fah Luang University,  

School of Management, 
Thailand 

Chachaya YODSUWAN, 
Mae Fah Luang University,  

School of Management, 
Thailand 

Kenneth BUTCHER, 
Mae Fah Luang University,  

School of Management, 
Thailand

Abstract

Purpose – The overall aim of this study is to explore the attitudes and behaviors of restaurant owners, managers 
and chefs in relation to using a circular economy model to improve food waste management practices in Thailand.
Methodology/Design/Approach – A qualitative approach was used to explore the views of owner/managers/
chefs of leading casual and full-service restaurants in major cities of Thailand. Work-in-progress has reached the 
completion of 11 semi-structured interviews. A further 6-8 interviews may be needed to reach data saturation.
Findings – Preliminary findings suggest a number of practical challenges facing restaurant management, together 
with innovative solutions that are indicative of an embryonic stage in moving to a circular economy. Importantly, 
some rock star restaurant performances were identified which provides novel insights into the transfer of conceptual 
knowledge to actionable outcomes.
Originality of the research – While a closer understanding of sustainable management practices in restaurant 
operations is receiving greater attention, there is a lack of studies exploring full-service restaurants, particularly 
in South-East Asia. Furthermore, there are limited papers integrating the notion of the circular economy with 
this exploration. Identification of hospitality venues making good progress toward the circular economy model 
provides a practical roadmap for the industry. 

Keywords sustainable hospitality operations, food waste, circular economy, management perspective
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A Conceptual Taxonomy of AI Tools for Combating Human Trafficking in Hotels

A CONCEPTUAL TAXONOMY OF AI TOOLS FOR COMBATING  
HUMAN TRAFFICKING IN HOTELS

Jessica WICKEY BYRD, 
University of Central Florida,  

Rosen College of Hospitality Management, 
United States 

Stephen PRATT, 
University of Central Florida,  

Rosen College of Hospitality Management, 
United States

Abstract

Purpose – This conceptual paper proposes a taxonomy of AI technologies to enhance anti-trafficking efforts in 
hotels, classifying functional roles, identifying risks and safeguards, and embedding adoption within CSR and 
ESG frameworks.
Methodology/Design/Approach – A scoping review of AI-in-safety and hospitality literature was conducted, 
followed by comparative mapping of four representative tools (Dark Watch, Blue Fusion, Hotel Shield, Visual 
Matrix) to a five-layer socio-technical model. Validation occurred through Delphi panels with experts in hotel 
operations, survivor advocacy, legal/privacy, and anti-trafficking NGOs.
Findings – The five-layer model: external threat intelligence, data integration, workflow/triage, case management, 
and assurance/governance; illustrates AI’s role in detection-response-learning chains. Mapping reveals tools’ 
capabilities, risks (e.g., bias, privacy), and safeguards, emphasizing human-in-the-loop and proportionate 
governance for ethical deployment.
Originality of the research – This paper advances a portable socio-technical taxonomy tailored to hotels, bridging 
AI ethics, implementation science, and CSR, while posing empirical questions for pilots and legitimacy studies in 
hospitality anti-trafficking.

Keywords artificial intelligence, human trafficking, hospitality industry, socio-technical systems theory, corporate 
social responsibility, ethical ai governance
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Hunger, Appetite and Selection: Hospitality’s Foodservice Clienteles’ Choice of Menu Item in Commercial Eateries

HUNGER, APPETITE AND SELECTION: HOSPITALITY’S FOODSERVICE 
CLIENTELES’ CHOICE OF MENU ITEM IN COMMERCIAL EATERIES

Simon OKWACHI,  
Masinde Muliro University of Science and Technology,

Kenya 

Vedrana ČIKEŠ,  
University of Rijeka,  

Faculty of Tourism and Hospitality Management,
Croatia

Abstract

Purpose – Understanding how foodservice consumers decide what to order from the menu is critical, which is 
assumed to be guided by psychological processes, influenced by both internal as well as external motivations and 
stimuli. This study therefore sought to examine the Engel-Kollat-Blackwell customer decision making process 
stages and its applicability in foodservice clientele menu item choice in commercial eateries.
Methodology/Design/Approach – The study employed a descriptive research survey design, while Cochran’s 
formula was utilized in the sample size determination, giving a sample size of 385 respondents. Kakamega County, 
found in the Western parts of Kenya formed the study area. Purposive sampling was applied in the selection of the 
commercial eateries while simple random sampling was applied in the selection of respondents.
Findings – The study results indicate that the overall regression model predicts the outcome variable (p ˂ 0.05), 
while EKB’s customer evaluation of alternatives gave the greatest contribution (β= 0.0.36, Sig. = 0.000, t = 6.919) 
on the relationship between the independent and dependent variable.
Originality of the research – Although EKB model has extensively been applied in retail and product-based 
contexts, there is a gap in research in the application of the same model within the hospitality industry. Thus, this 
study is among the few original investigations with a focus on the application of EKB’s customer decision making 
process on hospitality’s foodservice clientele’s menu item choice.

Keywords commercial eateries, hospitality industry, outlet, dining
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Corruption at Home, Emotion Abroad: How Perceived National Corruption Shapes Tourist Review Sentiment?

CORRUPTION AT HOME, EMOTION ABROAD:
HOW PERCEIVED NATIONAL CORRUPTION SHAPES  

TOURIST REVIEW SENTIMENT?

Salman YOUSAF, 
University of Sharjah, 
United Arab Emirates

 
Jong Min KIM, 

Deaprtment of International Trade, 
Konkuk University, 

Korea

Abstract

Purpose – This study investigates how tourists’ home-country corruption perceptions influence the emotional tone 
of online hotel reviews. 
Methodology/Design/Approach – Using expectation-disconfirmation and institutional-trust perspectives, it 
analyzes 56,260 Booking.com reviews of New York City hotels. 
Findings – The findings indicate that tourists from countries characterized by different levels of perceived corruption 
may differ in how they express sentiment in their reviews. This pattern points to the possibility that institutional 
context is related to variations in emotional expression and evaluative framing.
Originality of the research – By identifying national corruption levels as an important antecedent of review 
sentiment, the study extends service evaluation research beyond firm-level factors to macro-institutional influences.

Keywords corruption level, review sentiment, online reviews, positive emotions, negative emotions, institutional-
trust, expectation-disconfirmation
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From Memorable Wellness Tourism Experiences to Word of Mouth: The Role of Hedonic Well-Being and Rewards

FROM MEMORABLE WELLNESS TOURISM EXPERIENCES TO WORD 
OF MOUTH: THE ROLE OF HEDONIC WELL-BEING AND REWARDS

Marina PERIŠIĆ PRODAN, 
Faculty of Tourism and Hospitality Management,  

University of Rijeka, 
Croatia

Ana ČUIĆ TANKOVIĆ, 
Faculty of Tourism and Hospitality Management,  

University of Rijeka, 
Croatia

Jelena KAPEŠ, 
Faculty of Tourism and Hospitality Management,  

University of Rijeka, 
Croatia

Abstract

Purpose – The purpose of this study is to determine the relationship between memorable wellness tourism 
experiences, rewards, hedonic well-being and word of mouth (WOM) intentions in the context of wellness tourism.
Methodology/Design/Approach – Data were collected from 422 respondents through an online structured survey 
questionnaire and analysed using partial least squares structural equation modelling (PLS-SEM). 
Findings – The results indicate that a memorable wellness tourism experience positively affects hedonic well-
being. A positive relationship of hedonic well-being with both, one-to-one WOM intention and one-to-many WOM 
intention, was also identified. The findings confirm that rewards significantly moderate the relationship between 
memorable wellness tourism experiences and hedonic well-being, showing that the positive effect of memorable 
experiences on visitor well-being is stronger when rewards are perceived as more valuable.
Originality of the research – Theoretical contribution of this study expands the body of knowledge in consumer 
behaviour and enriches understanding of the dimensions influencing wellness visitors’ WOM intentions. The 
practical contribution is demonstrated by providing guidance to marketers and wellness service providers in 
designing reward-oriented marketing strategies that enhance the memorability of wellness visitors’ experiences 
and encourage WOM intentions.

Keywords memorable wellness tourism experience, hedonic well-being, one-to-one WOM intention, one-to-
many WOM intention, rewards
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Sustainability Diagnosis of a Developing Tourism Region: Application of the Quadruple Bottom Line Framework

SUSTAINABILITY DIAGNOSIS OF A DEVELOPING TOURISM REGION: 
APPLICATION OF THE QUADRUPLE BOTTOM LINE FRAMEWORK

Larisa DURAKOVIĆ, 
Universitat Oberta de Catalunya, 

Spain 

Petra BARIŠIĆ, 
University of Zagreb,  

Faculty of Economics & Business, 
Croatia 

Carles MÉNDEZ ORTEGA, 
Universitat Oberta de Catalunya, 

Spain

Abstract

Purpose – The purpose of this study is to provide a comprehensive sustainability diagnosis of the Una-Sana Canton 
(Bosnia and Herzegovina), a developing tourism region that faces complex sustainability challenges despite nature-
based tourism potential and growing tourism activity. 
Methodology/Design/Approach – As the region recorded massive 353% expansion in overnight stays between 2021 
and 2024, the study addresses the need for a strategic sustainability framework to manage tourism growth without 
compromising the region’s biggest natural asset – its Una River. Through a rigorous multi-phased methodology, 
involving secondary data research, SWOT analysis, MAP of actors, DPSIR model and System of sustainability 
indicators, the study reveals significant sustainability risks such as river degradation, governance fragmentation 
and labour out-migration, while highlighting significant tourism development opportunities driven by region’s 
geographical position, attractiveness of its natural resources and tourism products’ price competitiveness. By 
utilizing the Quadruple Bottom Line (QBL) framework, this study integrates the traditional sustainability pillars 
of Profit, Planet, and People with a vital fourth dimension in a context of complex country political environment: 
Governance (Purpose). 
Findings – The findings of this first empirical study in USC provide strategic roadmaps for local governments, 
tourism managers and potential investors to enable sustainable regional prosperity. 

Keywords QBL framework, sustainability diagnosis, una-sana canton, governance, tourism development
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GenAI Travel Selfies in Pre-Trip Decision-Making: The Role of Affordances and User Engagement

GENAI TRAVEL SELFIES IN PRE-TRIP DECISION-MAKING:  
THE ROLE OF AFFORDANCES AND USER ENGAGEMENT

Xuejie QIU, 
The Hong Kong Polytechnic University,   

School of Hotel and Tourism Management, 
China 

 
Fei HAO,

The Hong Kong Polytechnic University,   
School of Hotel and Tourism Management, 

China 
 

Shuxu LIU,
The Hong Kong Polytechnic University,   

School of Hotel and Tourism Management, 
China

Abstract

Purpose – This study examines how GenAI travel selfies shape pre-trip decision-making by linking perceived 
affordances to user engagement and visit intention. It addresses the limited understanding of self-embedded AI 
imagery in tourism.
Methodology/Design/Approach – A mixed-methods design was adopted. First, photo-elicitation interviews 
identified key affordances of GenAI travel selfies. Second, PLS-SEM tested the relationships among affordances, 
cognitive/affective/behavioral engagement, and visit intention. Third, fsQCA explored configurations associated 
with high engagement.
Findings – The findings indicate that three affordances—visual quality, system quality, and self-presentation—
are central to users’ engagement with GenAI travel selfies. When users perceive that these tools enable vivid 
and credible outputs, flexible creation, and desired identity expression, they engage more deeply, which in turn 
strengthens visit intention. The configurational results further show that high engagement can emerge through 
multiple affordance combinations rather than a single dominant path. 
Originality of the research – This study extends tourism research on pre-trip destination decision-making by 
conceptualizing GenAI travel selfies as self embedded visual touchpoints and by explaining their effects through 
both net effect and configurational approaches.

Keywords generative artificial intelligence (GenAI), travel selfies, affordances, user engagement, visit intention, 
destination visual marketing      
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Development of Cultural Attendance in the Czech Republic

DEVELOPMENT OF CULTURAL ATTENDANCE  
IN THE CZECH REPUBLIC

Lucia UDERIANOVÁ,
Bratislava University of Economics and Business, 

Faculty of Commerce, 
Department of Tourism,

Slovakia

Abstract

Purpose –The paper aims to assess regional disparities in cultural infrastructure and cultural attendance in the 
Czech Republic using official data for 2023. The study also examines the role of cultural infrastructure in supporting 
regional attractiveness and cultural tourism development.
Methodology/Design/Approach – The study is based on regional statistics published by the Czech Statistical Office 
and covers 14 regions. The methodological framework combines descriptive statistics, an efficiency indicator 
defined as the ratio of attendance to infrastructure capacity, the localization coefficient (LQ) to measure relative 
concentration, Pearson correlation analysis, and a log-linear regression model evaluating the relationship between 
capacity and attendance. Due to its extreme values, the capital city was excluded from the regression model.
Findings –The results reveal significant spatial inequalities in both infrastructure distribution and visitor 
performance. Prague represents a structurally dominant outlier that substantially increases overall variability. 
After its exclusion, regional disparities decrease. The regression results confirm a statistically significant positive 
relationship between infrastructure capacity and attendance, with estimated elasticity close to unity. However, 
higher concentration of infrastructure does not automatically imply higher efficiency of utilization. The findings 
further suggest that cultural infrastructure represents an important factor influencing visitor demand, regional 
attractiveness, and the development of cultural tourism.
Originality of the research –The paper contributes by distinguishing between structural concentration and actual 
utilization of cultural infrastructure within a regional comparative framework. It also extends the discussion on the 
relationship between cultural infrastructure, regional development, and cultural tourism performance.   

Keywords cultural attendance, cultural infrastructure, Czech Republic, localization coefficient, regional disparities
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A Conceptual Model of Tennis Fans’ Adoption of AI-Enabled Experiences

A CONCEPTUAL MODEL OF TENNIS FANS’ ADOPTION  
OF AI-ENABLED EXPERIENCES

Ricardo CORREIA, 
Instituto Politécnico de Bragança, 

Portugal 

Ignas CIPKUS, 
ISM, University of Management and Economics,

Lithuania 

Dominyka VENCIUTE, 
ISM, University of Management and Economics,

Lithuania 

Ruta JASULAITYTE, 
GOVCOPP, Aveiro University,

Portugal

Abstract

Purpose – This paper develops a conceptual framework to explain how tennis fans may adopt AI-enabled 
experiences. It addresses the limited understanding of fan-side AI adoption in tennis by repositioning AI from 
a purely technical or operational tool to a consumer-facing phenomenon that shapes spectators’ engagement, 
interpretation, and overall experience of the sport.  
Methodology/Design/Approach – The paper is conceptual in nature and draws on the Technology Acceptance 
Model (TAM) as its theoretical foundation. It extends TAM by integrating trust in AI and perceived enjoyment 
alongside perceived usefulness and perceived ease of use. The framework also proposes the moderating roles of 
technology exposure, demographic characteristics, and fan experience in shaping the relationship between attitude 
and behavioral intention.  
Findings – The paper proposes that perceived usefulness, perceived ease of use, trust in AI, and perceived enjoyment 
positively influence fans’ attitudes toward AI-enabled tennis applications, which in turn shape behavioral intention 
to adopt them. It further suggests that adoption is contingent on differences in fan characteristics and prior 
technology exposure.  
Originality of the research – The study offers a tennis-specific, fan-centered conceptualization of AI adoption and 
bridges the AI-in-sport and technology acceptance literatures by incorporating both cognitive and experiential drivers.  

Keywords artificial intelligence, tennis fans, technology acceptance model (tam), fan engagement
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Enhancing Employee Retention in Corporate and Service Sectors Through DEI and Career Development: Organizational Realities and Developmental Drivers

ENHANCING EMPLOYEE RETENTION IN CORPORATE AND 
SERVICE SECTORS THROUGH DEI AND CAREER DEVELOPMENT: 
ORGANIZATIONAL REALITIES AND DEVELOPMENTAL DRIVERS

Gergana MANOLOVA,
Sofia University “St. Kliment Ohridski”, 

Faculty of Economics and Business Administration,
Bulgaria

Iya PETKOVA-ANGELOVA,
Sofia University “St. Kliment Ohridski”,  

Faculty of Economics and Business Administration,
Bulgaria

Abstract

Purpose – This study examines the relationship between Diversity, Equity, and Inclusion (DEI) policies and 
employee retention, focusing on whether formal DEI frameworks directly influence organizational commitment or 
depend on professional development opportunities. 
Methodology/Design/Approach – A quantitative research design was applied using survey data from 645 employees 
in the Bulgarian service sector. Hierarchical regression analysis was employed to assess the predictive effects of 
formal DEI policies alongside three developmental factors: training, mentoring, and career advancement. 
Findings – The results indicate that professional development is a strong and significant predictor of employees’ 
intention to stay, while formal DEI policies do not show an independent statistically significant effect. Additionally, 
a substitution effect was observed for mentoring, suggesting that interpersonal support can offset the absence or 
perceived weakness of formal DEI structures.
Originality of the research – This study highlights the dominance of developmental drivers over formal DEI 
policies in influencing retention, offering a novel perspective in transitional economic contexts and emphasizing 
the need to align DEI initiatives with tangible career development pathways.

Keywords DEI policies, employee retention, professional development, hospitality management, mentoring, 
career growth
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ESG Rank Convergence or Divergence? Competitive Sustainability Dynamics in the Global Hospitality Industry

ESG RANK CONVERGENCE OR DIVERGENCE? COMPETITIVE 
SUSTAINABILITY DYNAMICS IN THE GLOBAL HOSPITALITY INDUSTRY

Dijana ČIČIN-ŠAIN, 
University of Zadar, 

Croatia

Sonja BRLEČIĆ-VALČIĆ, 
University of Zadar,

Croatia 

Katarina POLDRUGOVAC, 
University of Rijeka,  

Faculty of Tourism and Hospitality Management,
Croatia

Abstract

Purpose – The purpose of this research was to find out if the ESG (Environmental, Social and Governance) 
performance of publicly traded hospitality and tourism organizations is becoming more alike (convergent) using data 
for 90 companies from 24-time periods (from June 2021 through November 2024 – 1503 company time-periods).
Methodology/Design/Approach – A two-part model based on neoclassical growth theory was used. The first part 
was σ -convergence (cross-sectional dispersion declines) and the second part was β -convergence (the rate of 
change in a company’s annual ranking of ESG performance relative to its original ranking); both parts were tested 
using OLS models and HC1-robust standard error estimates as well as by calculating Spearman’s correlation 
coefficient for each dimension of ESG (to be described below) and testing differences in medians between groups 
using Kruskal-Wallis analysis.
Findings – There is weak but statistically significant β-convergence across all four dimensions of ESG performance 
(β = - 0.084 to - 0.105, p ≤ 0.005) and it occurred primarily in the period of 2022-2023. There is no σ-convergence 
for Total Sustainability, Economic and Social dimensions (each has been stable at around 30 percentile points) 
while Environmental dimensions have increased in dispersion (slope = +1.04 SD/Year, p = 0.005). Each pair of 
pillars of ESG is highly correlated (rho = 0.856 to rho = 0.967, p < .001) which indicates that they are interrelated.
Originality of the research – This is a new application of a convergence analytical framework to ESG competitive 
dynamics in the global hospitality industry. The results show that environmental capabilities will be used as an 
active source of differentiation among hospitality leaders and laggards, consistent with Hart’s (1995) natural 
resource based view, which has implications for developing an ESG strategy, screening investments for ESG 
compliance and hospitality sustainability policies. 

Keywords ESG convergence, sustainability performance, hospitality industry, β-convergence, σ-convergence, 
competitive dynamics



28th International Congress Tourism and Hospitality Industry 2026 “Trends and Challenges”
Book of Abstracts

17

Tipping Points in Coral Reefs and Their Influence on Social and Economic Systems: Tourism in the Florida Keys

TIPPING POINTS IN CORAL REEFS AND THEIR INFLUENCE ON  
 SOCIAL AND ECONOMIC SYSTEMS: TOURISM IN THE FLORIDA KEYS

Heather O’LEARY,
University of South Florida, 

United States 

Megan KRAMER, 
University of South Florida, 

United States 

Sergio ALVAREZ, 
University of Central Florida,  

Rosen College of Hospitality Management, 
Center for Integrated Coastal Studies, 

United States 

Frida BAHJA,
Experience Kissimmee, 

United States 

Michelle PLATZ, 
LimnoTech, 

United States 

Christina Estela BROWN,
Front and Centered, 

United States 

Mauricio E. ARIAS, 
University of South Florida, 

United States 

Abstract

Purpose – Ecosystems are interlinked with economic and social systems that may together respond to tipping points. 
We focus on the concept of tipping points, when ecosystems reach irreversible transitions due to environmental change. 
Integrating observations across the socio-ecological system may provide a better understanding of tipping point 
dynamics, considering that ecological regime shifts can be observed as signals in the socio-economic components.
Methodology/Design/Approach – Using the case of coral decline in the tourism-driven Florida Keys, we explore 
the multi-year dynamics of coral decline in biophysical, economic, and social contexts. Biophysical data come 
from a reef monitoring program, economic data focus on monthly tourism-related revenues, and social data were 
collected from social media posts.
Findings – There is an apparent lack of connection between the three subsystems, as growth in tourism and 
perceptions of the coral reef do not reflect the collapse evident in the biophysical data.
Originality of the research – The analysis reflects a need for modeling tools that account for non-linear and complex 
linkages, as well as scale mismatches resulting from different data collection practices. Empirically coupling the 
interdisciplinary data—largely disparate in present analyses—is necessary to comprehensively evaluate ecosystem 
disturbances and tipping points in their greater socio-ecological systems’ dynamics. 

Keywords coral decline, florida reef tract, tourism economy, social media, stony coral tissue loss disease
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Robots as Colleagues: Do Service Robots Reduce or Increase Digital Job Demands in Hospitality?

ROBOTS AS COLLEAGUES: DO SERVICE ROBOTS REDUCE  
OR INCREASE DIGITAL JOB DEMANDS IN HOSPITALITY?

Mahir ZAJMOVIĆ, 
University “VITEZ”,  

Faculty of Information Technologies,
Bosnia and Herzegovina

Berislav ANDRLIĆ, 
J. J. Strossmayer University of Osijek,  

Faculty of Tourism and Rural Development, 
Croatia 

Dunja DEMIROVIĆ BAJRAMI, 
Geographical Institute “Jovan Cvijić”  

Serbian Academy of Sciences and Arts,
Serbia

Abstract

Purpose – The increasing adoption of service robots has changed operational processes in the hospitality industry. 
While robots are often promoted as tools that enhance efficiency and reduce workload, their impact on employees’ 
work experiences remains insufficiently understood. This study examines how robot adoption intensity influences 
employees’ job satisfaction through digital job demands and technostress.
Methodology/Design/Approach – Data were collected through a questionnaire survey conducted among 83 hotel 
employees in Serbia. The proposed conceptual model was tested using Partial Least Squares Structural Equation 
Modeling (PLS-SEM) to examine the relationships between robot adoption intensity, digital job demands, 
technostress, and job satisfaction.
Findings – The results indicate that robot adoption intensity significantly increases digital job demands, which in 
turn elevate technostress levels among employees. Technostress was found to negatively affect job satisfaction. 
Additionally, the analysis reveals a significant mediation effect, showing that the impact of robot adoption on job 
satisfaction operates through increased digital job demands and technostress.
Originality of the research – This study contributes to the literature by integrating technostress theory with research 
on service robot adoption in hospitality and by highlighting the employee-centered consequences of technological 
transformation in hotel workplaces.

Keywords service robots, digital job demands, technostress, job satisfaction, hospitality employees, human-robot 
collaboration
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Immersive Reality Systems as Strategic Instruments for Traceability and Transparency in Gastronomic Management

IMMERSIVE REALITY SYSTEMS AS STRATEGIC INSTRUMENTS  
FOR TRACEABILITY AND TRANSPARENCY  

IN GASTRONOMIC MANAGEMENT

Rui Rosa DIAS,  
European Business School ISAG-EBS  

- Research Centre in Business Sciences (CICET-FCVC),  
Portugal 

Nayole Bettencourt MATEUS,  
European Business School ISAG-EBS  

- Research Centre in Business Sciences (CICET-FCVC),  
Portugal

Abstract

Purpose – This study examines consumers’ perceptions concerning the incorporation of digital technologies 
- specifically Augmented Reality (AR) and Virtual Reality (VR) - into exclusive gastronomic experiences. 
The research aims to elucidate the cognitive and affective processes that shape consumer acceptance of these 
technologies in luxury dining contexts, with particular attention to how individuals interpret technological value 
and emotional engagement when interacting with immersive tools during food experiences.
Methodology/Design/Approach – A quantitative research design was adopted to analyze consumers’ attitudinal 
dispositions and behavioral intentions in fine‑dining environments. Data were gathered through a structured 
questionnaire targeting Portuguese citizens and residents who patronize luxury restaurants. The final dataset 
comprised 150 valid responses, which served as the empirical foundation for the subsequent statistical analyses.
Findings –The results indicate that consumers’ acceptance of AR/VR technologies in fine‑dining settings is 
primarily driven by perceived usefulness and hedonic value. Hedonic Motivation and Perceived Usefulness 
emerged as predictors of favorable attitudes, whereas Perceived Ease of Use exerted an indirect effect. Perceived 
Innovativeness exhibited no significant influence on attitude formation.
Originality of the research – This study provides original insights into Portuguese consumers’ perceptions of 
immersive technologies in high‑end gastronomy and identifies technological strategies of enhancing trust, 
transparency, and experiential value.

Keywords augmented reality, consumer behavior, fine dining, traceability, virtual reality
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Regenerative Tourism Beyond Sustainability: Stakeholder Perceptions and Development Pathways in Montenegro

REGENERATIVE TOURISM BEYOND SUSTAINABILITY: STAKEHOLDER 
PERCEPTIONS AND DEVELOPMENT PATHWAYS IN MONTENEGRO

Dragana ZEČEVIĆ,  
Faculty of Business and Tourism Budva,  

Montenegro
 

Rade RATKOVIĆ,  
Faculty of Business and Tourism Budva,

Montenegro

Abstract

Purpose – This study aims to analyse the perceptions of local residents and tourism stakeholders regarding the 
current model of tourism development in Montenegro and to explore the potential for its transformation towards 
more sustainable and regenerative approaches.
Methodology/Design/Approach – The research is based on an empirical study conducted on a sample of 499 
respondents in Montenegro using the CATI method. The data were analysed through descriptive statistics and 
cross-tabulation to identify differences in perceptions related to tourism development and sustainability among 
different respondent groups.
Findings – The results indicate that respondents perceive the current tourism development model as only moderately 
satisfactory, while a relatively small proportion considers it sustainable. The findings also reveal a limited level of 
awareness of strategic tourism documents, along with significant concerns regarding the negative impacts of mass 
tourism. At the same time, respondents express strong support for stricter regulation of tourist flows and greater 
involvement of local communities in decision-making processes.
Originality of the research – This study contributes to the existing literature by linking empirical stakeholder 
perceptions with the concept of regenerative tourism and by providing insights into the potential transformation of 
tourism development in Montenegro. 

Keywords regenerative tourism, sustainable tourism, tourism development, Montenegro, stakeholder perceptions
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Integrating Artificial Intelligence Into Hotel Kitchen Operations

INTEGRATING ARTIFICIAL INTELLIGENCE INTO  
HOTEL KITCHEN OPERATIONS

Claudia COZZIO, 
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Oswin MAURER, 
Free University of Bolzano/Bozen, 
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Abstract

Purpose – This study examines perceptions of artificial intelligence (AI) in hotel food supply chains, with particular 
attention to the capacity of AI-enabled platforms to reduce food waste and improve procurement decisions. The 
research was conducted within the broader project Reduce Waste, Optimize Purchase. 
Methodology – Data were collected through semi-structured interviews with eight purposively selected 
stakeholders, including hotel managers and food suppliers, chosen for their professional expertise and relevance to 
the phenomenon under investigation. 
Findings – The findings reveal the ambivalent nature of AI adoption in hospitality. Although AI is widely perceived 
as a mechanism for enhancing operational efficiency, personalization, and sustainability, its implementation also 
generates concerns regarding data privacy, system integration, and cultural acceptance. The study demonstrates 
that AI adoption should not be viewed solely as a technological intervention, but rather as a socio-technical 
transformation shaped by organizational structures, knowledge asymmetries, and inter-organizational relationships.
Originality of the research – By offering a process-oriented perspective on AI adoption, the study bridges internal 
organizational dynamics and external supply chain relationships. The findings further highlight a distinctive 
challenge for hospitality organizations: balancing technological optimization with culinary authenticity, 
differentiation, and craftsmanship.
 
Keywords artificial intelligence, hospitality management, neuro-symbolic AI, organizational perceptions, food 
supply chain, food waste
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Hospitality Sector Skills – Comparing Croatia to South European Countries

HOSPITALITY SECTOR SKILLS – COMPARING CROATIA  
TO SOUTH EUROPEAN COUNTRIES

Valerija BOTRIĆ, 
The Institute of Economics, 

Croatia

Abstract

Purpose – The paper aims to comparatively analyse general skills differences among employed in the hospitality 
sector across South European (SE) economies. 
Methodology/Design/Approach – The individual responses from the Survey of Adult Skills were used to assess 
objective skills levels (literacy, numeracy, adaptive problem solving) and self-perceived skills deficiencies. 
Descriptive comparisons across the countries and Oaxaca-Blinder decomposition were applied.
Findings – The results disclose a relatively good position of Croatia in literacy and numeracy, but a lower score 
in adaptive problem solving. The difference in average scores between the countries is due to the compositional 
effect, mostly related to the persons with lower educational attainment and those of foreign origin. 
Originality of the research – The analysis provides objective measures of general skills in the hospitality sector in 
Croatia and SE economies, complementing previous findings focused on a single country.

Keywords skills, hospitality sector, Croatia, comparative analysis
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Why Domain-Specific Trust in AI Matters? Evidence from Croatia with Implications for Service Innovation

WHY DOMAIN-SPECIFIC TRUST IN AI MATTERS? 
EVIDENCE FROM CROATIA WITH IMPLICATIONS  

FOR SERVICE INNOVATION

Antun BILOŠ,  
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Gabrijela GARIĆ,  
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Abstract

Purpose – This study examines whether trust in artificial intelligence (AI) varies across application domains and 
explores why such differences may matter for AI adoption in tourism and service industries.
Methodology/Design/Approach – The study draws on data from an online survey conducted among internet users 
in Croatia (N = 411). The survey partially replicates key measures from a recent global study on trust in AI, 
focusing on trust, acceptance, and reliance across multiple application domains, including healthcare, security, 
human resources, and recommender systems. Descriptive and comparative analyses were used to identify domain-
specific patterns and to situate the findings in relation to existing global research.
Findings – The results indicate that trust in AI is strongly domain-specific. Respondents report higher levels of 
trust and willingness to rely on AI in assistive applications, particularly recommender systems, while trust is 
substantially lower in domains where AI is perceived to evaluate or make consequential decisions about individuals, 
such as human resources. These domain-based differences mirror patterns reported in prior global research, while 
appearing more pronounced in the Croatian sample.
Originality of the research – By providing empirical insights from a digitally engaged population, this study 
contributes to ongoing discussions on domain-specific trust in AI and highlights implications for AI adoption in 
tourism and other service-oriented contexts where personalization and user acceptance are critical. 

Keywords artificial intelligence, trust in AI, domain-specific trust, recommender systems, tourism services, 
public attitudes



28th International Congress Tourism and Hospitality Industry 2026 “Trends and Challenges”
Book of Abstracts

24

Technology-Mediated Museum Experience: Managerial Challenges and New Models for Audience Engagement

TECHNOLOGY-MEDIATED MUSEUM EXPERIENCE: MANAGERIAL 
CHALLENGES AND NEW MODELS FOR AUDIENCE ENGAGEMENT

Tsvetelina GIDAKIS-VULKOVA, 
Sofia University “St. Kliment Ohridski”, 

Bulgaria 

Iya PETKOVA-ANGELOVA, 
Sofia University “St. Kliment Ohridski”, 
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Abstract

Purpose – This study examines the role of technology in transforming the museum experience, with a focus on its 
impact on audience engagement, interpretive practices, and management processes. The aim is to explore how the 
integration of technology facilitates the transition from an object-centered to an experience-centered museum model. 
Methodology/Design/Approach – The study employs a qualitative approach based on semi-structured in-depth 
interviews with 23 experts from museums, interactive science centers, and immersive cultural spaces. A purposive 
sample was used, and the collected data were analyzed through thematic analysis to identify key patterns and categories. 
Findings – The results show that technology is perceived not as a supplementary tool, but as a mediator of experience 
that enables a higher degree of interactivity, personalization, and engagement. At the same time, significant 
management challenges related to resources, competencies, and strategic planning emerge. A conceptual tension 
between object-based and experience-based authenticity is also identified, as well as the need for differentiated 
approaches to different audiences. 
Originality of the research – The study contributes by integrating educational, experiential, and managerial 
perspectives into a unified analytical framework. It provides empirical data from the Bulgarian context - a poorly 
researched area - and formulates practical guidelines for the strategic integration of technologies in the museum sector.

Keywords technology, museums, audience engagement, managerial challenges
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Intangible Heritage Management of Mekong River Cultural Landscape: A Posthumanism Perspective Through Tai Lue Women

INTANGIBLE HERITAGE MANAGEMENT OF MEKONG RIVER  
CULTURAL LANDSCAPE: A POSTHUMANISM PERSPECTIVE  

THROUGH TAI LUE WOMEN

Siripen YIAMJANYA,
Mae Fah Luang University, Tourism,  

Hospitality and Event Research Group,  
School of Management, 

Thailand
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Abstract

Purpose – Through a posthumanist lens, this paper highlights the agency of both human and non-human others, 
including objects, as entities that participate in cyclical processes of entanglement and transformation. It further 
emphasizes a nature–supernature–culture ontology within emerging heritage narratives, proposing an alternative 
approach to heritage value management while generating new interpretations that challenge the sustainability of 
the cultural landscape as an integrated whole. 
Methodology/Design/Approach – The study employs posthumanist thought to reconceptualize heritage 
management through a case study of a Tai Lue community in northern Thailand. Using participatory action 
research, qualitative data were collected through focus group discussions and in-depth interviews with community 
members, emphasizing women’s roles in heritage practices and their relationships with the Mekong River and 
associated intangible cultural expressions.
Findings – The findings reveal the four interrelated heritage legacies, sustained through dynamic entanglements 
between human and non-human actors, including the Mekong River, material objects, and spiritual beliefs. 
Women emerge as key mediators in maintaining cyclical relationships linking nature, supernature, and culture. A 
posthumanist lens reframes heritage as relational, processual, and ecosystemic rather than solely human-cantered, 
challenging conventional management frameworks.
Originality of the research – The study introduces a posthumanist ontology into intangible heritage management, 
offering a relational framework that expands heritage values beyond anthropocentric perspectives.

Keywords intangible heritage management, cultural landscape, Mekong river, posthumanism, Tai Lue women
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Spatial Disparities in the Hotel Industry on Croatian Islands: Determinants and Developmental Implications

SPATIAL DISPARITIES IN THE HOTEL INDUSTRY ON CROATIAN 
ISLANDS: DETERMINANTS AND DEVELOPMENTAL IMPLICATIONS

Hrvoje GROFELNIK,  
University of Rijeka,  

Faculty of Tourism and Hospitality Management, 
Croatia

Abstract

Purpose – The spatial structure of the hotel industry within the Croatian archipelago reveals pronounced disparities 
that reflect broader processes of regional differentiation and tourism driven development. While a limited number 
of islands, primarily Krk, Lošinj, Hvar and Brač, account for the majority of tourism and hotel capacity, smaller, 
more peripheral islands are characterised by limited tourism activity and strong reliance on private accommodation.
Methodology/Design/Approach – The research employs a mixed-methods approach, combining spatial analysis of 
tourism and hotel capacities on Croatian islands. The study focuses on 11 major islands and selects municipalities/
cities with the largest hotel capacities for case study analysis. Data from the official national statistical bureau, 
tourist boards, hotel reports and the date from Ministry of Tourism were processed for quantitative and qualitative 
analysis. The Tourism Development Index was correlated with key variables via regression analysis to identify the 
main statistically significant drivers of tourism development and differences across the islands.
Findings – The resulting core-periphery pattern reflects a cumulative process of spatial concentration, whereby 
well-connected and branded destinations attract recurrent investment cycles, while marginal islands face stagnation. 
These disparities have multidimensional implications for the economic sustainability, local community resilience 
and spatial planning of insular regions.
Originality of the research – The paper analyses the causal mechanisms underlying spatial disparities and discusses 
policy options that could foster more balanced and sustainable hotel development across the Croatian islands. By 
integrating geographical, demographic, resource, economic and policy perspectives, the paper contributes to a 
deeper understanding of the insular hotel industry.

Keywords island tourism, spatial disparities, hotel industry, sustainable development, core-periphery model, 
regional planning
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Barrier, Catalyst, or Bystander? Functional Roles of Protected Areas in Local Socioeconomic Systems

BARRIER, CATALYST, OR BYSTANDER? FUNCTIONAL ROLES 
OF PROTECTED AREAS IN LOCAL SOCIOECONOMIC SYSTEMS
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Abstract

Purpose – This study examines how protected areas (PAs) influence local development, particularly through 
tourism-related activities, moving beyond the dominant binary view of parks as either drivers of or barriers to 
development, and focusing on the relational and governance conditions that shape these outcomes.
Methodology/Design/Approach – A qualitative comparative case study based on 79 individual in-depth interviews 
with key stakeholders across three PAs in Poland, with a fourth case under investigation.
Findings – Three functional models are identified: conflict-driven governance, collaborative embeddedness, 
institutional marginality, reflecting varying degrees of institutional and relational embeddedness and shaping how 
PAs influence tourism-based local development.
Originality of the research – The study advances a functional connectivity perspective, showing that the role of 
PAs is shaped not by formal status but by governance quality, institutional capacity, and stakeholder relations, and 
offering an empirically grounded framework linking conservation and tourism development.

Keywords protected areas, tourism, local development, stakeholder relations, functional connectivity, qualitative 
research 
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Sustainable Leadership in a Municipal Cultural Institute: Applying the Honeybee Leadership Model in an Urban Educational Tourism Destination

SUSTAINABLE LEADERSHIP IN A MUNICIPAL CULTURAL INSTITUTE: 
APPLYING THE HONEYBEE LEADERSHIP MODEL IN AN URBAN 

EDUCATIONAL TOURISM DESTINATION
 

Maria LAZAROVA,  
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Bulgaria 

Ivan ANGELOV,  
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Abstract

Purpose – This study examines sustainable leadership as a governance approach in hybrid cultural institutions 
contributing to urban experience-based visitor environments. Building on the Honeybee Leadership Model, 
the research develops an adapted analytical framework linking leadership values, organisational practices and 
performance outcomes relevant to public-mission organisations.
Methodology/Design/Approach – The study adopts an exploratory qualitative case study design focusing on a 
municipal cultural and educational institution. Empirical data are collected through document analysis and semi-
structured interviews with key organisational stakeholders.
Findings – Preliminary insights suggest that sustainable leadership practices are associated with collaborative 
governance, innovation in educational experiences and strengthened institutional partnerships influencing 
organisational sustainability and visitor engagement. 
Originality of the research – The study contributes to leadership and cultural management research by demonstrating 
the applicability of the Honeybee framework in analysing governance dynamics and long-term value creation in 
urban cultural environments.

Keywords sustainable leadership, Honeybee Leadership Model, cultural institutions, urban visitor experience
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Institutional Moderation and Divergent Cluster Scaling: A Comparative Analysis of the United States and Europe

INSTITUTIONAL MODERATION AND DIVERGENT CLUSTER SCALING: 
A COMPARATIVE ANALYSIS OF THE UNITED STATES AND EUROPE

Ivan ANGELOV,
Sofia University St. Kliment Ohridski,  

Bulgaria

Vangeliya ADAMS,
Sofia University St. Kliment Ohridski,  

Bulgaria

Abstract

Industry clusters are globally recognized as sources of regional competitive advantage and also engines of innovation. 
Although agglomeration economies and knowledge spillovers can explain the emergence of clusters, they do not fully 
account for the varying scalability of clusters across advanced economies. Some clusters will produce fast-growing 
firms with global reach, while others will simply develop gradually, even when the geographic advantages are similar. 
While prior research has, in many instances, established the centrality of agglomeration economies and knowledge 
spillovers in cluster formation, much less attention has been devoted to the postemergence phase. It is worth noting 
that of a particular influence are the national institutional settings as a key component for long-term development. 
Purpose – This paper outlines a framework that conceptualizes cluster development as determined by institutional 
conditions, with labor mobility and policy orientation at its center. 
Methodology/Design/Approach – Considering the economic geography, cluster life-cycle research, institutional 
analysis, and comparative financial systems, the paper compares cluster behavior in the United States and Europe. 
Findings – Rather than attributing observed differences to entrepreneurial ability, the analysis shows how 
institutional systems magnify or constrain growth and identifies several paths for future empirical research. 

Keywords industry clusters, agglomeration economies, institutional moderation, financial systems, labor mobility, 
place-based policy, cluster scaling,  comparative capitalism
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Beyond Buzzwords: New Work’s Real Impact on Psychological Empowerment and Employee Engagement

BEYOND BUZZWORDS: NEW WORK’S REAL IMPACT ON 
PSYCHOLOGICAL EMPOWERMENT AND EMPLOYEE ENGAGEMENT
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Abstract

Purpose – This study examines the impact of New Work practices on employee  engagement mediated by 
psychological empowerment, Despite its growing  prominence in management research, New Work has received 
little attention in  tourism studies, despite persistent labour shortages and an unattractive  employer image. The 
study aims to identify which specific practices most effectively foster employee engagement and thus offer 
actionable guidance for tourism employers.  
Methodology/Design/Approach – A quantitative online survey (N = 869) assessed 18 New Work practices, 
psychological empowerment and employee experience using validated scales. An overall New Work score was 
computed by aggregating practices and categorizing values into quartiles. Descriptive analyses were conducted, and 
structural equation modeling is being applied to test the impact of New Work practices on employee engagement, 
mediated by psychological empowerment.  
Findings – Participants represented diverse tourism subsectors. Preliminary results indicate that participatory 
leadership and mutual appreciation are positively associated with all four dimensions of psychological 
empowerment. Final SEM results are forthcoming.  
Originality of the research – This study is the first to empirically examine New Work practices in tourism and to 
test psychological empowerment as a mediating construct. It contributes to tourism HRM research by clarifying 
how work design and leadership practices can strengthen employee engagement.  

Keywords new work, psychological empowerment, employee experience, employee engagement, leadership
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Digital Transformation and Tourism Market Dynamics in the European Union: Recovery, Innovation and Smart Tourism Development

DIGITAL TRANSFORMATION AND TOURISM MARKET DYNAMICS 
IN THE EUROPEAN UNION: RECOVERY, INNOVATION AND SMART 

TOURISM DEVELOPMENT

Ace MILENKOVSKI,  
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University of Skopje, 
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Abstract

Purpose – This study examines the recovery of tourism in the European Union after the COVID-19 pandemic and 
explores the growing role of digital transformation in reshaping tourism markets, destination management, and 
sectoral competitiveness.
Methodology/Design/Approach – The paper applies a descriptive analytical approach based on secondary data 
from UNWTO, Eurostat, OECD, and WTTC reports. It reviews international tourist arrivals, tourism’s economic 
contribution, digital tourism adoption, online distribution channels, and the development of smart tourism systems 
across EU tourism markets.
Findings – The analysis shows that EU tourism has recovered strongly after the pandemic shock, supported by 
renewed international mobility, resilient travel demand, and the rapid expansion of digital platforms. Digital 
technologies, including artificial intelligence, big data analytics, mobile applications, and online booking systems, 
have become key instruments for tourism promotion, service delivery, customer engagement, and destination 
planning. The results also indicate that digitalization strengthens destination competitiveness when combined with 
sustainability-oriented tourism policies.
Originality of the research – The study contributes by linking post-pandemic tourism recovery with digital 
transformation in the EU context. It highlights how smart tourism tools and sustainable policy frameworks jointly 
shape the future development of European tourism and offers a concise basis for further empirical research and 
policy discussion.

Keywords European Union tourism, tourism recovery, digital transformation, smart tourism, artificial intelligence, 
sustainable tourism, destination competitiveness
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Comparative Analysis of Legal Frameworks and Safety Standards in Health Resorts: Slovenia, Croatia, and Austria

COMPARATIVE ANALYSIS OF LEGAL FRAMEWORKS  
AND SAFETY STANDARDS IN HEALTH RESORTS:  
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Abstract

Purpose – Health tourism is increasingly establishing itself as one of the fastest-growing and, at the same time, one 
of the most complex segments of contemporary tourism. The purpose of this paper is to analyse and compare the 
legal frameworks and safety standards governing the operation of health resorts and wellness facilities in Slovenia, 
Croatia, and Austria, with particular emphasis on the relationship between legislation and international standards.
Methodology/Design/Approach – The study is based on a qualitative methodology employing descriptive and 
comparative methods. The analysis draws on secondary sources, including national legislation, secondary 
legislation, international ISO standards, and scholarly literature in the fields of safety and risk management.
Findings – The findings identify three regulatory models: a normative model in Slovenia, a hybrid model in 
Croatia, and an integrated model in Austria. The systems differ primarily in the relationship between legislation 
and standardization, as well as in the approaches used to manage safety risks.
Originality of the research – The paper provides a systematic comparative analysis of national approaches and 
contributes to a better understanding of the role of standardization in safety management within health and 
wellness tourism.

Keywords health tourism, health resorts, safety management, standardization, regulatory frameworks
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Cooperation With the Croatian Diaspora Through an Innovative Approach for the Development of Genealogical Tourism
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GENEALOGICAL TOURISM
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Abstract

Purpose – Uniting diaspora, local community and stakeholders in tourism in creating a more comprehensive 
Croatian identity and image to advance tourism offers, particularly for the diaspora. 
Methodology – The main goal of the research is to create a model that ensures the competitive advantage of Croatia 
as a tourist destination in accordance with diaspora trends and requirements of the Croatian diaspora as a tourist 
market. Research methods include desk research to analyze secondary data, a quantitative method of an online 
survey of Croats and the diaspora, and foreign students. Qualitative method of semi-structured interviews was used 
to collect primary data from key participants in the process. Interviews were conducted with representatives of 
Croatian minorities and native clubs, as well as with experts from institutions dealing with migration and emigrant 
issues, who are familiar with cultural tourism, intangible heritage, especially myths, legends and traditions, as well 
as folk dances and music.
Findings – Upon completion of research, several factors surface as contributing to the success of Croatian tourism. 
Tourists and the diaspora are mostly satisfied with their trips to Croatia, but they do not have a strong sense of 
Croatian identity, there are very superficial associations with what Croatia represents.  In the survey conducted, 
there are several new trends regarding tourism and diaspora, including an interest in reconnecting with family 
heritage, authentic experiences, sustainable travel options, and exploration of lesser-known regions of Croatia are 
being sought, although are not fully offered yet. Thus, a focus on developing local immersion offers and increasing 
local pride should be considered priorities for Croatia. 
Originality of the research – The inclusion of Croatian Heritage Foundation (HMI) as a medium and channel 
that is essential for the development of genealogical tourism. The way in which HMI collaborates with various 
institutions and local authorities develop and promote genealogical tours that enable visitors to explore their roots 
in Croatia. Such activities not only strengthen the identity of the Croatian diaspora but also promote Croatia as a 
destination rich in cultural and historical heritage, increasing the country’s attractiveness for tourists looking to 
explore their family background and better access to information, all of which would contribute to a successful, 
diverse and creative sustainable tourism. 

Keywords diaspora, genealogical and ancestral tourism, tourist offer, historical and cultural heritage, identity
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Perceived KPI Importance and Monitoring Practices in Nautical Charter Companies: Evidence From Croatia

PERCEIVED KPI IMPORTANCE AND MONITORING PRACTICES  
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Abstract

Purpose – This study examines the perceived importance and monitoring of key performance indicators (KPIs) in 
nautical charter companies, aiming to better understand how performance measurement practices evolve in asset-
intensive tourism service contexts. 
Methodology/Design/Approach – Primary data were collected through a structured survey of 35 charter companies 
operating in Croatia. Respondents assessed the importance of 17 performance indicators and reported the extent 
to which these indicators are systematically monitored. Descriptive statistics and non-parametric tests (Spearman 
correlation, Mann–Whitney U, and Kruskal–Wallis) were used to examine importance–monitoring alignment and 
differences across organizational characteristics. 
Findings – The results reveal a consistent gap between perceived KPI importance and monitoring intensity, 
particularly for customer value indicators. A strong positive correlation between KPI importance and monitoring 
intensity indicates substantial alignment between perceived performance priorities and KPI monitoring practices. 
Although descriptive differences in monitoring intensity are observed across firms with different strategic priorities, 
fleet sizes, and levels of involvement in strategic decision-making, none of these organizational characteristics 
emerges as a statistically significant determinant in this sample, although descriptive variation is observed. 
Originality of the research – The study provides firm-level empirical insight into performance measurement 
maturity in nautical tourism by examining the alignment between perceived KPI importance and monitoring 
intensity as an observable performance management practice in a fragmented tourism segment characterized by 
shared operational constraints.
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The Role of Community Festivals in Post-Disaster Recovery and Resilience

THE ROLE OF COMMUNITY FESTIVALS IN POST-DISASTER  
RECOVERY AND RESILIENCE
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Abstract

Purpose – The purpose of this paper is to explore the use of social infrastructure as a guiding framework to help 
understand how a community festival can support a community in its recovery from a natural disaster.
Methodology/Design/Approach – Semi-structured interviews were carried out with 11 representatives of the 
Whitsundays community, chosen purposefully because of their knowledge of the festivals that take place in the 
region, and/or because of their connections with the broader tourism industry and local government.
Findings – Preliminary findings suggest that the social infrastructure framework has utility in helping to understand 
the beneficial relationship between a festival and the community which hosts it post-disaster
Originality of the research – This research is amongst the first to adopt social infrastructure as a guiding framework 
to investigate the value of community festivals.

Keywords festivals, community, post-disaster recovery, tourism
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Willingness to Pay in Tourist Attractions: A Bibliometric Analysis of Tourism Valuation Research
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Abstract

Purpose – The valuation of tourism resources through willingness to pay (WTP) has become an important tool for 
supporting sustainable management of tourist attractions. Despite the growing body of literature, the intellectual 
structure and thematic development of WTP research within tourism remain fragmented. This study aims to 
systematically map the research landscape of WTP studies related to tourism experiences, tourist attractions, and 
destination management.
Methodology/Design/Approach – A bibliometric analysis was conducted using publications retrieved from the Web 
of Science Core Collection. Following data cleaning and relevance screening, the dataset was analysed through 
science mapping techniques using Biblioshiny and VOSviewer. Keyword co-occurrence, thematic mapping, and 
thematic evolution analyses were employed to identify major thematic clusters, intellectual foundations, and the 
development of research topics over time.
Findings – The results reveal a structured yet fragmented research landscape centred on willingness to pay, with four 
dominant thematic clusters related to protected areas, economic valuation methods, sustainability, and emerging 
behavioural perspectives. The findings confirm that WTP research in tourism is strongly rooted in environmental 
and resource economics, with valuation approaches primarily applied in conservation contexts. Over time, the 
field has evolved from a methodological focus on contingent valuation and choice experiments toward a more 
interdisciplinary and behaviour-oriented perspective, with increasing attention to sustainability, ecotourism, visitor 
management, ecosystem services, and tourist preferences, although these emerging themes remain only partially 
integrated into the core.
Originality of the research – This study provides a comprehensive bibliometric overview of WTP research in 
tourist attractions and clarifies the conceptual and intellectual structure of the field, while identifying key research 
streams and emerging directions. The study contributes to advancing knowledge on economic valuation in tourism 
and supports evidence-based pricing, visitor management, and sustainable management strategies for tourist 
attractions.

Keywords willingness to pay, tourism valuation, tourist attractions, protected areas, contingent valuation
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Abstract

Purpose – Tourism, as one of the fastest-growing contemporary phenomena, significantly affects local communities, 
both positively and negatively, particularly in rural areas. This study aims to examine the attitudes of the local 
population towards tourism development and its perceived impacts in the Ravni Kotari area in Croatia.
Methodology/Design/Approach – The research employs a qualitative approach, using semi-structured interviews 
with residents. Collected data were transcribed and analysed in MAXQDA 22, enabling systematic coding and the 
interpretation of key themes related to tourism development and community perceptions.
Findings – The results indicate that the local population recognizes the positive economic and environmental effects 
of tourism development. However, awareness of potential negative impacts—particularly economic, sociocultural, 
and ecological—is limited. At the same time, tourism development has contributed to a growing understanding 
of the importance of preserving traditional lifestyles and protecting the autochthonous character, as well as the 
cultural and natural heritage of the rural area.
Originality of the research – This study provides context-specific insights into community perceptions of rural 
tourism development in an under-researched Croatian region. It contributes to a better understanding of how local 
awareness shapes sustainable tourism development and highlights the need for a more balanced consideration of 
both positive and negative impacts.

Keywords rural tourism, local community perceptions, tourism impacts, sustainable tourism development
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AI Framework for Assessing the Impact of Geopolitical Risk on Global Tourism Demand

AI FRAMEWORK FOR ASSESSING THE IMPACT OF  
GEOPOLITICAL RISK ON GLOBAL TOURISM DEMAND

Valeriia KOSTYNETS, 
National Academy of Management,
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Iuliia KOSTYNETS, 
National Academy of Management,
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Giancarlo FEDELI, 
University of Bergamo, 

Italy

Abstract

Purpose – This study develops and tests an AI-based framework for assessing the impact of geopolitical risk 
on global tourism demand. The research explores how geopolitical risk affects tourism flows and whether its 
integration into AI-based models enhances the analysis of tourism demand dynamics. 
Methodology/Design/Approach – The study employs a mixed-method approach combining secondary data on 
international tourism, macroeconomic indicators, and behavioral data. A composite Geopolitical Tourism Risk 
Index (GTRI) is constructed to capture destination-specific exposure to geopolitical instability. Empirical analysis 
is conducted using an artificial intelligence model (XGBoost), enabling the identification of nonlinear relationships 
and interaction effects. 
Findings – The results confirm that geopolitical instability is a significant determinant of global tourism demand. 
The GTRI effectively differentiates destinations by their risk exposure. The AI-based model demonstrates improved 
performance over traditional approaches and reveals complex mechanisms, including the redistribution of tourism 
flows and delayed demand responses driven by risk perception. 
Originality of the research – The study proposes a novel AI-based framework integrating  geopolitical risk into tourism 
demand analysis. The GTRI provides a tourism-specific risk  measure, while the use of behavioral data and machine 
learning advances methodological approaches and supports tourism management under geopolitical uncertainty. 

Keywords AI-based models, tourism demand, tourism flow, geopolitical risk
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Examining Citizens’ Attitudes Toward Multiculturalism in Croatia

EXAMINING CITIZENS’ ATTITUDES TOWARD  
MULTICULTURALISM IN CROATIA
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Abstract

Purpose – The aim of the paper is to examine the attitudes of citizens of the Republic of Croatia towards 
multiculturalism and to analyze the connection between the key dimensions of multiculturalism (personal contact, 
openness, social relations, and perception of social effects) and the general attitude towards multiculturalism. Special 
emphasis is placed on understanding the factors that shape the perception of cultural diversity in contemporary 
Croatian society.
Methodology/Design/Approach – The research was conducted using a quantitative approach with a structured 
survey questionnaire distributed online in May and June 2024. Respondents’ attitudes were measured on a Likert 
scale across four dimensions of multiculturalism and general attitude. Multiple regression analysis was used to test 
the hypothesis.
Findings – The results show that respondents have moderate attitudes toward individual dimensions of multiculturalism, 
while the general attitude and perception of multiculturalism are predominantly negative. The highest level of 
agreement was recorded in the dimension of personal contact, and the lowest in the perception of the social effects 
of multiculturalism. Regression analysis confirms that all analyzed dimensions have a statistically significant and 
positive impact on the general attitude, with the perception of social effects being the strongest predictor. The model 
explains a significant portion of the variance in the general attitude, thus confirming the hypothesis.
Originality of the research – The paper contributes to the existing literature by providing an empirical analysis of 
Croatian citizens’ attitudes toward multiculturalism, an area that remains insufficiently systematically researched 
in the national context. The value of the paper lies in integrating multiple dimensions of multiculturalism into a 
single analytical model and identifying key determinants of attitudes, which can serve as a basis for shaping public 
policies and guiding further research.

Keywords multiculturalism, citizens’ attitudes, cultural diversity, social cohesion, threat perception, Croatia
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When Service Attributes Fail: Customer Dissatisfaction in Airline Services

WHEN SERVICE ATTRIBUTES FAIL:  
CUSTOMER DISSATISFACTION IN AIRLINE SERVICES
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Abstract

Purpose – This study explores how airline service attributes contribute to customer dissatisfaction when 
service performance fails. While prior airline research has predominantly focused on satisfaction and positive 
evaluations, this study adopts a dissatisfaction-oriented perspective to better understand service breakdowns 
from the customer’s viewpoint.
Methodology/Design/Approach – The study adopts a qualitative–analytical approach based on customer-generated 
online reviews of Pegasus Airlines, a major Turkish airline. 
Findings – The findings reveal multiple dissatisfaction dimensions associated with airline services, including 
reliability, responsiveness, assurance, empathy, tangibility, and accountability-related issues. 
Originality of the research – By focusing explicitly on customer dissatisfaction rather than satisfaction, this study 
offers a failure-oriented perspective on airline services. Using customer-generated data from a Turkish airline, the 
study provides context-specific insights for service improvement and recovery strategies, while contributing to a 
more balanced understanding of customer evaluations in air transportation. 

Keywords customer satisfaction, service attributes, text mining, topic modeling, LDA
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The Impact of Integrated Marketing Communications on Visitor Engagement and Conservation Behavior in Protected Areas

THE IMPACT OF INTEGRATED MARKETING COMMUNICATIONS  
ON VISITOR ENGAGEMENT AND CONSERVATION BEHAVIOR  

IN PROTECTED AREAS
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Abstract

Purpose – This paper examines IMC activities, visitor engagement, and conservation behaviour at Biokovo Nature 
Park, Croatia, identifying which channels and methods are most effective in raising environmental awareness and 
driving conservation-oriented behaviour among protected area visitors.
Methodology/Design/Approach – A quantitative research design was employed, based on primary data collected 
through an online survey administered to 201 visitors between April and May 2024. The instrument comprised 17 
closed-ended questions across five thematic categories, using a five-point Likert scale. Data were analysed using 
descriptive statistics, Cronbach’s alpha reliability testing, and Pearson correlation analysis.
Findings – Information quality emerged as the strongest construct across all measured outcomes, with the highest 
correlation for overall satisfaction with park macro attributes (r = 0.728), visitor engagement (r = 0.700), and IMC 
impact on environmental awareness (r = 0.678). Social media was rated the most effective IMC channel, while 
word of mouth dominated pre-visit information behaviour (81.1%). Conservation participation intentions remained 
moderate despite positive awareness outcomes, indicating a persistent awareness-behaviour gap.
Originality of the research – This study provides empirical evidence from a Croatian protected area linking IMC 
channel effectiveness and information quality to visitor conservation outcomes, demonstrating that content quality 
is a stronger driver of conservation behaviour than channel reach or diversity. 

Keywords Integrated Marketing Communication, protected areas, visitor engagement, conservation behaviour, 
visitor segmentation, Nature Park tourism
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Mindful Practices to Reduce Stress and Turnover in Restaurants Serving Their Communities

MINDFUL PRACTICES TO REDUCE STRESS AND TURNOVER  
IN RESTAURANTS SERVING THEIR COMMUNITIES

Vicki LAVENDOL, 
Rosen College of Hospitality Management,

University of Central Florida, 
United States

Abstract

Purpose – The purpose of the study was to evaluate the implementation of a manager-led, four-week mindfulness 
program to reduce job stress and turnover intention. The regional fast casual restaurant company was founded as 
a barbeque ministry well known for a commitment to communities, based in Orlando, Florida in the United States 
of America.
Methodology/Design/Approach – This research blended Human Resources Management and Strategic Leadership 
Development by training managers to introduce innovative mindful micro-practices during existing pre/post-shift 
meetings. Explanatory sequential mixed methods design was utilized to secure qualitative insights after completion 
of a four-week intervention which included both pre/post quantitative survey data collection from participants.
Findings – The findings of this study were mixed. The quantitative data was encouraging, yet statistically insignificant. 
The qualitative data, however, was thick and rich, with five themes describing the caring organizational culture.
Originality of the research – While self-determination theory (Deci & Ryan,2000) has broad appeal, it was limited 
in hospitality and tourism studies. Mindfulness practices (Kabat-Zinn, 2015) are increasing today, but literature on 
application and studies in the hospitality and tourism industry were very limited.

Keywords turnover, stress, restaurants, mindful practices, organizational culture  
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The Fiscal Impact of Tourism on Housing Improvement in Adriatic Croatia

THE FISCAL IMPACT OF TOURISM ON HOUSING IMPROVEMENT  
IN ADRIATIC CROATIA

Eva MIJATOVIĆ, 
University of Rijeka,  

Faculty of Tourism and Hospitality Management,
Croatia

Abstract

Purpose – Tourism is one of the key drivers of the economy. As such, it plays an important role in local communities 
and local government units. Increased tourist activity creates additional demands for investment in communal 
infrastructure, spatial management, and housing capacity, which raises local expenditure. The purpose of this 
paper is therefore to empirically assess the fiscal impact of tourism development and employment on per capita 
housing improvement expenditures in local government units of Adriatic Croatia.
Methodology/Design/Approach – The empirical analysis is based on a quantitative econometric study of panel data 
from local government units (cities and municipalities) in Adriatic Croatia for the period 2016–2023. To estimate 
the relationship between the variables, a log-linear panel model is used.
Findings – The results indicate that tourism activity is an important generator of fiscal pressures in the housing 
and communal infrastructure sector, while employment serves as an additional channel through which demand for 
public services and investment increases. The results confirm a statistically significant and economically meaningful 
impact of tourism development on housing-related public expenditures, highlighting the role of tourism as a driver 
of local fiscal pressure.
Originality of the research – The originality of this research lies in its empirical assessment of the fiscal impact 
of tourism development on housing improvement in Croatia. It also analyses the category of expenditures for the 
improvement of housing and communal infrastructure, which is one of the functional areas most directly exposed 
to tourist pressures. 

Keywords tourism, fiscal impact, local budget expenditures, Adriatic Croatia
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The Relationship Between Accommodation Structure and Seasonality

THE RELATIONSHIP BETWEEN ACCOMMODATION STRUCTURE  
AND SEASONALITY
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Abstract

Purpose – The purpose of this study is to examine the role of accommodation structure in shaping tourism 
demand seasonality in coastal destinations. Particular emphasis is placed on comparing the seasonality of hotel 
accommodation with other types of lodging, as well as on analysing the impact of the share of the hotel sector on 
the overall seasonality of a destination. The study assumes that seasonality is not exclusively a climatic or demand-
driven phenomenon, but is to a significant extent determined by the structure of tourism supply.
Methodology/Design/Approach – The empirical research was conducted on a sample of 45 destinations in the 
Adriatic Croatia region. Seasonality was measured using the Gini coefficient, calculated separately for hotel 
accommodation, other types of accommodation, and total accommodation capacity. The analysis included 
descriptive statistics, a paired-samples t-test to determine differences in seasonality between accommodation types, 
Pearson correlation analysis, and simple linear regression to assess the impact of the share of hotel accommodation 
on overall destination seasonality. This approach enabled the quantification of the structural contribution of the 
accommodation model in explaining seasonal patterns.
Findings – The results indicate that hotel accommodation exhibits a statistically significantly lower level of 
seasonality compared to other types of accommodation, with a very large effect size. Furthermore, a higher share 
of hotel accommodation is associated with lower overall destination seasonality, while accommodation structure 
explains nearly one-fifth of the variability in seasonality across the observed destinations. The findings confirm that 
seasonality is partly endogenously generated by the structure of supply, and that a development model dominated 
by private accommodation contributes to higher seasonal concentration of tourism demand.
Originality of the research – This paper contributes to the theoretical discussion on seasonality by reinterpreting 
it as a structural-economic category rather than a purely climatically determined phenomenon. It empirically 
confirms the importance of the institutional and organizational structure of supply in shaping the annual dynamics 
of tourism demand. In addition to its theoretical contribution, the study provides practical guidelines for tourism 
policy aimed at reducing seasonality, balancing the structure of accommodation capacity, and promoting long-term 
sustainable development of coastal destinations.

Keywords accommodation structure, tourism seasonality, Gini coefficient, Adriatic Croatia
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Evolving Tourist Perceptions, Satisfaction, and Loyalty in a European Capital of Culture: A Longitudinal Study of Timișoara

EVOLVING TOURIST PERCEPTIONS, SATISFACTION, AND LOYALTY  
IN A EUROPEAN CAPITAL OF CULTURE:  
A LONGITUDINAL STUDY OF TIMIȘOARA
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Abstract

Purpose – This study examines the evolution of tourists’ perceptions, satisfaction, and loyalty toward Timișoara 
as an emerging European destination, using longitudinal data collected before and after the European Capital of 
Culture year, a hallmark cultural event celebrated for its capacity for social, economic, and urban renewal.
Methodology/Design/Approach – A longitudinal survey was conducted among tourists visiting Timișoara 
across multiple time points (2017, 2019, 2025). The study analyzes changes in travel motivations, information 
sources, perceived importance of destination attributes, satisfaction levels, and behavioral intentions (revisit 
and recommendation). Descriptive and comparative analyses were employed, along with preliminary statistical 
analyses using the Chi-square test to examine whether there are statistically significant differences across years and 
among the main variables analyzed.
Findings – Findings indicate a shift from business-oriented travel toward leisure and city-break tourism, alongside 
the increasing importance of social and digital information sources. Overall satisfaction levels remain consistently 
high, particularly regarding atmosphere, urban experience, and interactions with residents, which should reassure 
stakeholders about Timisoara’s appeal. While expectations are generally met, loyalty indicators (revisit and 
recommendation intentions) show variation across demographic groups. Emerging trends suggest a repositioning 
of Timișoara as a leisure-oriented and experience-driven destination.
Originality of the research – The study contributes to the destination development literature by offering a rare 
longitudinal perspective on tourist perception dynamics in pre- and post-cultural-event contexts, highlighting 
evolving demand patterns and implications for destination management.

Keywords travel motivations, destination satisfaction, destination loyalty, longitudinal analysis, urban tourism, 
ECoC
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Rethinking Tourism From the Generation Z Perspective: Transformation or the End of the Current Tourism Model

RETHINKING TOURISM FROM THE GENERATION Z PERSPECTIVE: 
TRANSFORMATION OR THE END OF THE CURRENT TOURISM MODEL
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Abstract

Purpose – The notion of the “end of tourism” has emerged as a critical reflection on the limits of the dominant mass 
tourism model, increasingly seen as incompatible with sustainability due to its reliance on consumption-driven 
practices and intensive mobility systems. While the tourism industry mainly focuses on a time frame of several 
years, academia has also largely failed to invest significant effort in rethinking tourism in the long term. In this 
context, the study explores how Generation Z, who will be the most prominent tourism consumers in the coming 
decades, perceives these tensions and interprets the future of tourism. 
Methodology/Design/Approach – The study adopts a qualitative design based on responses from 53 Generation Z 
respondents. The questions were grouped around respondents’ perceived value of tourism, its negative impacts, 
envisioned future trajectories, and the conditions under which changes in tourism practices are considered 
acceptable. Data were analysed using NVivo through a multi-stage coding process, including thematic coding and 
aggregation into higher-order nodes. Matrix coding were used to examine relationships between value dimensions 
and perceived impacts, while cluster analysis was applied to explore structural patterns among themes.
Findings – The findings reveal a consistent tension between the perceived value of tourism and its negative impacts. 
Generation Z recognises the cultural, economic, and personal benefits generated by tourism, but also simultaneously 
demonstrates strong awareness of environmental degradation, mass tourism, and high-emission mobility. The 
results indicate that the prevailing tourism model creates value for tourists and economic actors, while undermining 
environmental sustainability and the well-being of local communities. Respondents support interpreting the 
interpretation of the “end of tourism” as the decline of its mass-consumption logic. They predominantly envision 
future tourism as more sustainable, regulated, and smaller in scale, with a shift toward slower, locally embedded 
forms such as rural and outdoor tourism.  
Originality of the research – The study contributes to the “end of tourism” concept by framing it as a manifestation 
of internal system tensions between value creation and negative impacts. Theoretically, it introduces a value–
impact–transformation perspective that explains tourism change as a structural process. Empirically, by integrating 
perception-based evidence with a systemic approach, the study advances discussions on sustainability and tourism 
transformation. From a practical perspective, the findings offer insights for managing transitions toward lower-
impact and more socially acceptable tourism models. 

Keywords end of tourism, Generation Z, tourism transformation, overtourism
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Evaluating Campsite Attributes and Intention to Camp Among Generation Z in Croatia

EVALUATING CAMPSITE ATTRIBUTES AND INTENTION TO CAMP 
AMONG GENERATION Z IN CROATIA

Ivan BUTKOVIĆ, 
University of Rijeka,

Faculty of Tourism and Hospitality Management,  
Croatia

Ivana LICUL,
University of Rijeka,
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Abstract

Purpose – Despite its importance for Croatian tourism, the camping market is increasingly characterised by 
destination maturity and an ageing consumer base. Although previous studies have largely focused on the attitudes 
and preferences of existing campers, considerably less attention has been paid to latent demand, particularly to 
individuals without prior camping experience. Accordingly, this study examines the dimensions of campsite attribute 
evaluation among Generation Z in Croatia, as well as differences according to gender, formal camping-related 
education, and prior experience. In addition, it considers intention to camp as a complementary attitudinal dimension.
Methodology/Design/Approach – The study is based on a survey conducted among 270 Generation Z respondents. 
Exploratory factor analysis was employed to identify the underlying dimensions of campsite attribute evaluation, 
and independent samples t-tests were used to examine differences between subgroups.
Findings – Five dimensions were identified: infrastructure and hygiene, services, equipment and camping practice, 
camp management, and intention to camp. Infrastructure and hygiene accounted for the largest share of explained 
variance. The results further indicate that favourable evaluations of campsite attributes are accompanied by only 
moderate levels of intention to camp, particularly among respondents without prior experience. Statistically 
significant differences were found with respect to gender and prior experience, while differences related to formal 
camping-related education were limited.
Originality of the research – The study focuses on a younger population segment, Generation Z, which includes 
potential and inexperienced users as an under-researched segment of camping demand. In addition to the structure of 
campsite attribute evaluation, the study suggests differentiating dimensions across relevant subgroups. By identifying 
differences between attribute evaluation and intention to camp, the study contributes to a better understanding of 
early camping engagement. Finally, the need to ensure basic conditions of stay and to reduce the complexity of 
camping for younger users, as shown in this research, represents a valuable input for camp managers.

Keywords camping tourism, Generation Z, campsite attribute evaluation, intention to camp, Croatia
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From Experience to Expectation in Congress Tourism: Perceptions of X, Y, and Z

FROM EXPERIENCE TO EXPECTATION IN CONGRESS TOURISM: 
PERCEPTIONS OF X, Y, AND Z

Marina BARKIĐIJA SOTOŠEK,
University of Rijeka,  

Faculty of Tourism and Hospitality Management, 
Croatia 

Daniela GRAČAN, 
University of Rijeka,  

Faculty of Tourism and Hospitality Management,
Croatia

Abstract

Purpose – By recognizing differences among cohorts, participants belonging to the Generations X, Y, and Z and 
their preferences regarding congresses, destination stakeholders, and congress organizers can benefit from planning 
future congress gatherings by considering both the currently most represented generations and those whose share 
in congress tourism will increase in the coming years.
Methodology/Design/Approach – The research was conducted using a quantitative approach, with a questionnaire 
as the main instrument for data collection. Data were collected through field research at a particular congress hotel 
within a single destination, during several different congresses held in 2025. The collected data were analyzed 
using confirmatory factor analysis, while Cronbach’s alpha was used to estimate the reliability of each construct. 
Findings – Different generations perceive congress gatherings differently. While younger generations choose 
congresses based on the destination, older generations place less value on this aspect and focus more on professional 
development and networking with participants from the same field of interest. 
Originality of the research – This research highlights the importance of an integrated approach to congress tourism 
management by providing suggestions for reaching each generational cohort, taking into account differences in 
their preferences. 

Keywords congress tourism, MICE industry, cohorts, congress tourists’ experience
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Understanding AI Chatbot Adoption in Tourism: How ICT Competence and Human Interaction Preferences Shape User Behaviour

UNDERSTANDING AI CHATBOT ADOPTION IN TOURISM:  
HOW ICT COMPETENCE AND HUMAN INTERACTION PREFERENCES 

SHAPE USER BEHAVIOUR

Vanja VITEZIĆ,
University of Rijeka,  

Faculty of Tourism and Hospitality Management,  
Croatia

Abstract

Purpose – The growing use of AI chatbots in tourism is transforming how travelers search for information, plan 
trips, and make decisions. This study aims to examine the key determinants of AI chatbot adoption and usage, with 
a particular focus on differences between users with varying levels of ICT competence and preference for human-
to-human interaction.
Methodology/Design/Approach – The study applies an extended Technology Acceptance Model (TAM), 
incorporating perceived usefulness, ease of use, enjoyment, trust, intelligence, and subjective norms. Data from 
815 respondents were analysed using PLS-SEM. Multi-group analysis (MGA) was conducted using permutation 
tests following the MICOM procedure.
Findings – Perceived usefulness, trust, and enjoyment are significantly associated with adoption intention, which 
is strongly associated with actual usage. The association between perceived usefulness and adoption intention, as 
well as between intention and actual usage, is stronger among users with higher ICT competence, whereas perceived 
enjoyment is more strongly associated with adoption intention among less competent users. Additionally, perceived 
trust shows a stronger association with adoption intention among users with higher preference for human interaction.
Originality of the research – The study demonstrates that AI chatbot adoption in tourism is shaped by user 
heterogeneity, highlighting the moderating roles of ICT competence and interaction preferences, and providing 
insights for segmentation-based strategies.

Keywords AI chatbots, tourism, ICT competence, human interaction, technology acceptance; PLS-SEM, 
multi-group analysis
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Signs of Tourism-Driven Community Empowerment or Disempowerment in Rural Areas: Evidence From the Rewilding Landscape of Armeniș Commune, Caraș-Severin County, Romania

SIGNS OF TOURISM-DRIVEN COMMUNITY EMPOWERMENT OR 
DESIMPOWERMENT IN RURAL AREAS: EVIDENCE FROM  
THE REWILDING LANDSCAPE OF ARMENIȘ COMMUNE,  

CARAȘ-SEVERIN COUNTY, ROMANIA
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Abstract

Purpose – This study explores how tourism contributes to community empowerment and/or disempowerment 
in rural areas, focusing on Armeniș commune, Romania. It aims to assess how the interplay between tourism 
and ecological restoration, particularly wildlife reintroduction, shapes economic, cultural, social and political 
dimensions of empowerment.
Methodology/Design/Approach – A qualitative case study approach was employed, combining semi-structured 
interviews with residents, entrepreneurs, and NGO representatives, participant observation, and document analysis 
of tourism and rewilding initiatives’ related documents. Data were analysed thematically across four dimensions 
of community empowerment.
Findings – Results indicate that the rewilding context enhances the area’s attractiveness for nature-based tourism/
ecotourism and diversifies local opportunities. However, benefits remain uneven and seasonal, while political 
empowerment is limited due to the dominant role of external actors in tourism and conservation governance.
Originality of the research – The study contributes to the literature by integrating rewilding landscapes into the 
analysis of tourism-driven community empowerment. It offers empirical evidence from a small, under-researched 
rural community in Eastern Europe and highlights the dual role of rewilding as both an enabler of economic and 
cultural opportunities and a constraint on local decision-making power. 

Keywords community empowerment, nature-based tourism, rewilding landscape, Armeniș commune, Romania 
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Do Protected Areas Matter for Local Products Development? Insights From Local Producers in the Polish Carpathians and Implications for Tourism

DO PROTECTED AREAS MATTER FOR LOCAL PRODUCTS 
DEVELOPMENT? INSIGHTS FROM LOCAL PRODUCERS IN THE POLISH 

CARPATHIANS AND IMPLICATIONS FOR TOURISM
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Abstract

Purpose – The study examines how local producers incorporate natural and cultural heritage of protected areas 
(PAs) into their products and promotional activities, and analyses the social and institutional context shaping these 
processes in the context of tourism development.
Methodology/Design/Approach – The study is based on survey conducted in PAs of the Polish Carpathians. Data 
were collected through 64 questionnaire-based interviews with local producers representing diverse types of local 
products and services, located within or near national parks, landscape parks, protected landscape areas, and 
Natura 2000 sites. Interviews were conducted mainly face-to-face. The questionnaire included closed (Likert-
scale) and open-ended questions, enabling combined descriptive and interpretative analysis.
Findings – Local producers embed natural and cultural values in products and promotion, though explicit links 
to PAs remain limited. Institutional support is fragmented, particularly from PA institutions. Cooperation is 
more developed among producers but remains largely informal, based on mutual promotion, joint activities, and 
exchange of products and knowledge rather than structured partnerships.
Originality of the research – The study demonstrates that, despite the extensive use of natural and cultural heritage 
in local products, PAs are rarely engaged as institutional partners or promotional assets. Their potential remains 
underused, constraining economic and tourism roles and the development of heritage-based tourism. 

Keywords local products, protected areas, cultural and natural heritage, tourism development, place identity, 
Carpathians
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Beyond Trust in AI: Epistemic Trust in AI-Generated Tourism Recommendations
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Abstract

Purpose – As artificial intelligence (AI) increasingly supports travel planning, trust has become central to 
understanding how travellers evaluate and engage with such systems. However, existing research predominantly 
conceptualises trust in AI as trust in the source, emphasising reliability, credibility, and system performance. This 
paper argues that such approaches are conceptually limited, as they overlook how users evaluate the meaning and 
the interpretative value of AI-generated recommendations. The purpose of this paper is to reconceptualise trust in 
AI-mediated tourism through the lens of epistemic trust.
Methodology/Design/Approach – This study adopts a conceptual and critical literature review approach, integrating 
insights from tourism research, human-AI interactions, trust literature, alongside philosophical perspectives that 
frame AI as an epistemic technology rather than a social agent. It critically examines dominant approaches of trust and 
identifies their limitations in explaining how users interpret AI-generated information in decision-making contexts.
Findings – The paper identifies key limitations of extant research and reconceptualises trust as epistemic, i.e., 
context-dependent judgment of interpretative adequacy. This perspective highlights the importance of content 
evaluations, such as coherence, relevance, and authenticity, in shaping user responses. The proposed model 
integrates content and source evaluation as complementary processes influencing epistemic trust, which in turn 
affects behavioural intentions.
Originality of the research – The paper contributes by shifting the focus from trust in AI systems to trust in AI-
generated knowledge. By introducing epistemic trust as a situational and content-oriented construct, it offers a 
novel conceptual lens for understanding AI-mediated decision-making in tourism and extends existing approaches 
beyond source-based evaluations. 

Keywords epistemic trust, artificial intelligence, tourism recommendations, trust in AI, travel decision-making
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Mega Events Hosting: Blessing or Burden? Residents’ Perspectives Approach

MEGA EVENTS HOSTING: BLESSING OR BURDEN?  
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Abstract

Purpose – Residents involvement and understanding in event tourism development, most especially in mega-events 
planning is crucial to its successes. Most of the anticipated positive impacts are hardly felt by the resident, making 
them to perceive the events less as a blessing and more as a burden. The purpose of this study is to explore the 
interconnectedness between event tourism impacts, displacement, and gentrification factors relating to destination 
residents. Also, to investigate the residents’ attitude to their neighborhood change and their psychological wellbeing. 
Methodology/Design/Approach – The study utilizes a mixed methodology In-depth semi-structured interviews 
were conducted with the ten (10) study participants to explore the impacts of events tourism and survey (n=500) 
were distributed through CloudResearch network using multiple constructs from the literature. 
Findings – Preliminary results indicated that the residents’ financial and psychological cost associated with event 
tourism hosting were higher than the anticipated positive impacts. 
Originality of the research – The research will contribute to residents’ attitude to event tourism development and 
planning, most especially on mega-events such FIFA World Cup, and the Olympics. Furthermore, it will help 
policy makers on how to use these events as legacy landmark for the residents. 

Keywords event tourism, residents, destination management, gentrification, displacement, FIFA World Cup, Olympics
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Five Rings, Two Markets: Hotel Pricing and Occupancy Effects of the 2026 Milan Cortina Winter Olympics

FIVE RINGS, TWO MARKETS: HOTEL PRICING AND OCCUPANCY 
EFFECTS OF THE 2026 MILAN CORTINA WINTER OLYMPICS
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Abstract

Purpose – This paper examines the short-run impacts of the 2026 Milan Cortina Winter Olympics on hotel market 
performance across northern Italy, with a focus on average daily rate (ADR) and occupancy in the Milan urban 
market and the Cortina alpine market.
Methodology/Design/Approach – We employ a synthetic control estimator to construct counterfactual hotel market 
performance trajectories for two treated markets, drawing on a donor pool of geographically remote, untreated 
Italian hotel markets.
Findings – Preliminary descriptive evidence suggests that Milan experienced both a large ADR increase and a 
meaningful occupancy gain during the Games window, while Cortina exhibited a pronounced ADR premium 
with comparatively modest occupancy effects, consistent with supply-constrained alpine market dynamics. Formal 
synthetic control estimates are forthcoming.
Originality of the research – This study exploits the multi-cluster geographic structure of the Milan Cortina Games, 
spanning urban and alpine venues, to examine how local supply conditions shape hotel market responses to a common 
mega-event demand shock, contributing to the literature on short-run tourism impacts of major sporting events. 

Keywords Winter Olympics, hotel markets, average daily rate, occupancy, synthetic control, mega-events
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Assessing the Risk of the Destruction of Dubrovnik’s Cultural-Historical Identity Under Mass Tourism

ASSESSING THE RISK OF THE DESTRUCTION OF DUBROVNIK’S 
CULTURAL-HISTORICAL IDENTITY UNDER MASS TOURISM
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Abstract

Purpose – This paper examines whether the risk of the destruction of Dubrovnik’s cultural-historical identity due 
to mass tourism has materialised and assesses the extent of its preservation under increasing tourism pressure. 
Methodology/Design/Approach – The study is based on a survey of 152 respondents from Croatia and abroad, 
analysed using descriptive and comparative methods.
Findings – The findings indicate that 83.6% of respondents perceive Dubrovnik’s cultural-historical identity as 
partially preserved, while 71.1% consider it partially threatened, primarily due to gentrification, environmental 
pressures, overcrowding, rising living costs, and declining quality of life. At the same time, tourism is recognised as a 
key driver of economic benefits, including revenue generation and the preservation and promotion of cultural heritage.
A majority of respondents support a transition from mass tourism towards a more sustainable tourism model, in 
line with current municipal measures such as the Respect the City initiative. The results suggest that, although the 
complete destruction of cultural-historical identity has not occurred, the current development direction requires 
continuous protection measures and more effective strategic management. 
Originality of the research – This paper contributes to a better understanding of the relationship between mass 
tourism and the preservation of cultural-historical identity in UNESCO-protected urban destinations.

Keywords Dubrovnik, cultural-historical identity, externalities, mass tourism, sustainability
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Immersive Reality Systems as Strategic Instruments for Traceability and Transparency in Gastronomic Management

IMMERSIVE REALITY SYSTEMS AS STRATEGIC INSTRUMENTS  
FOR TRACEABILITY AND TRANSPARENCY  

IN GASTRONOMIC MANAGEMENT
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Abstract

Purpose – This study examines consumers’ perceptions concerning the incorporation of digital technologies 
- specifically Augmented Reality (AR) and Virtual Reality (VR) - into exclusive gastronomic experiences. 
The research aims to elucidate the cognitive and affective processes that shape consumer acceptance of these 
technologies in luxury dining contexts, with particular attention to how individuals interpret technological value 
and emotional engagement when interacting with immersive tools during food experiences.
Methodology/Design/Approach – A quantitative research design was adopted to analyze consumers’ attitudinal 
dispositions and behavioral intentions in fine‑dining environments. Data were gathered through a structured 
questionnaire targeting Portuguese citizens and residents who patronize luxury restaurants. The final dataset 
comprised 150 valid responses, which served as the empirical foundation for the subsequent statistical analyses.
Findings – The results indicate that consumers’ acceptance of AR/VR technologies in fine‑dining settings is 
primarily driven by perceived usefulness and hedonic value. Hedonic Motivation and Perceived Usefulness 
emerged as predictors of favorable attitudes, whereas Perceived Ease of Use exerted an indirect effect. Perceived 
Innovativeness exhibited no significant influence on attitude formation.
Originality of the research – This study provides original insights into Portuguese consumers’ perceptions of 
immersive technologies in high‑end gastronomy and identifies technological strategies of enhancing trust, 
transparency, and experiential value.

Keywords augmented reality, consumer behavior, fine dining, traceability, virtual reality
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Fiscalization as a Digital Governance Tool in Tourism: Evidence From Croatia

FISCALIZATION AS A DIGITAL GOVERNANCE TOOL IN TOURISM: 
EVIDENCE FROM CROATIA
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Abstract

Purpose – Tourism is one of the most important economic sectors in the Republic of Croatia, with a strong 
contribution to economic growth. At the same time, pronounced seasonality and a traditionally high share of cash 
transactions have made the sector particularly vulnerable to the grey economy. The aim of this study is to assess 
whether fiscalization has improved transparency and fiscal discipline in tourism sector. Special attention is given 
to the Fiscalization 2.0 reform and its implications for small-scale businesses. 
Methodology/Design/Approach – The study employs a historical analysis of Croatian fiscalization data in 
period 2018-2025. Data are sourced from annual reports of the Tax Administration of the Republic of Croatia, 
covering fiscalized receipts at the national, sectoral, and county level. Empirical evidence is presented through 
descriptive trends and comparative tables showing changes in reported turnover and transaction patterns across 
tourism-related activities. 
Findings – The results indicate a clear increase in reported turnover and formalized transactions in tourism 
following fiscalization. Sector’s share of total fiscalized activity rose from 15% to over 17% between 2018 and 
2025. The effects are more pronounced in coastal and urban destinations, while smaller and seasonal businesses in 
continental areas face higher relative compliance burdens. Despite these challenges, fiscalization has contributed 
to improved fiscal responsibility and increased trust between tourism providers and consumers. 
Originality of the research – The paper provides empirically grounded insights into the interaction between digital 
tax instruments and tourism sector performance with particular reference to the Fiscalization 2.0 reform introduced 
in 2026, offering evidence relevant for tourism-oriented economies considering similar reforms.

Keywords fiscalization, tourism sector, digital tax administration, Croatia
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Digital Transformation of Accounting in the Hospitality Industry – The Role of Artificial Intelligence

DIGITAL TRANSFORMATION OF ACCOUNTING IN THE HOSPITALITY 
INDUSTRY – THE ROLE OF ARTIFICIAL INTELLIGENCE
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Abstract

Purpose – The development of artificial intelligence significantly influences business operations by enabling faster 
responses to environmental changes, thereby supporting competitive advantage. In this context, high-quality and 
timely information is essential, with accounting information systems playing a key role. This paper aims to examine 
the development of AI implementation in hotel accounting systems based on a review of existing literature.
Methodology/Design/Approach – This paper provides an overview of current research on AI implementation in 
hotel accounting systems, drawing on relevant scientific literature regarding accounting digital transformation, 
and highlights implications for future empirical studies. Conclusions about the need for the AI transformation of 
accounting in hospitality industry have been drawn.
Findings – Previous studies indicate that the implementation of artificial intelligence (AI) in hotel accounting 
systems remains relatively underexplored compared to other industries and other functional areas within hotels. 
Consequently, the hotel sector continues to underutilize AI in accounting practices.
Originality of the research – This study contributes to the understanding of AI implementation in hospitality 
accounting systems as a means of enhancing accounting practice. It highlights its potential to improve 
financial reporting quality, increase efficiency, reduce errors, and transform the accountant’s role into that of 
an advisor and strategic partner. 

Keywords accounting system, hospitality industry, digital transformation, artificial intelligence, AI 
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Integration of ESG Standards – The Case of the Hotel Industry
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Abstract

Purpose – Environmental, Social, and Governance (ESG) standards are increasingly shaping modern business 
practices, forming the foundation for sustainable and responsible management in tourism. This paper aims to examine 
the level, methods, and effectiveness of ESG standard implementation using examples from the hotel industry.
Methodology/Design/Approach – Six hotel groups were analyzed using descriptive and comparative analysis 
and case studies: Marriott International, Hilton, Arena Hospitality Group, Adriatic Luxury Hotels, Plava Laguna 
and Valamar Riviera.
Findings – The research results indicate significant differences in the level of ESG integration, with international 
groups (Marriott, Hilton) leading in a systematic approach, while domestic companies (especially Valamar Riviera) 
are increasingly focused on sustainability, though they face specific implementation challenges. Environmental 
sustainability, social responsibility, and transparent management are key components that are being increasingly 
incorporated into hotel strategies.
Originality of the research – The research confirms that ESG is no longer an added value but a strategic imperative. 
The conclusions offer recommendations for stronger institutionalization of ESG practices in the Croatian hospitality 
industry, emphasizing education, linking ESG goals with management structures, and increasing transparency. 

Keywords ESG, sustainability, hospitality, social responsibility, governance
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Impact of Online Guides and Technological Innovations on the Promotion and Valorisation of the Cultural Heritage of Kvarner
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Abstract

Purpose – Cultural heritage is a key element of a community’s and nation’s identity. Its promotion and valorisation 
are becoming increasingly important in the digital age. This paper examines the role of digital technologies, online 
tools, platforms, and apps in the promotion and valorisation of the cultural heritage of the Kvarner region in 
Croatia, with a focus on their impact on tourist perception and engagement.
Methodology/Design/Approach – A combination of qualitative and quantitative research methods is used in this 
paper. The qualitative part includes a review of relevant and applicable literature and digital platforms, while the 
quantitative part is based on a survey conducted with a sample of 202 respondents. Statistical analyses, including 
correlation and regression, were used to evaluate the relationships between selected research variables.
Findings – The cultural heritage of the Kvarner region is a valuable resource that requires improved promotion 
and valorisation to ensure preservation and attract visitors. Results indicate a strong and statistically significant 
positive relationship between websites, social media, and AR/VR technologies and the promotion and valorisation 
of cultural heritage. In contrast, mobile applications and artificial intelligence showed a weaker and statistically 
insignificant individual impact.
Originality of the research – The study contributes to the understanding of how digital tools influence cultural 
heritage promotion in a regional context and highlights the need for a strategic use of technology to enhance and 
integrate sustainable tourism development. 

Keywords online guides, websites, mobile applications, promotion, AR/VR, valorisation 



28th International Congress Tourism and Hospitality Industry 2026 “Trends and Challenges”
Book of Abstracts

61

From Mega Event to Investment: The Ultra Europe Festival and the Spatio-Temporal Growth of Short-Term Rentals in Split
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Abstract

Purpose – The rapid expansion of short-term rental (STR) accommodation, enabled by digital platforms such as 
Airbnb, has become one of the most significant transformations in modern urban tourism systems worldwide. While 
the socioeconomic effects of STR markets have been widely analyzed in major Western European metropolitan areas 
and well-established Southern European tourist destinations, cities in post-communist transitional economies remain 
notably underrepresented in existing academic literature. This study seeks to address this research gap by examining 
the complete spatio-temporal evolution of STR development in Split, Croatia’s second-largest city and the main 
urban centre on the Adriatic coast, from the earliest recorded registrations in 1985 through to December 2024. 
Methodology/Design/Approach – This study employs a combination of time series trend analysis, spatial clustering 
using HDBSCAN, and space-time cube with Emerging Hot Spot Analysis to examine the temporal and spatial 
development of STR units in Split, Croatia.
Findings – The analysis identifies distinct phases of STR growth linked to structural turning points, with progressive 
spatial concentration in the historic core and spillover into adjacent residential neighborhoods, consistent with 
tourism-driven displacement dynamics.
Originality of the research – This is the first comprehensive spatiotemporal analysis of STR development in a 
post-socialist Adriatic city using four decades of complete registry data. The study challenges the generalisability 
of Western European STR research and provides novel evidence on how mega-events, most notably the ULTRA 
Europe festival, act as structural accelerators of STR market transformation, triggering measurable shifts in the 
spatial concentration and professionalization of platform-based accommodation. 

Keywords short-term rentals, spatiotemporal analysis, housing displacement, transitional economies, platform 
economy, tourism-driven gentrification
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Assessing Sustainability Indicators in Croatian Hotels
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Abstract

Purpose – The aim of this paper is to present sustainability indicators published in sustainability reports of large 
Croatian hotel companies after the introduction of the first phase of CSRD Directive as for 2024 financial reports 
became mandatory for large companies to report on sustainability. It connects financial reporting with sustainability 
reporting through nonfinancial information and sustainable development context. The list of indicators regarding 
environment, social and economic issues is presented. Sustainability indicators are presented to stakeholders 
regarding growing importance on influence hotel companies have on the environment. 
Methodology/Design/Approach – A content analysis of indicators published in sustainability reports as integral 
part of financial reports was performed. Environmental, social and economic indicators were presented and 
compared to possibilities of connecting them to new edition of USALI particularly the one connected directly to 
sustainability named EWW (energy, water and waste) that cover measurable components of financial information 
regarding costs and non-financial information presented in units of measurement per energy, water and waste.  
Findings (Optional) – Research results suggest that largest number of indicators is connected to environmental 
issues and that greatest obstacle lies in unavailability of data necessary for calculating indicators. 
Findings reveal problems regarding calculating sustainability indicators in hotels connected to availability of 
standardized data that are missing or are unreliable, indicators that are not measurable in numbers but depend 
on perceptions, timeframe in which consequences appear, complexity and interconnection of many elements that 
influence sustainability issues, standardization of measurement of nonfinancial information, number of indicators 
published to external users. Hotel operations are complex and services differ and interconnect. The problems are 
grouped into environmental challenges where intensity of resources depletion and guest fluctuation has to be 
considered, supply chain and waste generated from hotel operations depend on companies dealing with waste 
collection which do not separate different types of waste, expenditure of energy for hotels that lack reliable data 
and questions the accuracy of indicators. Social challenges are connected to seasonal labour and local community 
influence as they contain education or satisfaction of employees and measurements connected with negative 
pressure placed on local infrastructure and how to show them through simplifying indicators. Governance in 
differing who is the owner and who manages sustainability investments and reports on them.   
Originality of the research – gives perspective of possibility of introducing uniform number of comparable 
sustainability indicators in order to simplify benchmarking among companies and increase usefulness and 
transparency of sustainability information for external users. This paper shows application of new CSRD directive 
rules into sustainability reporting emphasizing the importance of benchmarking sustainability indicators in hotel 
companies through USALI reports. As USALI statement presenting sustainability issues have recently been 
reported in its 12th edition hotels this paper presents possibilities of standardizing sustainability KPIs in USALI 
reporting: energy expenditure per room occupied in lodging segment, percentage of local food in food and beverage 
segment, water expenditure per guest or CO2 emissions per overnight stay.

Keywords sustainability indicators, hotel company, benchmarking, KPIs, USALI
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Tourism as a Driver of Regional Economic Resilience in the European Union
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Abstract

Purpose – This study examines whether and how tourism contributes to regional economic resilience across 
European Union regions.
Methodology/Design/Approach – We estimate spatial econometric models for 242 NUTS-2 regions using Eurostat, 
ARDECO, and EU Tourism Dashboard data, combining standard resilience determinants with tourism-specific 
indicators such as tourist intensity, seasonality, density, recovery, capacity, diversity, domestic tourism share, 
tourism employment, and length of stay.
Findings – Preliminary results indicate that tourism can support resilience, but its contribution depends on the 
structure of regional tourism systems. More balanced and diversified tourism profiles appear more beneficial than 
strong dependence on a narrow tourism base.
Originality of the research – The paper contributes to the literature by providing a multidimensional assessment 
of tourism within a spatial econometric framework and by showing how tourism-related characteristics influence 
regional resilience across EU regions.

Keywords regional economic resilience, tourism, vulnerability, spatial regression, NUTS 2 regions
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Foreign Language Requirements in Croatian Tourism and Hospitality: A Labour Market and Employer Perspective

FOREIGN LANGUAGE REQUIREMENTS IN CROATIAN TOURISM AND 
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Abstract

Purpose – The purpose of this study is to examine how foreign language requirements are formulated in job 
advertisements within the Croatian tourism and hospitality sector and to compare these formalised expectations 
with employers’ perspectives and students’ self-assessed language proficiency.
Methodology/Design/Approach – A mixed-methods approach was employed. The first phase involved a content 
analysis of job advertisements from major Croatian employment portals, focusing on required languages, proficiency 
levels, and the distinction between mandatory and desirable skills. The second phase consisted of a questionnaire 
survey conducted among hotel managers and human resource professionals in the Kvarner and Istrian regions, as 
well as tourism and hospitality students, to explore perceptions of language competence, recruitment practices, 
and self-assessed proficiency.
Findings – The findings indicate discrepancies between the language requirements stated in job advertisements 
and the practical expectations of employers. While English is consistently presented as a mandatory requirement, 
additional languages such as German and Italian are often treated as desirable despite being considered essential 
in practice. The results also suggest inconsistencies in how proficiency levels are defined and assessed. From the 
student perspective, variations in self-assessed language competence and confidence were observed, particularly 
between receptive and productive skills.
Originality of the research – This study contributes to the understanding of foreign language competence in tourism 
by integrating three perspectives: job advertisements, employer expectations, and student self-assessment. It 
highlights gaps between formal requirements and actual workplace needs and provides implications for curriculum 
development, recruitment practices, and alignment between education and industry.
 
Keywords foreign language competence, tourism and hospitality, job advertisements, employer expectations, 
student self-assessment, Croatia
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Mountain Holiday Homes: Sensory Experiences and Desired Tourist Behaviours
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Abstract

Purpose – The objective of this research is to identify the sensory stimuli associated with mountain holiday homes 
and analyse their effects on desired tourist behaviours, i.e., revisit intention, positive word-of-mouth, and intended 
length of stay.
Methodology/Design/Approach – Qualitative in-depth interviews were conducted to identify sensory experiences 
in and around mountain holiday homes and to operationalise sensescape scale in this context. Quantitative data 
were then collected in an online questionnaire distributed via holiday home owners in Gorski Kotar, resulting in 
270 domestic tourist responses.
Findings – Sensory experiences influence all desirable tourist behaviours, but they translate differently across 
behavioural outcomes. When it comes to mediation effects, entertainment experience, rather than escapism 
experience emerged as the mediating mechanism.
Originality of the research – This study offers a novel conceptualisation of mountain holiday homes as hybrid 
tourism objects with a distinct sensory profile and provides a context-specific adaptation of the sensescape scale. 
It further advances tourist experience research by integrating sensory experiences and experience economy realms 
(4E) within a single model and introducing intended length of stay as a distinct behavioural outcome. 

Keywords tourist experience, sensory experience, mountain tourism, holiday homes, length of stay 
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From Sustainability to Guest Experience: Implications for Hotel Product Development

FROM SUSTAINABILITY TO GUEST EXPERIENCE:  
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Abstract

Purpose – This paper examines the role of sustainability in hotel product development, with a particular focus on its 
influence on guest perceptions and behavioural outcomes, while considering the broader regulatory and policy context.
Methodology/Design/Approach – The study adopts a narrative literature review supported by systematic search 
principles. Relevant studies were identified through databases such as Scopus and Web of Science, focusing on 
sustainability practices, hotel product development, and customer-related outcomes.
Findings – The findings indicate that sustainability influences guest behaviour indirectly through perceptual and 
evaluative mechanisms, particularly perceived value, trust, and satisfaction. Sustainability also contributes to brand 
image and differentiation, although its effects depend on perceived authenticity. The results highlight the importance 
of integrating sustainability into the overall guest experience and aligning it with both market expectations and 
regulatory requirements.
Originality of the research – The study provides an integrated conceptual perspective linking sustainability practices 
with customer outcomes and extends existing research by incorporating institutional and regulatory dimensions. It also 
proposes a context-sensitive model of sustainable hotel product development, contributing to a more comprehensive 
understanding of sustainability in the hospitality industry.

Keywords sustainable tourism; hotel product development; guest perception; sustainability practices; behavioural 
intentions; hospitality industry
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Pedalling Towards Sustainability: A Holistic Stakeholder Approach to Cycling Tourism
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Abstract

Purpose – This research systematically investigates the sustainability of cycling tourism through the paradigm 
of triple bottom line as as an alternative to outdated “sun and sea” mass tourism models of island economies. It 
specifically examines whether the localized economic, social, and environmental gains of cycling tourism can 
outweigh the significant environmental costs associated with air travel in an island setting.
Methodology/Design/Approach – The study adopts a multi- stakeholder approach, incorporating insights from 28 
diverse participants, including policymakers, service providers, local residents, and tourists. The research design 
utilized a phased qualitative approach, thematic sampling and semi-structured interviews to contextualize key 
variables within the Cypriot tourism landscape.
Findings – Stakeholders largely agree that cycling tourism is overall more sustainable form of tourism due to 
higher per-capita expenditure, reduced seasonality, and minimal on-island CO2 emissions. 
Originality of the research – This study systematically develops a TBL assessment of cycling tourism, while also 
highlighting the “island paradox” in sustainable tourism, highlighting how geographic isolation complicates the 
carbon reduction goals of even the most eco-friendly travel modes in island settings.

Keywords cycling tourism, sustainable development, stakeholder approach, sustainable tourism, special 
interest tourism
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Abstract

Purpose – This paper explores the distribution channel performance of a small accommodation provider in 
continental Croatia, comparing Booking.com, Airbnb, and direct bookings. Using verified financial and operational 
data from three apartment units, the study describes revenue distribution, commission structures, guest origin 
patterns, and booking behaviour across channels.
Methodology/Design/Approach – Exploratory single-case study was performed based on descriptive analysis of 
133 completed reservations generating €36,673.87 in gross revenue in 2025. Financial data were verified against 
the official TZ2 tax filing and bank statements. Platform analytics from Booking.com Extranet and Airbnb Host 
reports provided supplementary performance indicators.
Findings – Booking.com dominates in reservation volume (70.7%) but accounts for 55.4% of gross revenue. Direct 
bookings generate 34.9% of revenue from 21.1% of reservations, primarily from corporate and organisational 
clients. Annual platform commissions total €4,376.68 (11.9% of gross revenue), with Booking.com’s effective rate 
at 20.0%. The property achieves a 40.9% ADR premium over comparable Booking.com properties. International 
guests constitute 51.4% of Booking.com guests.
Originality of the research – The study provides rare empirical evidence on accommodation distribution in 
continental Croatia, a segment virtually absent from tourism research. Using tax-verified financial data, it offers a 
transparent account of multichannel distribution economics for a small provider in a peripheral destination.

Keywords distribution channel performance, online travel agencies, small accommodation providers, continental 
tourism destination, commission structures, case study
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Abstract

Purpose – This study presents an empirical analysis of guest ratings assigned to SLH (Small Luxury Hotels 
of the World) properties in Croatia. The research examines several guest-review platforms to identify patterns, 
trends, and variations in the ratings provided. By systematically investigating these platforms, the study aims to 
offer insights into the dynamics of guest assessments for SLH accommodations in Croatia, thereby enhancing 
understanding of the factors influencing guest perceptions and satisfaction within the luxury hotel sector. Given 
the increasing importance of online guest reviews in shaping consumer decisions in tourism, the analysis of guest-
generated evaluations offers valuable insights into perceived service quality in the luxury hospitality segment. 
Methodology/Design/Approach – The research is based on a quantitative analysis of secondary data obtained from 
three widely used online review platforms: TripAdvisor, Booking.com, and Expedia. 
Findings – The findings show that guests consistently assign the highest ratings to attributes related to cleanliness 
and location across all platforms analyzed. These attributes appear to be the main determinants of guest satisfaction 
in the luxury hotel segment. In contrast, the lowest ratings are given to the attribute “value for money,” indicating 
that even in luxury tourism, guests carefully assess whether the perceived quality of services justifies the price paid. 
Originality of the research – The originality of this research lies in its focus on luxury hotels belonging to the Small 
Luxury Hotels of the World organization in Croatia, a segment that has not previously been systematically analyzed 
in academic literature. By combining data from multiple online review platforms, the study provides a comprehensive 
overview of the determinants of guest satisfaction within the Croatian luxury hotel sector and contributes to a deeper 
understanding of how luxury hotel services are evaluated by guests in the digital review environment.

Keywords luxury hotels, guest ratings, guest-review platforms, SLH brand, hotel attributes
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Abstract

Purpose – This study examines the relationship between tourist overnight stays and local spending at the regional level 
in Croatia, using the case of Primorsko-Goranska County. Specifically, it investigates whether growth in overnight 
stays translates into higher local taxable economic activity, measured through fiscalised tourism expenditure.
Methodology/Design/Approach – To examine the relationship between tourism demand and realised tourism 
expenditure in Primorsko-Goranska County, authors estimated a linear panel regression model with ordinary least 
squares (OLS) in Python using the software package pandas for data preparation and transformation and statsmodels 
for econometric estimation. The dependent variable was the 12-month log difference of real fiscalised expenditure 
for activity a in month t. Whereas, expenditure refers to fiscalised expenditure recorded in tourism-related activities, 
specifically accommodation, food and beverage services, and retail-related activities. Data were obtained from the 
eVisitor system, Croatia’s centralized electronic platform for registering tourist arrivals and overnight stays, while 
data on tourism expenditure were collected from the publicly available ePorezna (Tax Administration) database.
Findings (Optional) – The main year-on-year monthly model shows a strong coexistent association between 
overnight-stay growth and real fiscalised expenditure growth in accommodation, food and beverage, and retail-
related activities. In particular, when overnight stays increase by 1%, the number of receipts or transactions in 
these activities rises by about 1.16% in the same month. Even after controlling for regular monthly seasonal 
patterns, the relationship remains positive and statistically significant, with an estimated increase of about 0.73%.
Originality of the research – This study contributes to the tourism economics literature by using administrative 
fiscalised transaction data rather than survey-based estimates of tourist expenditure, thereby improving measurement 
accuracy and reducing bias associated with self-reported spending and weakly identified income-elasticity 
assumptions. Focusing on Primorsko-Goranska County, the analysis provides novel regional-level evidence that 
captures local heterogeneity in how tourism demand translates into economic activity across accommodation, 
food and beverage services, and retail-related tourism sectors, which is often obscured in national-level studies. 
A further key contribution is the empirical identification of the relationship between overnight stays and tourism 
expenditure while controlling for seasonal variation through year-on-year growth rates and fixed effects. This 
approach isolates demand-driven effects from predictable seasonal patterns and confirms a positive association 
between tourist overnight stays and real fiscalised expenditure.

Keywords overnight stays, local tourism expenditure, OLS, fiscalised expenditure
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Abstract

Purpose – This study examines whether digital nudging messages in smart tourism applications influence tourists’ 
behavior in overtourism situations.
Design/Methodology/Approach – A quantitative experimental design with 360 respondents divided into four 
groups was applied. Data were analyzed using ANOVA and PLS-SEM.
Findings – The results showed significant differences between the groups. Combined messages with crowd 
warnings and alternative attraction recommendations had the strongest effect on trust, crowd-risk perception, 
avoidance of overcrowded locations, and willingness to visit alternative attractions.
Originality of the research – The study contributes to overtourism and smart tourism research by linking digital 
nudging, tourist behavior, and crowd management in an experimental framework.

Keywords overtourism, digital nudging, smart tourism, tourist crowd, tourist behavior
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Abstract

Purpose – This study examined how Generation Z students perceive the importance of gastronomy in tourism 
destinations, with particular emphasis on local food experiences, authenticity, and destination attractiveness.
Methodology/Design/Approach – The research involved 28 third-year undergraduate students enrolled in the Food 
and Beverage Management course. Data were collected through a digital brainstorming workshop using the Mural 
platform. Participants shared their perceptions, associations, and opinions regarding the role of gastronomy in tourism 
destinations. The data were analysed using thematic content analysis to identify dominant concepts and patterns.
Findings – The findings showed that students view gastronomy as a significant component of the tourism experience 
and destination image. Authenticity, sustainability, local identity, visual attractiveness of food, and the influence of 
social media emerged as the most prominent themes. Participants also highlighted the experiential and emotional 
dimensions of food-related travel experiences.
Originality of the research – This study contributes to the hospitality and tourism literature by providing insights 
into the attitudes of future tourism professionals towards food-related travel experiences. It also demonstrates the 
applicability of digital collaborative brainstorming tools in tourism and hospitality research.
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Abstract

Purpose – The purpose of this study is to examine the emotional well-being and social impacts experienced by 
residents living in close proximity to a professional sporting venue, positioning these outcomes within a placemaking 
framework. Urban regeneration initiatives frequently involve substantial public and private investment in sport 
and event infrastructure, with emphasis typically placed on economic returns and global visibility. However, such 
developments also reconfigure the social fabric of place, shaping how residents experience, negotiate, and assign 
meaning to their everyday environments.
Methodology/Design/Approach – This study adopts a qualitative research design, drawing on in-depth semi-
structured interviews with residents living near a professional football stadium in Rijeka. Data were collected 
between May and August 2024 using a purposive sampling strategy to capture a range of resident perspectives. 
Interviews explored experiences of living near the venue, including perceptions of disruption, social interaction, 
emotional well-being, and engagement with sport. The data were analyzed using an inductive thematic approach, 
involving iterative coding and the development of key themes that capture shared and divergent lived experiences.
Findings  – Findings reveal a nuanced and ambivalent dynamic. Residents often internalize frustrations associated 
with disruption (such as traffic, noise, and congestion) as a means of maintaining emotional well-being, while 
simultaneously deriving social value from proximity to the stadium. Positive outcomes include enhanced social 
interaction, community pride, and inspiration for physical activity, particularly among youth. However, these 
benefits are unevenly distributed and coexist with feelings of exclusion, limited access to infrastructure, and 
perceived disconnects between development priorities and resident needs.
Originality of the research – This study advances understanding of sport-led regeneration by foregrounding the 
emotional and lived experiences of residents, an area often overlooked in favor of economic and infrastructural 
outcomes. By integrating placemaking as an experiential and relational process, the research highlights 
how regeneration reshapes community geographies and emotional well-being in complex and uneven ways.  
The findings contribute to emerging debates on resident-centered planning and offer a more nuanced framework 
for evaluating the social sustainability of urban regeneration initiatives.

Keywords destination development, urban regeneration, placemaking, social impacts, sport venue
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