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Identification of overtourism in Poznan
through the analysis of social conflicts

Abstract. The purpose of the article is twofold: to diagnose tourism-related conflicts occurring
in Poznan by identifying their intensity and key parties, and to determine the capacity of the
key stakeholders in the city’s tourism system to mitigate these disputes. Because of its complex
nature, overtourism in cities is a dangerous phenomenon, which is very hard to measure. Like
other social conflicts, the intensity and development of overtourism can be measured by analys-
ing tourism-related conflicts in the urban space, using tools offered by conflict management theo-
ries, especially Christopher Moore’s Circle of Conflict model. Conflict issues identified by the
author are associated with the uncontrolled consumption of the city’s overall offering, which is
manifested by the behaviour of city inhabitants, visitors from the metropolitan area, and tourists.
The article contributes to the literature on overtourism by proposing an alternative method of
identifying the scope and intensity of overtourism in the absence of objective measures and data.
The author also proposes a method of evaluating key stakeholders’ capacity for conflict manage-
ment in Poznan.
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1. Introduction

Overtourism is a phenomenon affecting a growing number of top destinations;
in the narrow sense, mostly with urban characteristics [Amore, Falk, Adie 2020;
Dodds, Butler 2019a; Koens, Postma, Papp 2018; Zemta 2020]. Because of its
complex nature, dynamic development and barely controllable effects, overtour-
ism poses a dangerous challenge for those involved in destination management.
The problem is also recognised in cities with a moderate intensity of tourist traf-
fic, which have not yet experienced excessive tourist pressure but are interested in
ways of assessing the potential threat or the real scope of overtourism. Poznan, an
emerging urban destination in the European tourism market, catering to those in-
terested in cultural tourism and to business travellers [Brodka, Zmyslony 2012 ],
is one such destination.

A number of universal and feasible methods of dealing with overtourism
have been proposed that involve various techniques of preventing or mitigating
the problem [McKinsey, WTIT'C 2017; Peeters et al. 2018; World Tourism Or-
ganization 2018]. Nonetheless, since so much in this phenomenon depends on
the local context, it is difficult to precisely identify its constituent elements and
processes [Dodds, Butler 2019a; Koens, Postma, Papp 2018]. However, given
that social impacts of overtourism have been discussed in the literature [Martin,
Guaita Martinez, Salinas Fernandez 2018; Milano, Novelli, Cheer 2019a; Novy
2019], with emphasis on tensions and conflicts related to the development of
tourism, there is an alternative way of diagnosing the phenomenon. Many re-
searchers dealing with the problem argue that protests and social conflicts are an
integral constituent of overtourism [Dodds, Butler 2019b; Novy, Colomb 2019;
Postma, Schmuecker 2017; Zmyélony, Kowalczyk-Aniol, Dembinska 2020].
Moreover, overtourism-related disputes expose problems within the local tour-
ism system and shortcomings of urban tourism policies. They should be seen as
warning sings signalling the need for corrections [Kowalczyk-Aniol, Wiodarczyk
2017; Romero-Padilla et al. 2019].

Therefore, the aim of this article is twofold. First, it presents an attempt to rec-
ognise tourism-related conflicts occurring in Poznan, determine their intensity
and identify key parties. Second, it provides an assessment of the capacity of key
stakeholders in the city’s tourism system to mitigate these conflicts. These objec-
tives are phrased in the form of two research questions: (1) what conflicts related
to the development of tourism have appeared in Poznani and what is their current
stage; and (2) what is the capacity of the city’s key actors to mitigate or resolve
these conflicts. Christopher Moore’s [2014] circle of conflict model provides the
conceptual framework for the study because it is universal enough for analysing
complex conflicts. According to Moore, such conflicts are usually caused by many
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coinciding factors, only a few of which are actually related to the main problem.
They must be identified before any appropriate methods and tools of interven-
tion can be selected. The approach recognizes perspectives that conflict parties
should become aware of in order to understand the issues and objectives of the
conflict.

2. Literature review

According to Ko Koens, Albert Postma and Bernadett Papp [2018], overtour-
ism is “an accumulation of different impacts and perceptions that relate both to
tourist behaviour as well as actions by, and encounters with stakeholders as well
as changes to the social, economic and physical environment” (p. 5). Overtour-
ism leads “to overcrowding in areas where residents suffer the consequences of
temporary and seasonal tourism peaks, which have enforced permanent changes
to their lifestyles, access to amenities and general well-being” [Milano, Cheer,
Novelli 2018]. Thus, it is the quality of the residents’ life which is at stake in the
overtourism struggle [Dodds, Butler 2019b; Postma, Schmuecker 2017]. As
overtourism is a negative manifestation of the recent development of tourism
in destinations, already existing conflicts and deficiencies could be the cause of
this unsustainable form of development. Thus, urban tourism can be perceived
as a conflict trigger or one of its context dimensions, given that frequent pro-
tests against tourism have deeper roots in broader urban change and social issues,
i.e. “city rights, cost of living, housing affordability, the exclusion of precarious
groups, and corporate developments damaging the fabric of local communi-
ties” [Milano, Cheer, Novelli 2019a; Novy 2019; Novy, Colomb 2019; Oklevik
et al. 2019]. The residents’ attitude often refers to objections or refusal to the
further growth of tourism, manifested through social movements’ activity [Blan-
co-Romero, Bldzquez-Salom, Canoves 2018; Martin, Guaita Martinez, Salinas
Fernandez 2018; Milano Cheer, Novelli 2019b].

Some researchers argue that overtourism is limited to few world-famous des-
tinations and urban centres [Dodds, Butler 2019a; Koens, Postma, Papp 2018].
However, there is more evidence indicating that the phenomenon also affects
less popular destinations, with less recognizable tourist brands, and its scope and
intensity are always determined by the local context. Indeed, there are studies
whose authors propose universal indicators of overtourism and techniques for
limiting or preventing its development, ranging from the supranational to local
level, some of which concern Polish cities [Amore, Falk, Adie 2020; Eckert et al.
2019; Fedyk et al. 2020; Koens, Postma 2018; McKinsey, WTIT'C 2017; Peeters
et al. 2018; Pilarczyk 2019; Song, Kim, Park 2020; Szromek, Kruczek, Walas
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2020; World Tourism Organization 2018; Zmyslony, Kowalczyk-Aniot 2019].
Proposed measures include residents’ perceptions of encounters with visitors
and their attitudes towards tourism development, changes in the cost of living
and the local quality of life, number of visitors, the visitors” willingness to pay,
seasonality of arrivals, nuisance behaviours of visitors, social media opinions and
comments, transport intensity, increase in congestion, number and spatial distri-
bution of tourist accommodation and short-term rentals, historic site prevalence,
contribution of tourism to GDP, degradation of historical sites and environment.
However, these measures refer to causes, development and effects of overtour-
ism. Moreover, they require various and diffused data sources and primary re-
search. Owing to financial and temporal constrains and limited sources available
to destination managers, this approach is unfeasible in many cities. Besides, tour-
ism destination researchers have not settled on one universal set of indicators.

Considering the above, given that social conflicts are both the most acute
manifestation and the result of overtourism, the intensity of this phenomenon
could be alternatively be measured using a tool developed in conflict manage-
ment theories. As Gary T. Furlong [2010] notes, “managing conflict effectively is
a simple two-step process that starts with how we assess the conflict we are facing,
followed by what action (or inaction) we decide to take to address it”. The circle
of conflict, proposed by Moore [2014], is usually used to identify the structure
of complex and multilevel disputes. The approach helps to recognise attitudes
of conflict parties, relationships between them, shared and opposing values and
the extent to which they can access and interpret information, while emphasis-
ing that revealed interests and structural conditions of conflicts are more impor-
tant than the recognition of their actual merits. Also, the approach is also used to
choose the entity with the highest capacity for managing the conflict and mitigat-
ing its causes.

3. Study Area and Method

Poznan is one of five major cities in Poland, with a population of over half a mil-
lion living in the urban core and over 1 million in the metropolitan area [ Statistics
Poland 2020]. In 2018, 1.4 million overnight stays were recorded, with interna-
tional tourists accounting for 27% of that figure [Statistics Poland 2020]. Five
most frequently visited tourist attractions are located in the old town or in the
city centre [Poznan Tourism Organisation 2018: 24]. The strategic management
of tourism started in 1995 when the city’s development strategy was formulated,
including plans to build a balanced economy, open to investors, economic part-
ners and tourists [Parysek, Mierzejewska 2006]. 2003 saw the establishment of
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a public-private partnership called Poznan Local Tourism Organisation, which
has become a crucial element of the local tourism system. However, since then,
little has been done to assess the negative impacts of the development of tour-
ism on other spheres of urban life. Initiatives in this area have been limited to
academic studies [Kotus, Rzeszewski, Ewertowski 2015; Zmyslony 2011, 2012]
or a general assessment of the quality of life in the city [Poznan City Hall 2013].
Consequently, still relatively little is known about the threat of overtourism and
tourism-related issues in Poznan.

The study described in this article represents a qualitative approach, based on
secondary and primary data sources. The local context of tourism development
in the city was examined using information from grey and academic literature [cf.
Brédka, Zmyslony 2012], electronic local press and informal interviews. Given
the complexity of the subject, this stage was followed by a series of structured in-
terviews to collect information enablinga more in-depth diagnosis [ Yin 1994: 85].

Informants were selected purposefully on the basis of the researcher’s detailed
knowledge of the local government system and the state of tourism development
in Poznan. In addition, informants were also selected using snowball sampling
[Dragan, Isaic-Maniu 2013; Noy 2008 ] where first informants were asked to in-
dicate other essential entities. This approach made it possible to identify inform-
ants representing seven key public, private and non-profit organisations that have
an influence on the development of tourism in Poznan and are potentially par-
ties to conflicts: the city council; the old town district council; the city adminis-
tration; the city tourism organisation; tourism entrepreneurs representing local
tourism associations; the social movement of local residents; the main publicly-
funded cultural institution responsible for the offering and maintenance of the
Old Market Square infrastructure [Pilarczyk 2019]. All the informants were en-
sured that their responses would be anonymised.

The interview questionnaire consisted of 14 questions. In order not to limit
the scope of responses, most questions were open-ended. 8 questions also in-
cluded a five-point Likert scale, a rating scale or a single-choice option. They
were used to elicit opinions on the impact of tourism on the city’s development
and about problems and challenges arising from the development of tourism in
Poznan. The other questions concerned the assessment of identified conflicts,
i.e. their characteristics and intensity. This part of the interview was based on
Moore’s [2014] circle of conflict model. The causal factors of disputes were
grouped into the following categories: values, relationships, data, structural mat-
ters, and interests [Moore 2014 ]. The self-assessment of predispositions referred
to respondents’ resources classified as autonomy (i.e. reliability as an impartial
partner and the lack of authoritative or formal power), reputation (i.e. authority
resulting from the knowledge of the causes and nature of the conflict; experience
in tourism management; mediation and conflict management skills; staff qual-
ity), as well as organisational, financial, and time resources.
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The survey was carried from May to June 2019 and included 9 interviews
with 12 informants, lasting from 31 to 80 minutes. The descriptive and substan-
tive content analysis was conducted to collate the results [Pilarczyk 2019]. Given
the relatively low number of interviews, their design, and the complex nature of
overtourism, the use of advanced methods of data analysis was deemed to be
unjustified.

4. Results

Most informants said that tourism had had a positive impact on the development
of Poznan, and there was still some untapped potential that could be exploited.
Nevertheless, each interviewee was asked to indicate at least one issue or chal-
lenge concerning tourism. Nine problems and challenges arising from the devel-
opment of tourism in Poznan were identified. Five of them were categorised as
the most important for the entire city development (see Table 1): city nightlife;
growth in short-time rentals; pollution of public spaces; the loss of local authen-
ticity of the urban leisure offering; and anti-visitor policy of public cultural insti-
tutions.

Table 1. Problems and challenges related to the development of tourism in Poznar
identified by the informants

Number of Average assessment
indications of the importance of
N Problem/ (overall / Informants who mentioned the problem/chal-
o . o
Challenge as the most a given problem/ challenge lenge for the city’s
important development (on
problem) a five-point scale)
L. | City nightlife 8/S 1. Poznan Tourism Organisation 3.5
2. The Old Town district council
3. Tourism entrepreneurs (2 in-
formants)
4. The city council (3 inform-
ants)
S. The cultural institution
2. | Growth in short- 5/1 1. Poznan Tourism Organisation 3.6
time rental accom- 2. The Old Town district council
modation 3. 'The city administration
4. The residents’ social move-
ment
5. The city council (1 informant)
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Table 1. cont.

Number of Average assessment
indications of the importance of
N Problem/ (overall / Informants who mentioned the problem/chal-
o. ) o
Challenge as the most a given problem/ challenge lenge for the city’s
important development (on
problem) a five-point scale)
3. | Pollution of public 4/3 1. The Old Town district council 4.5
spaces 2. Tourism entrepreneur
3. The residents’ social move-
ment
4. The cultural institution
4. | Transport infra- 4/0 1. Poznan Tourism Organisation 2.625
structure issues 2. Tourism entrepreneur
3. The city council (1 informant)
4. 'The city guides association
S. | The loss of local 2/1 1. The city administration 4
authenticity of the 2. The cultural institution
urban leisure of-
fering
6. | Anti-visitor policy 1/1 The city guides association 4
of public cultural
institutions
7. | Mass and low- 1/0 The city guides association 2
budget tourism
causing the
crowding out of
individual culture-
oriented visitors
8. | Restricting 1/0 The city guides association 3
tourists’ entry to
religious buildings

Source: own study.

Further analysis refers only to those issues considered to be the most impor-

tant at least once (listed as 1-3 and 5-6). According to the informants, there were
no contflicts directly caused by the excessive growth of tourism. According to the
majority of the respondents, the conflicts were at an initial stage, which made
it difficult to determine their scale and further development. Only three out of
twelve informants claimed that the conflicts were in their manifest state. Asked
to assess the relevance of various conflict features, the informants identified con-
flict length (4.1 on average), the complexity of the core conflict (3.66), and the
number of parties involved (3.61) as the most significant. (see Table 2). They also
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Table 2. The intensity of conflicts in Poznan

The com- The Parties’ Adva.n C.ed .
. . Number . 1 negotiation | Inequality
plexity of Conflict of parties emotional | ability to rocedures | between
the core length 'P I level of the | resolve the | P h h .
nflict involved dispute dispute used by the | the parties
© parties
3.66 4.10 3.61 3.05 2.69 2.03 2.88

Source: own study.

assessed that the negotiation procedures used in the dispute were not advanced
(2.03) and that the inequality of the parties was not perceived as significant.

The conflicts identified by the interviewees were most often generated by
party-goers and entrepreneurs (except the conflict related to the anti-visitor
policy of public cultural institutions), located around the Old Market Square
and the banks of the Warta River. The informants found it difficult to determine
what percentage of night-time entertainment enthusiasts were tourists. Ac-
cording to them, this group included residents of the city and the Poznar met-
ropolitan area. For them, tourists were only one category of people involved in
these issues.

The nature and dynamics of the conflicts described as the most significant by
atleast one informant was mainly influenced by factors, such as different goals and
expectations of the parties involved, different value systems, faulty communica-
tion (or lack of communication) among stakeholders, conflicting and competing
interests, and intense emotions. Factors such as personal aspirations and particular
interests of individual people, incorrect information on the subject of the conflict
or varying degrees of access to this information were assessed to be of least impor-
tance. It can therefore be concluded that, according to the circle of conflict model
[Moore, 2014], the conflicts were driven mainly by values and relationships.

The local government, the local community, as well as party-goers and local
entrepreneurs generating this conflict, were identified as conflict parties. Never-
theless, given the identified sources of conflicts and the declared level of the key
stakeholders’ capacity to engage in managing and mitigating them (see Table 3),
the most appropriate institution for this task was the city administration (i.e. the
Poznan City Hall), with the Old Town district council and the city council as the
best second-choice options. These three entities rated their conflict management
capabilities regarding each of the five conflict sources most positively. Represen-
tatives of the Poznan Tourism Organisation also rated their capabilities relatively
high, especially with reference to data conflicts. Self-assessment ratings given by
representatives of local tourism entrepreneurs and the public cultural institution
were the lowest.
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Table 3. Informants’ assessment of their own institution’s conflict management capacity

Conflict management capacity concerning the following sources of conflict:
Key stakeholders relation- | structural . Au catego-
values . data interests | ries (mean
ships matters
value)
The public city 5.00 5.00 5.00 5.00 3.50 4.70
administration
(Poznan City Hall)
Poznan Tourism Or- 3.00 2.50 2.67 4.17 3.25 3.12
ganisation
The city council 3.83 3.33 3.00 4.06 4.08 3.66
Local tourism entre- 1.75 1.50 1.50 1.42 2.13 1.67
preneurs
The residents’ social 3.50 2.00 3.00 1.50 2.25 2.45
movement
The cultural institu- 2.00 1.50 1.33 2.33 1.75 1.78
tion
The Old Town dis- 4.00 3.50 3.67 4.50 3.50 3.83
trict council

Source: own study.

The informants also assessed resources of their own institution regarding
conflict management (see Table 4). In this self-assessment, representatives of
the city council, the city administration and the Old Town district council gave
themselves the highest ratings, i.e. the average of over 3.5 on the scale from 1 to S.
By contrast, representatives of the residents’ social movement, tourism entrepre-
neurs and the cultural institution assessed their resources much less positively,
i.e. with an average below 3 on the 1-§ scale. Representatives of the Poznan Tour-
ism Organisation and the Old Town district council had the most balanced as-
sessment of their capabilities. In particular, they gave themselves high ratings on
credibility and autonomy, while acknowledging their limited tangible resources.
In this context, there is a certain pattern in the answers given by the majority of
informants. With the exception of the residents’ social movement and the cultural
institution, representatives of the other entities valued their intangible resources
(autonomy and credibility, knowledge-based reputation, staff qualifications and
inter-organisational skills) higher than the tangible ones (i.e. time, financial and
organisational constraints).

The informants were also asked to indicate one institution they regarded as
best suited to act as a conflict manager in the identified disputes. The city admin-
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Table 4. Informants’ assessment of their own institution’s resources relevant
in conflict management

Categories of resources
Key stakeholders Autonomy . Tangible | All categories
and cred- Reputation

o resources | (mean value)

ibility
The public city administration 3.50 4.00 3.00 3.50
(Poznan City Hall)
Poznan Tourism Organisation 4.00 3.67 2.50 3.39
The city council 3.67 4.22 3.08 3.66
Local tourism entrepreneurs 4.00 2.33 1.00 2.44
The residents’ social movement 1.50 2.33 2.00 1.94
The cultural institution 2.00 3.67 225 2.64
The Old Town district council 3.50 3.67 2.50 322

Source: own study.

istration received the highest number of indications (4). Only two informants
indicated the Poznan Tourism Organisation. Three respondents insisted on the
involvement of external mediators as conflict managers.

5. Findings and discussion

Judging by informants’ opinions about conflict-inducing effects of the develop-
ment of tourism in Poznan, the identified issues were not due to overtourism.
Nevertheless, they should be perceived from a wider perspective, i.e. as interre-
lated factors. City nightlife, the rise of short-term rental accommodation, and,
finally, the pollution of public space and the loss of local authenticity of urban
leisure offering are substantively convergent and constitute a broader issue (see
Fig. 1). Therefore, we argue that these conflicts should be perceived as examples
of uncontrolled consumption of the city’s overall offering and are not related to
the phenomenon of overtourism, as they were evident in the behaviour of city
inhabitants, visitors from the metropolitan area and tourists.

Nevertheless, the uncontrolled consumption problem — perceived mainly by
residents affected by constant noise and pollution appearing in their area — could
also apply directly to the development of tourism. Moreover, on the basis of the
literature [ Dodds, Butler 2019a; Koens, Postma, Papp 2018], one can argue that
almost all the above-mentioned issues could be regarded as drivers or constitu-
ents of the phenomenon. However, conflicts of this type are an inevitable effect
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Fig. 1. Relationships between identified tourism-related conflicts in Poznan

Source: own study.

of the development of the entertainment industry in cities, where local condi-
tions (spatial, infrastructural, etc.) are conducive to the creation of entertainment
enclaves, which are particularly attractive for young people.

Taking into account the factors that the respondents identified as having the
biggest effect on the dynamics and nature of the conflicts, it was possible to de-
termine their dimensions. According to the informants, the analysed disputes
are mainly due to differences in objectives and expectations expressed by con-
flict parties, differences in their value systems and concepts of city development
(especially regarding city nightlife, pollution of the public space and short-term
rentals), lack or poor communication among the parties, conflicting or compet-
ing interests, and fuelled emotions (expressed mostly towards pollution of the
urban space and short-term rentals). According to Moore’s [2014] circle of con-
flict model, these factors should be viewed as related to values and relationships.
The former are difficult to resolve as stakeholders perceive the essence of a con-
flict in a subjective way. In this case, values are associated with the social valu-
ation of space, i.e. the space of local and national identity, which residents and
guests compete for [Zmyslony, Kowalczyk-Aniol, Dembiniska 2020]. The aspect
of relationships refers to stakeholders’ subjective perceptions of conflict issues. It
is likely that some of them underestimated the extent of the threat of overtour-
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ism. However, relationship conflicts could be resolved as there is some leeway for
compromise, negotiations and collaborative actions [Moore 2014].

The study has some important managerial implications concerning destina-
tion governance in Poznan. First, with respect to identified causes of conflicts,
any conflict managing body should set overriding goals for tourism development,
determine common values, encourage conflict parties to understand different
points of view on controversial issues, monitor the quality and culture of commu-
nication, and introduce procedures and underlying principles that can improve
communication without negative emotions and behaviours. Second, the study
has revealed discrepancies between informants’ self-assessment of their own ca-
pacities and resources for conflict management and the way their ability to act as
a conflict manager was assessed by other stakeholders. In particular, the relatively
high self-assessment of the Poznan Tourism Organisation (see Tables 3 and 4)
stands in contrast to the fact that only two stakeholders indicated it as a potential
mediator. On the other hand, the lower self-assessment of the city administration
was inconsistent with 4 indications from the other informants.

6. Conclusion

The article contributes to the literature on overtourism by using a method adopt-
ed from conflict theory to determine the intensity of this phenomenon on the
basis of objective measures and data. By applying Moore’s [2014] circle of con-
flict model to the field of urban tourism, it was possible to analyse the intensity,
functional structure and causes of conflicts induced by the development of tour-
ism in Poznan. The main finding of the study is that overtourism has not appeared
in Poznan as a public issue, but the city is facing similar problems as a result of
the uncontrolled consumption of the city’s offering by its inhabitants, residents
of the metropolitan area and visitors. In this respect, the article has a diagnos-
tic relevance by highlighting emerging problems related to the development of
tourism. As noted by many authors [Dodds, Butler 2019b; Novy, Colomb 2019;
Postma, Schmuecker 2017], emerging conflicts expose dysfunctionalities of local
tourism systems and reveal differences between key stakeholders.

Moreover, the article also contributes to destination governance theory and
overtourism studies by proposing a method of evaluating capacities and resourc-
es of key stakeholders regarding their involvement in managing tourism-related
conflicts depending on their causes. The Poznan study continues and verifies
research started in Cracow [Zmyslony, Kowalczyk-Aniot 2019]. The method
also helps stakeholders choose a leader or mediator in the conflict management
process.
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Nevertheless, the study has certain limitations. First, it involves a single case
with strong managerial implications, and, consequently, its findings can hardly be
generalized [Yin 1994]. Second, without the use of advanced reputation meth-
ods, the interview technique is prone to biased response owing to the subjectivity
of self-assessment questions. Third, the findings and conclusions may have been
affected by the limited number of informants.
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Identyfikacja zjawiska overtourism w Poznaniu
poprzez analize konfliktéw spotecznych

Streszczenie. Artykul ma dwojaki cel: zdiagnozowanie konfliktéw wystepujacych w poznan-
skiej przestrzeni turystycznej poprzez okreélenie ich intensywnosci i kluczowych stron konfliktu,
a takze ukazanie potencjalu kluczowych interesariuszy miejskiego systemu turystyki w zakresie
zarzadzania konfliktem. Ztozona natura nadmiernego ruchu turystycznego w miastach powodu-
je, ze jest to zjawisko zaréwno niebezpieczne, jak i trudne do pomiaru. Jest ono jednak zawsze
zwigzane z konfliktami spolecznymi. Jego natezenie i przebieg mozna zatem mierzy¢ poprzez
analize konfliktéw w miejskiej przestrzeni turystycznej, wykorzystujac narzedzia znane z teorii
zarzadzania konfliktem, przede wszystkim model kola konfliktu autorstwa Christophera Moore’a.
Na podstawie przeprowadzonego badania stwierdzono, ze zidentyfikowane obszary konflikto-
we odnoszg si¢ nie do overtourismu, ale do niekontrolowanej konsumpcji oferty wolnego czasu
w miescie, uzewnetrznionej w zachowaniu mieszkarnicéw miasta i odwiedzajacych jednodnio-
wych przybywajacych z okolic miasta, a dopiero nastepnie turystow. Wktad artykutu do studiéw
nad nadmiernym rozwojem turystyki w miastach polega na zaproponowaniu alternatywnej me-
tody identyfikacji zakresu i intensywno$ci overtourismu w warunkach braku obiektywnych miar
i danych dotyczacych tego zjawiska. W opracowaniu zaproponowano takze metode oceny pre-
dyspozycji kluczowych interesariuszy do zarzadzania konfliktami w Poznaniu.

Stowa kluczowe: overtourism, konflikt spoleczny, analiza konfliktéw, turystyka miejska, Poznan,
Polska
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Abstract. The article addresses the question of adapting public spaces, including parks and gar-
dens, to the needs of people with disabilities for the purpose of outdoor recreation. According
to the principles of universal design, public spaces should enable social inclusion, which implies
respect for current needs of diverse populations. The study described in the article focuses on the
needs of people with vision impairment regarding outdoor recreation and adjustments that need
to be made in the infrastructure of parks and gardens. The aim of the study was to answer three
key questions: (1) How can outdoor experiences be made accessible to people with visual impair-
ments? (2) How can outdoor experiences be encouraged, rethought and redesigned for people
with visual impairments? (3) What barriers stop people with visual disabilities from participating
in outdoor leisure in sensory gardens? These questions are answered using insights from desk re-
search, data from an inventory of selected sensory gardens and interviews with blind and partially
sighted respondents. The study, conducted between June and August 201, covered 15 gardens
located in various parts in Poland: in cities, rural areas and areas of natural value. The interviews,
involving 32 respondents, were held directly in the gardens in cooperation with the Polish As-
sociation for the Blind. The results were used to formulate recommendations for good practice
in the field of universal garden design, which can provide sensory experiences for everyone, in-
cluding people with visual impairments. The observed development of sensory gardens seems to
reflects a great interest in this type of outdoor sites, which are conducive to recreation, education,
integration, and social inclusion. Solutions applied in sensory gardens should provide inspiration
for creating universal gardens, accessible to everyone.
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1. Introduction

Outdoor recreation, with its many benefits (i.e. relaxation, education, health, in-
tegration), can have a very positive effect on the person’s psycho-somatic con-
dition, which is enhanced when recreation takes place in green areas, including
parks and gardens, especially those designed with a multisensory effect in mind.
These so-called sensory gardens foster perceptions and experiences other than
optical ones, which makes them particularly attractive as place of outdoor recrea-
tion for people with a visual disability (PwVD). The way they are designed can
provide a blueprint for universal design of outdoor recreation areas.

Up until now, the needs of people with disabilities (PwD) have not neces-
sarily been considered when planning areas of outdoor recreation. In order to
implement more inclusive solutions in outdoor recreation areas it is necessary to
obtain feedback from people with disabilities regarding their experiences, needs,
and - especially — already tested, reccommended practices. The study described
in this article focuses primarily on the needs of people with vision impairments
regarding outdoor recreation and adjustments that need to be made in the in-
frastructure of parks and gardens. Key research problems are expressed in the
following questions:

Q, - How can outdoor experiences be made accessible to people with visual
impairments?

— How can outdoor experiences be encouraged, rethought and redesigned
for people with visual impairments?

— What barriers stop people with visual disabilities from participating in
outdoor leisure in sensory gardens?

The analysis of the empirical study is preceded by a review of the literature,
addressing specific facets of outdoor recreation for PwVD, ideas and concepts
associated with the creation of sensory gardens and universal design. The next
section (Data and methods) includes a detailed description of research problems
related to the three research questions and information about the scope of the
study and the research methodology. The third section is devoted to the analysis
of the results. The part regarding the inventory of gardens includes information
about (1) elements facilitating spatial information, (2) infrastructure facilitating
the mobility of blind and partially sighted persons, (3) techniques for commu-
nicating information to blind and partially sighted people in sensory gardens. In-
formation collected during the interviews with blind people made it possible to
recognise: (1) the role of the senses in individual perception and spatial orienta-
tion, (2) the role of the senses in spatial orientation in a given garden, (3) the pos-
sibility of moving independently (spatial orientation and safety) in a known envi-
ronment; in a new, unknown environment; in a sensory garden, (4) facilitation of
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spatial orientation in a given sensory garden, (5) factors contributing to the sense
of security in a given sensory garden, (6) favourite, most interesting places in a
given sensory garden, (7) barriers and restrictions hindering sightseeing or stay
in a sensory garden. In the discussion of the research results the authors highlight
beneficial changes that improve convenience for PwVD, i.e. thanks to universal
solutions in the form of screen readers, audiobooks, etc. The study also shows
the need to change the stereotypical point of view, whereby information needs of
blind people are limited to Braille inscriptions, since the ability to use this alpha-
bet — especially among the younger generation — should not be taken for granted
these days. The article ends with conclusions referring to the three research ques-
tions, which provide useful guidelines for universal design of outdoor recreation
taking into account the needs of PwVD.

2. Literature review

People with visual impairments encounter many difficulties in free outdoor rec-
reation. Studies conducted among young people by Jessup, Cornell and Bundy
[2010] have shown that “Young people who are visually impaired have fewer so-
cial interactions with friends and are more likely to spend their free time alone.
They are involved in less varied and more passive activities, have less independ-
ence, and are usually accompanied by their parents. Their out-of-home activi-
ties are more likely to be structured than spontaneous” [ Jessup, Cornell, Bundy
2010: 419]. Sometimes surrounded from childhood by excessive care, and often
extremely cautious themselves, they do not fully benefit from the rest and leisure
activities, although the benefits are similar for people with and without visual
deficiencies [Bashir, Bano, Sajan 2014 ]whereas, some leisure activities require
only substantial mental effort such as playing chess and painting a picture. These
physical and mental activities also overlap too much. School is place where the
students with visual impairment can enhance their physical, mental emotional,
social skills by which they can adopt the changing conditions of the progres-
sive world. In this study the efforts have been made 1. Later in life, engaging in
leisure activities becomes a challenge for PvVD, since even their daily activities
take more time because of their disability [Berger 2011]. Given the complexity
of disability, as well as its social aspects, disabled people struggle to ‘have fun’
and meet social expectations regarding engagement with outdoor play even if
their real feelings are mixed or even unambiguously negative [Horton 2017]
widely circulated discourses about the value of outdoor, natural play for children
overwhelmingly marginalize the experiences of families with disabled children,
who can often experience outdoor/natural play as a site of hard work, heartache,
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dread, resignation and inadequacy. This paper presents findings from research
with 60 North London families with children aged 5-16 who have a statutory
‘Statement of Special Needs’ Focusing on these families” experiences of visiting
designated, newly refurbished accessible natural play-spaces in two local coun-
try parks, the paper highlights: (i. Many are afraid of the social stigma associated
with disability and therefore try to conceal it [Goffman 1963]. The same strategy
— minimising the visibility of the disability — is often used by PwVD when they
do not want to stand alone in a public place and would like to be seen as compe-
tent spatial actors. Other strategies to achieve this goal involve using a guide dog
or a white cane [Worth 2013]. They need a safe, trusted space that they can use
independently, to have a good time without assistance from others and social co-
ercion, and be able to satisfy their natural curiosity and acquire new information.

Sensory gardens, or more broadly — all gardens, can be used for this pur-
pose and often serve as a natural background for therapy. Horticultural therapy
“includes interventions mediated by nature-oriented views and spaces such as
gardens and everything associated with them, the plants and material related to
them, garden tools and garden occupations performed among disabled people
for healing and for restoring or improving health and well-being or for rehabilita-
tion or simply for general benefit” [Soderback, Séderstrom, Schilander 2004:
245]. There are three ways to engage in horticulture: interaction, action, and reac-
tion [Relf 1981]. A garden can be the place of active (when doing something) or
passive (just being there) therapy [Latkowska, Miernik 2012]. Outdoor activi-
ties undertaken in gardens (like walking, playing, sunbathing) can be interpreted
differently. Hagedorn [1988] regards them as passive uses of a garden, while for
Gonzalez and Kirkevold [2015], they are active forms of using this space. The
therapeutic influence of being in a garden seems to be stronger when the visitor
has a bond with the place and uses it actively [Adevi, Martensson 2013]. Even
a visit to a small garden can bring relaxation and joy, and if the space is well-
designed, it can be not only a place of therapy but also of mental relief. Nowadays,
therapeutic outdoor spaces can be found anywhere, as their positive impact is
widely known, but historically the first healing gardens were planned especially
for patients in hospitals or other health care centres [Finlay 2018; Reeve, Nieber-
ler-Walker, Desha 2017]. The origin of sensory gardens is very similar. The idea
of a sensory garden — or rather a field of sensory experience, originally came from
Hugo Kiikelhaus. He designed a space in which there were different stations dem-
onstrating various physical laws but also forcing visitors to confront their own in-
ner world, prompting them to use their senses to perceive the world. The idea was
to learn through the body [Luescher 2006 ]. In the field of sensory experience de-
signed in line with Kiikelhaus’ assumptions, visitors should be able to experience
the space i.e. through their feet, by walking on different kinds of surfaces, prefer-
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ably barefoot; through their ears, listening to the sounds of various instruments,
gongs, bells, buzzers etc.; through the contrast of light and shade; through scent,
touch, swaying etc. [Lotz 1997].

According to Pawlowska, every garden is in some way a sensory garden be-
cause the surrounding reality is perceived with all senses [ Pawtowska 2008: 143].
Regardless of the creators’ intentions, any garden is a place where scents, tastes,
and tactile sensations are combined in a unique pattern. Sensory gardens are very
diverse; some depend on interactive toys; others are characterised by rich vegeta-
tion; still others have a special educational value.

Based on the above review of the literature, it is possible to list a few key fea-
tures of an ideal sensory garden:

— it must be designed with a certain purpose in mind;

— it should constitute a closed whole, separated from the surrounding space;
it should stimulate all human senses;
it should focus on non-visual experiences;

— in addition to vegetation, it should also have other stimulating elements
[Dabski, Dudkiewicz 2010; Gonzalez, Kirkevold 2015; Hussein 2009; Sensory
Trust 2003; Szczepanska et al. 2013; Ujma-Wasowicz, Fross 2014].

Because the notion of ‘a sensory garden’ has not been clearly defined, visitors
do not always know what is hidden behind this concept. There seems to be a need
for more precise descriptions. A very similar need for some kind of management
regarding the granting of special status, and perhaps even certification, can be
observed in the case of so-called ‘healing gardens), which also lack any formal
specifications [Cooper Marcus 2016 . It should also be remembered that sensory
gardens are not the only form of providing sensory experience in open spaces.
Dabski and Dudkiewicz [2010] distinguish:

— Sensory gardens as independent areas,

— Sensory paths providing sensory experiences, but also involving move-
ment and opportunities to learn orientation skills and discover one’s own abili-
ties,

— Enrichment of open landscapes implemented in diverse and easily accessi-
ble areas to make them suitable for developing the entire sensory range [Dabski,
Dudkiewicz 2010: 8].

Each of the above categories requires a certain level of accessibility to serve
its purpose. The first factor that needs to be taken into account is safety and easy
orientation. For PwVD, the most important aspect during a visit to a garden is
comfort and safety. The next crucial factor is the ease of access. Things, such as
species diversity or the garden size are less important [Wozny, Lauda 2004].
A clear and simple design of the garden paths makes them easy and comfortable
to use. The paths should have rounded corners and should not be obstructed by
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any free-standing elements, such as benches or flowerpots, which should be lo-
cated near them; the use of contrasting colours is also recommended. If possible,
railings should be placed in the garden to help blind people find their way around.
It is also advisable to mark the central spot of the garden to facilitate orientation.
This can be a building, a signpost or a fountain. All the paths must have curbs to
prevent PwVD from coming off the path and to facilitate orientation. Variety is
the key to success: paths, walls and fences with various types of surface can sig-
nificantly help visitors find their way. In order to make plants more accessible to
people with visual impairments, they should be placed in beds located 50-90 cm
above ground level. It is also a good idea to plant and sow plants with characteris-
tic features, e.g. with flowers, fruits, stems or leaves of interesting, unusual shape
[Latkowska 2009; Dabski, Dudkiewicz 2010; Woznicka, Janeczko, Nowacka
2014; Pudelska et al. 2015].

There are major shortcomings regarding the adaptation of public facilities and
spaces for PwVD, since in many countries, including Poland, disabled persons are
still mainly associated with wheelchair users [Wysocki 2012]. It is also extremely
difficult to determine what solutions should be applied in public spaces, as “peo-
ple with visual impairment rely on a personal and unique combination of sensory
inputs to produce an organised and meaningful understanding and awareness
of the spatial experience of public spaces” [ Jenkins, Yuen, Vogtle 2015: 8651].
It means that every user perceives a garden in their own, unique way, and each
person may need a different adaptation, especially when they have multiple dis-
abilities. That is why, in many cases, instead of introducing special design features
to adapt spaces to the needs of people with disabilities, it is more reasonable to
follow the principles of universal design. The term, coined in the 1970s, refers to
the practice of designing products and environments in such a way so that they
can be used as much as possible by people of all ages and abilities without further
adaptation [Connell et al. 1997; Story, Mueller, Mace 1998; Wysocki 2012]. Ac-
cording to Zoétkowska [2016], one drawback of universal design is the fact that
it does not take into account the complex cultural, social, political relationships
and processes taking place within the geographical space, institutions and man-
agement systems [Zétkowska 2016: 75]. All these factors must be considered
when discussing general accessibility of green outdoor spaces. First of all, the best
strategy is not to create a space for people with disabilities, but rather with them,
listening to their comments and needs. This is the best way of implementing the
idea of universal design [Zajadacz 2015; Zajadacz, Lubarska 2019]. Secondly, no
garden will become popular with visitors if certain conditions are not met: ad-
equate seating, shading, and greenery are essential to make a garden attractive
[Pasha 2013; Dos Santos, de Carvalho 2012].
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3. Data and methods

The purpose of the study was to answer three fundamental questions (Q), which
are elaborated in the form of specific research problems (P):
Q,: How can outdoor experiences be made accessible to people with visual
impairments?
(P,) elements facilitating spatial information,
(P,) infrastructure facilitating the mobility and stay for blind and partially
sighted people,
(P,) techniques for communicating information to blind and partially sight-
ed people in sensory gardens.
Q,: How can outdoor experiences be encouraged, rethought and redesigned
for people with visual impairments?
(P,) the role of the senses in individual perception and spatial orientation,
(P 5) the role of the senses in spatial orientation during a visit to a garden,
(P,) possibility of moving independently (spatial orientation and safety) in
a known environment; in a new, unknown environment; in a given sen-
sory garden,
(P.) facilitation of spatial orientation in a given sensory garden,
(P,) factors determining the sense of security in a given sensory garden,
(P,) favourite, most interesting places in a given sensory garden
: What barriers stop people with visual disabilities from participating in
outdoor leisure in sensory gardens?
(P,,) barriers and restrictions hindering sightseeing, stay in a sensory garden.
To answer QlI, inventories were made in 15 sensory gardens, located in dif-
terent parts of Poland. Field research was conducted between June and August
of 2018. The garden inventory was based on assessment criteria presented in the
study of Jakubowski, Szczepariska and Ogonowska-Chrobrowska [2018]. Data
concerning Q2 and Q3 were collected during interviews with respondents with
visual impairments of various types and levels, which were conducted directly in
the gardens. Among 32 respondents, mostly members of the Polish Association
for the Blind, were 19 women and 13 men, ranging from the age of 9 to 68 (in the
case of 9 respondents aged 9-17, interviews were conducted with the consent of
their guardians), from large cities and medium-sized towns. The questionnaire
included the same set of questions as those used by [Wysocki 2010] to enable
comparisons.
The respondents’ levels of visual impairment varied: 9 persons (28.1%) were
completely blind, 2 persons (6.3%) had only light perception and 21 persons
(65.6%) were partially sighted (with 15 persons utilising the remaining sight
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constantly, and 6 persons utilising the remaining sight only with favourable cir-
cumstances such as proper illumination, high colour contrast, right time of day).
16 persons were blind or partially sighted since birth, 14 persons had lost sight as
aresult of an illness, and 2 persons — following an accident. The group also varied
in terms of the level education (primary: 10, vocational: 6, secondary: 13, univer-
sity: 3). Almost half of all respondents were not able to read Braille (15 persons,
46.9%); among the others, 5 (15.6%) only had a basic knowledge of the alphabet,
3 (9.3%) — average knowledge, and 9 (28.1%) claimed to be proficient.

4. Results

To answer the question: ‘How can outdoor experiences be made accessible
to people with visual impairments’ one needs, among other things, to iden-
tify elements that facilitate spatial information in the sensory gardens under
study. The results of the inventory indicate that the most common elements and
conveniences include scents, clear path layout and varied types of path surface
(Table 1). These infrastructural features are not targeted at a small minority
of visitors. Quite the opposite, they are integral qualities of parks and gardens.

Table 1. Elements of sensory gardens that facilitate spatial orientation

No Featore Nt et | with et
1. | Clear path layout 12 80.0
2. | Paths with rounded corners 4 26.7
3. | Tactile walking surface indicators 0 0
4. | Various types of path surface 11 733
S. | Waypoints described in Braille 4 26.7
6. | Audible information 2 133
7. | Spatial models 0 0
8. | Scents 15 100.0
9. | Mobile applications 0 0

10. | Assistance from others 9 60.0

Gardens: 1. Bucharzewo, 2. Owiriska, 3. Zawoja, 4. Bolestraszyce, 5. Osmolice, 6. Trzcianki, 7. Bréd Nowy,
8. Krakéw, 9. Gdanisk, 10. Lublin, 11. Muszyna Ogréd Zmysltéw, 12. Muszyna Ogréd Biblijny, 13. Muszyna
Ogréd Magiczny, 14. Poddebice, 15. Powsin PAN Ogréd Botaniczny CZRB (Warszawa).

Source: Field inventory conducted between July and August 2018.
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When adequately implemented, these features can help to create a place where
PwVD can also rest and enjoy recreation.

Regarding the infrastructure to facilitate the mobility and stay for blind
and partially sighted people, the most common infrastructural elements in-
cluded the use of various surface types, tables, elevated flowerbeds and ramps
(Table 2). Such conveniences can be treated as part of default outdoor area de-
velopment and are beneficial to all users.

Table 2. Infrastructure to facilitate the mobility and stay of blind and partially
sighted people in selected sensory gardens

No Feature Nt i e |t s e
1. | Site plan 4 26.7
2. | Tables 8 53.3
3. | Curbs (as guides) S 333
4. | Railings 7 46.7
S. | Elevated flowerbeds 8 533
6. | Ramps 8 533
7. | Various surface types 11 73.3

Gardens: 1. Bucharzewo, 2. Owiniska, 3. Zawoja, 4. Bolestraszyce, 5. Osmolice, 6. Trzcianki, 7. Bréd Nowy,
8. Krakéw, 9. Gdansk, 10. Lublin, 11. Muszyna Ogréd Zmystéw, 12. Muszyna Ogréd Biblijny, 13. Muszyna
Ogréd Magiczny, 14. Poddebice, 15. Powsin PAN Ogréd Botaniczny CZRB (Warszawa);.

Source: Field inventory conducted between July and August 2018.

The most commonly used techniques for communicating information to
blind and partially sighted visitors in sensory gardens included sensory paths and
interactive toys, tactile graphics and tactile plans, enabling sensory experiences
and learning through practice and providing an attractive way to spend free time
in an open air space for all kinds of visitors. Options specially designed for blind
people include information boards with descriptions in Braille (Table 3).

To answer the question ‘How can outdoor experiences be encouraged, re-
thought and redesigned for people with visual impairments?’, it is necessary
to identify the role of the senses in individual perception and spatial orienta-
tion. The questionnaire results indicate that blind and partially sighted visitors
relied on the sense of hearing (15), touch (9), on visual memory (4) and remain-
ing sight (4), and on the sense of smell (1) and balance (1). The respondents also
rated the degree to which each sense was useful in collecting information when
moving about and for spatial orientation in everyday life (Fig. 1. situation A), and
then rated their usefulness during a visit to a sensory garden (Fig. 1. situation B).
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Table 3. Ways of providing information to blind and partially sighted people
in sensory gardens

Number of gardens | Percentage of gardens
No. Feature with this fgature with tlglis fefture
1 Braille/Large Print information boards 7 46.7
2 Braille/Large Print guide 1 6.7
3. | Touch-and-audio information boards 1 6.7
4 Interactive website / Voice guide/ Audio 1 6.7
description
5. | Tactile graphics / Tactile plans S 33.3
6. | Sensory path / Interactive toys 11 73.3

Gardens: 1. Bucharzewo, 2. Owiriska, 3. Zawoja, 4. Bolestraszyce, S. Osmolice, 6. Trzcianki, 7. Bréd Nowy,
8. Krakow, 9. Gdansk, 10. Lublin, 11. Muszyna Ogréd Zmystéw, 12. Muszyna Ogréd Biblijny, 13. Muszyna
Ogréd Magiczny, 14. Poddebice, 15. Powsin PAN Ogréd Botaniczny CZRB (Warszawa).

Source: Field inventory results, July-August 2018.

Based on these answers, it can be concluded that the most important senses in-
clude:

— hearing and sight (light perception),

— touch (cane, hand, foot) and visual memory.

The other senses (smell, balance and obstacle sense) play a less important
role.

The role of the senses in spatial orientation during a visit in a garden is
represented in Figure 1 (situation B). When asked to compare everyday spatial
orientation (A) with orientation in a sensory garden (B), the respondents report-
ed a more frequent reliance on the sense of smell and more balanced use of other
senses with less reliance on the sense of hearing, which suggests that in a safe, pre-
dictable arrangement of a garden, accompanied by a number of balanced stimuli,
the sense of hearing is not as crucial as in everyday life and can enjoy a certain
degree of rest thanks to the holistic exposure to other surrounding stimuli.

Respondents’ assessment of the possibility of moving independently
(spatial orientation and safety) in a known environment; in a new, unknown
environment and in a given sensory garden varied (Fig. 2). The possibility of
moving independently requires a good knowledge of a specific area. While blind
or partially sighted people can move independently in a well-known area, spa-
tial orientation in a new environment is difficult without help from other people.
However, thanks to the way they are designed, layouts of sensory gardens are
relatively easy to learn.



Sensory gardens as places for outdoor recreation adapted to the needs of people...

35

B) sense of obstacles
A) sense of obstacles
B) sense of balance (kinesthetic impressions)

A) sense of balance (kinesthetic impressions)

B) smell

A) smell

B) touch (cane, hand, foot)

A) touch (cane, hand, foot)

B) hearing

A) hearing

B) visual memory from before the loss of sight

A) visual memory from before the loss of sight

B) remaining vision, light perception

A) remaining vision, light perception

m1 m2 O3 [O4 o

Importance assessed on a 4-point scale: 1 — the least important, 4 — the most important, 0 — no opinion.

Fig. 1. The importance of senses in spatial orientation (A - overall, B - in sensory
gardens) according to blind and partially sighted respondents

Source: Interviews with garden visitors [n = 32].

entirely

dependently

I don’t know, rather
hard to say dependently
== familiar area od residence,
known environment
= anew, unknown area
entirely A/ rather = a particular sensory garden
independently independently visited by the respondent

Fig. 2. Possibility of moving independently according to blind
and partially sighted respondents

Source: Interviews with garden visitors [n = 32]
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advice from others

applications in mobile devices

scents

spatial models

audible information

waypoints described in Braille

diversified surface of path surface

tactile walking surface indicators

tactile plans of walking routes

clear path layout

B H2 O3 04 Do
Importance assessed on a 4-point scale: 1 — the least important, 4 — the most important, 0 — no opinion.

Fig. 3. Factors that facilitate spatial orientation in sensory gardens
according to blind and partially sighted respondents

Source: Interviews with garden visitors [n = 32].

Asked to list solutions that facilitate spatial orientation in a given sensory
garden, the respondents mentioned the following: intuitive path layout, vari-
ous path surfaces, assistance from other people, textural markings on paths,
and voice information. Less commonly listed factors included smells, models
and paths with rounded corners (Fig. 3).

Another questions concerned factors contributing to the sense of security
in a particular sensory garden. The three most important factors mentioned by
the respondents include:

(1) spatial order of the garden, proper development of the area (16 pers.): se-
cure path edges; intuitive paths layout, clearly marked paths (with yellow tapes),
various path surfaces; roofed resting spots; railings, balustrades; fences, safety
nets; absence of dangerous elements, e.g. sewer grates; well-maintained paths,
safety measures near water reservoirs;

(2) presence of other people (15 pers.): ie. friends, security officers, garden
employees, guides for PwVD;

(3) safety equipment (7 pers.): stable and sturdy safety appliances, the use
of a cane, security cameras, illuminated paths, emergency buttons to call for help.

Asked to list their favourite, most interesting places in a particular sen-
sory garden, the respondents mentioned things that can be touched, smelled
and heard, such as:
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1. Plants and animals - that can be touched, picked, smelled and tasted (e.g.
beans, carrots, strawberries); e.g. an area with herbs; smells - the presence of
plants, water, animals, which can be touched, such as rabbits (12 answers);

2. Resting places: bridges, alleys, gazebos, playgrounds, squares for safe bicy-
cle riding, benches near water, lake, or a fountain (14 answers);

3. Devices — possibility to use springboards, swings, sound stairs, carousels,
balance beans, climbing walls, acoustic zones (i.e. dulcimers, organs), mechanical
experiences zones, touch zones, water walls (10 answers).

The respondents found sound, touch and smell sensations such as those list-
ed above to be the most important sensual experiences in a sensory garden.

The question ‘What barriers stop people with visual disabilities from
participating in outdoor leisure in sensory gardens?’ is connected with the
problem of identifying barriers and restrictions hindering sightseeing, stay
in the sensory garden. 11 (out of 32) respondents gave an affirmative response
to the question ‘Do you encounter obstacles with using city parks and gardens?.
The main obstacles mentioned in the survey can be grouped according to the
classification proposed by Agovino and others [2017]:

1. Cultural obstacles: bad manners — sighted people who fail to provide as-
sistance regarding spatial orientation to the blind; danger posed by bicycle riders;
obstacles located on paths, patchy pavements, hooligans;

2. Environmental obstacles: uniform path surfaces, non-intuitive paths lay-
out making spatial orientation harder, unsafe corners, lack of landmarks, obsta-
cles one cannot walk over like felled trees and branches; unsafe bridges over wa-
ter pools, garbage, lack of bathrooms, uneven surface of paths;

3. Informational obstacles: lack of information board, lack of audio guides,
lack of entrance signs, exit signs, path layouts, etc.; complicated path layouts.

The survey was also an opportunity to learn about respondents’ expecta-
tions concerning the design of parks, gardens, city spaces taking into ac-
count the needs of blind and partially sighted people. Respondents pointed
out principles that should be followed and convenience measures that should be
implemented in all parks and gardens (e.g. city gardens) to meet the expectations
of PwVD. Based on their feedback, it is possible to list several categories, such as:

1. Spatial order — garden arrangement that ensures good spatial orientation
and safety: safe path edges (rounded corners, grass), various path surfaces, tac-
tile indicators, tactile plans, even and well-maintained paths, railings in front of
slopes, street signs (for example prohibiting bicycle and rollerblade riders from
entering paths used by PwVD), clean paths without foliage or fallen trees and
branches, good quality surfaces (even, stable, non-slippery), contrasting colours,
dangerous spots marked with bright yellow paint (edges, thresholds); clearly la-
belled movement direction, entrances and exits, maps with large fonts, good il-
lumination, security cameras;
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2. Customised information system: sounds, audio description, Braille alpha-
bet markings, enlarged print, tactile elements of the surroundings, models;

3. Universal resting places: outdoor gyms, benches, recreational spots, um-
brellas to hide from the sun, customised bathrooms.

By exercising their concentration skills, blind and partially sighted people can
better recognise surrounding stimuli. As representatives of PwVD community
indicate, audio messages are preferable to touch-based inputs. Braille infor-
mation got low ratings because few respondents were sufficiently familiar with it.
This confirms the observation made earlier that information for PwVD should
also be available in forms other than the Braille alphabet, such as, for exam-
ple, protuberant writing and audio messages.

5. Discussion

What is not obvious but what is revealed by the results, is the need to supplement
the inventory with the possibilities offered by new technologies. They were almost
entirely overlooked in our study but nowadays prove to be a very effective and con-
venient means of helping PwVD to find their way and obtain information about
visited places and their special qualities [Siu 2013]. There is also the question of
how to choose a method of providing information. Our study shows that people
with visual disabilities are reluctant to rely on information provided in Braille,
and, besides, there is relatively little information available in Braille anyway. Braille
reading is considerably slower than listening and print reading, for physiological
and cognitive reasons. Fingertips have a very limited area of contact with the text
compared to the eyes; moreover, the contact is successive and sequential, while in
visual reading much more information is taken in simultaneously [Baciero, Perea,
Gomez 2019; Paterson 2016]. This is one of the reasons why it is easier to under-
stand a printed text containing mistakes or jumbled letters than its Braille version
[Perea et al. 2015]. To sum up, print reading is about three times faster than tactile
reading; listening to audio messages is somewhere in between, but with the help
of modern technology enabling users to increase playback speed, audio recordings
can match the speed of print reading [Paterson 2016]. There are, however, other
issues connected with tactile texts. An experiment conducted on Braille users con-
firmed that the physical quality of a given text (the height of the dots) affects the
reader’s certainty and reading speed [Lei et al. 2019]. Moreover, only few PwVD
can actually read Braille. In the UK, for example, only an estimated 1% of blind peo-
ple use Braille. The supply of content in Braille exceeds the demand from users, and
new generations are not taught Braille, as they increasingly rely on auditory tools,
as well as smartphones and screen reading software [Rose 2012 ]. The best solution
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would be to use both auditory and Braille information, as already mentioned, but
if only one method has to be chosen, audio materials seem to be the better choice.
Regarding plants, they need to be selected with special care: it is beneficial if they
stimulate not only the senses of touch and smell, but also the sense of taste. Plants
can be arranged to form colourful sectors in the garden [ Trojanowska 2014].

6. Conclusions

The main research questions raised in this article refer to the basic conditions
required for inclusive outdoor recreation. The inventory of 15 sensory gardens
showed that outdoor experiences can be accessible to people with visual im-
pairments if there are elements that facilitate spatial orientation, which in-
clude intuitive path layout, various types of path surface and smells (which are
season-dependent). Surface variety is the most commonly used infrastructural
solution in gardens, which improves mobility and stay for blind and partially
sighted visitors. Other frequently used elements of the infrastructure include ta-
bles, elevated flowerbeds, and ramps. Regarding techniques for communicat-
ing information to blind and partially sighted visitors in sensory gardens,
the most popular touch-based solutions are sensory paths and interactive toys,
tactile graphics, and tactile plans.

Outdoor experiences can be encouraged, rethought and redesigned for
people with visual impairments in many ways. This goal can be achieved first
and foremost by allowing visitors to hear, touch, and smell the surroundings and
enabling them to move about freely and independently. The respondents’ answers
regarding possibilities of moving independently (spatial orientation and safe-
ty) in a known environment; in a new, unknown environment and in a par-
ticular sensory garden indicate that the appropriate arrangement of space in
sensory gardens, even during the first visit, greatly facilitates independent move-
ment. Solutions implemented in sensory gardens should be included as elements
of the universal design of outdoor recreation areas. In the sensory gardens visited
during the study, the blind and partially sighted respondents stressed the useful-
ness of intuitive path layouts, various types of path surfaces, assistance from other
people, as well as textural markings on paths and audio messages. These factors
also play a key role in providing the sense of safety, which is mainly the result of
spatial order, but also the presence of helpful staff and reliable on-site equipment
(security cameras, possibility to call an alarm by pressing a button). In general, the
appeal of an outdoor recreation area is mainly determined by specific spots. The
respondents mentioned that such spots should include areas with animals (that
can be touched, smelled) and plants (that can be tasted), resting areas and areas
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for active recreation, offering plenty of auditory, tactile and olfactory stimuli which
the respondents found to be the most important sensual experiences.

The task of reducing and removing socio-cultural barriers to outdoor par-
ticipation requires holistic actions that target all diagnosed barriers: cultural,
environmental and informational ones. Blind and partially sighted respondents
not only provided a detailed list of encountered barriers but also solutions they
expected regarding the arrangement and design of parks, gardens, and city spaces.
Both types of information are crucial in the process of universal design of pub-
licly accessible space.

The results of the study indicate that, from the perspective of persons with
visual disabilities, in the process of designing more universally accessible recrea-
tion areas, the optimal solution is to focus on elements that are useful to everyone.
Such solutions are neither sophisticated nor expensive (i.e. intuitive path layouts,
varied path surfaces, orientation landmarks, etc.). When these guidelines are re-
spected, everyone will benefit from better convenience and a greater abundance
of multisensory stimuli, which will increase the overall attractiveness of outdoor
recreation. The study findings can be used as the basis for recommendations in
the field of good practice of universal garden design, which can provide sensory
experiences for everyone, including people with visual impairments. The current
development of sensory gardens indicates a great interest in outdoor sites of this
type, which are conducive to recreation, education, integration, and social inclu-
sion. Solutions applied in sensory gardens should provide inspiration for creating
universal gardens, accessible to everyone.
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Ogrody sensoryczne jako przestrzen rekreacyjna
dostosowana do potrzeb oséb
z niepetnosprawnoscia wzrokowa

Abstrakt. Podjete badania koncentrowaly sie na potrzebach o0sob z niepelnosprawnoscia wzro-
kowa w zakresie dostosowania infrastruktury przestrzeni rekreacyjnej ogrodéw sensorycznych.
Celem badar byta odpowiedz na nastepujace pytania: (1) W jaki sposéb udostepniaé przestrzen
rekreacyjng dla 0séb z niepelnosprawnoscia wzrokowa? (2) W jaki sposéb weryfikowaé zagospo-
darowanie przestrzeni rekreacyjnej pod katem potrzeb oséb z niepelnosprawnoscia wzrokows?
(3) Jakie sa bariery w uczestnictwie 0sob z niepelnosprawnoscia wzrokowa w rekreacji na §wiezym
powietrzu w ogrodach sensorycznych? W poszukiwaniu odpowiedzi na powyzsze pytania wyko-
rzystano materialy wtérne oraz dane pierwotne. Do zastosowanych metod badan nalezaly: inwen-
taryzacja wybranych ogrodéw sensorycznych oraz wywiady z osobami niewidomymi i stabowi-
dzacymi. Badania przeprowadzono w okresie czerwiec-sierpieri 2018 r. Objeto nimi 15 ogroddw.
Obiekty te znajduja sie w réznych regionach Polski, w miastach, na obszarach wiejskich i obsza-
rach cennych przyrodniczo. Wywiady (32) z osobami niewidomymi i stabowidzacymi przeprowa-
dzono bezposrednio w badanych ogrodach we wspdlpracy z Polskim Zwiazkiem Niewidomych.
Wyniki przeprowadzonych analiz stanowia podstawe do sformulowania rekomendacji w zakresie
uniwersalnego projektowania ogrodéw, ktére moga zapewni¢ wrazenia sensoryczne wszystkim,
w tym osobom z dysfunkcjami wzroku. Obserwowany rozw6j ogroddéw sensorycznych jest zwia-
zany z ich multisensorycznym oddzialywaniem i pelnieniem wielu funkcji (m.in. rekreacyjnej,
edukacyjnej, integracyjnej). Zastosowane w ogrodach sensorycznych rozwigzania powinny by¢
uwzglednione przy planowaniu uniwersalnych parkéw i ogrodéw, dostepnych dla wszystkich.

Stowa kluczowe: ogrody sensoryczne, przestrzen rekreacyjna, osoby z niepelnosprawnoscia
wzrokows, osoby z niepelnosprawno$cia, projektowanie uniwersalne
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The significance of the Renaissance in Poland
according to tourists’ opinions on TripAdvisor
concerning three major Renaissance landmarks

Abstract. The purpose of the study was to analyze the role of the Renaissance in Poland and
the way it is reflected in tourists’ reviews. The authors focused in particular on tourists’ aware-
ness concerning the importance of three major Renaissance landmarks located in three Polish
cities, namely the Wawel Royal Castle in Cracow, the Town Hall in Poznan and the Old Town in
Zamo$¢. Methods used in the empirical part include an analysis of reviews posted on the Trip-
Advisor website by Polish tourists who have visited these sites, taking into account the histori-
cal conditions underlying the development of the Renaissance in Poland and its characteristic
features. The authors used the desk research method. The pilot study described in the article is
an introduction to further, in-depth qualitative research. The results indicate that only 10% of all
tourists’ reviews referred to the Renaissance character of the sites. The reviews indicate that most
tourists lack a solid knowledge of history and architecture, and were most likely not inspired to
visit the analyzed sites because of their links to the Renaissance. No reviews were found demon-
strating any personal background in history or suggesting that the Renaissance was the reason for
visiting these particular sites. So far, references to the Renaissance in tourists’ reviews of Polish
landmarks have not been discussed in the literature. The article can, therefore, be regarded as
a first contribution to the study of this issue.
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1. Introduction

The early modern period introduced a series of interesting artistic styles, includ-
ing the Renaissance, Mannerism, Baroque, Rococo, and Classicism — all of which
drew inspiration from the achievements of past periods, including the Antiquity
and Middle Ages, and creatively used them for their own purposes. The herit-
age of any historical period includes relics of both material and spiritual culture.
The former include architectural landmarks, which very often become tourist at-
tractions. One artistic style that made a particular impact on the image of towns
is the Renaissance. It arrived in Poland in the early 16™ century as an already
established and mature style, and continued to develop for the next 150 years.
King Sigismund I (1467-1548) from the Jagiellonian dynasty was its great ad-
vocate and promoter. The new style was disseminated in Poland by Italian art-
ists brought to the royal court in Krakéw by the wife of king Sigismund I, Italian
duchess Bona Sforza, and their son, Sigismund II Augustus. It is also notewor-
thy that the 16™ century is referred to as “the Golden Age of the Polish culture”
and that the distinctive architectural masterpieces of the Polish Renaissance are
important contributions to the European Renaissance heritage. Currently, as
tourist attractions, they can be an inspiration to visit a certain place. Following
the hypothesis concerning the importance of individualization and an increase
in education levels among modern consumers [Reich, Pechlaner, Hoelzl 2006;
Niezgoda 2013b, 2017], the authors pose the following question: how interested
are Polish tourists in Renaissance architecture in Poland and what do they know
about it? The purpose of this article is to analyze the role of the Renaissance in
Poland and the way it is reflected in tourists’ reviews. The emphasis is placed on
tourists” awareness concerning the importance of three major landmarks located
in three Polish cities, namely: the Wawel Royal Castle in Cracow, the Town Hall
in Poznan and the Old Town in Zamo$¢. The sites were selected because of their
special significance in the development of Renaissance art in Poland.

2. Features and development
of the Renaissance in Poland

The Renaissance spread throughout Europe in the 16" century and became
a great artistic, philosophical, and religious movement. It had arisen one hundred
years earlier and made direct references to the achievements of Roman and Greek
Antiquity. Italian humanists followed the principle of Homo sum, humani nihil
a me alienum esse puto — so the man became the center of their attention, along
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with earthly life and all its beauties. This entailed a weakening of the Catholic
Church’s role, and therefore challenged the medieval concepts of theocentricism
and universalism. In the previous era, clergymen were in charge of art and its
canon. In the Renaissance, individualism took the front stage, supported by the
ancient institution of patronage.

The Reformation, initiated by Martin Luther in 1517, brought about new re-
ligious doctrines and new denominations, which gained many followers among
the upper classes. This led to a decrease in the number of new Catholic church-
es in Poland. The one exception is the collegiate church in Zamo$¢, which was
the only entirely new temple built during the “Golden Age” in the 16™ century
[Rozek 2015]. In most cases, old Gothic churches were renovated or their interi-
ors adapted to the new style.

On the other hand, the number of secular and private works of art increased,
including stylish estates, villas, and palaces, as well as portraits and gravestones.
In the category of religious buildings, private funerary chapels — which com-
memorated and glorified magnates, noble families, or church officials — became
particularly popular.

The Renaissance arrived in Poland — at the capital, Cracow — in the early
16" century, but its initial impact was limited to the royal court and aristocra-
cy. The provincial part of the country remained under a heavy influence of the
Gothic art for many more years. However, the new style quickly gained popu-
larity and blended in with the local tradition. Pointed arches were replaced by
classic Roman arches; lierne, cross-ribbed, and diamond vaults were abandoned
and replaced by coffered ceilings; and the dome was back in style. Facades and
courtyards were decorated with loggias and galleries. Attics were a characteristic
feature popular in this period. These decorative walls adorning the topmost part
of the facade were found on palaces, manors, townhouses, and town halls, and are
strongly associated with the Polish Renaissance. Renaissance works of art were
generously embellished with ornaments inspired by ancient art (astragal, pearl,
palmette, arabesque, mauresque etc.). Under the influence of the Dutch Renais-
sance, elements such as scrolls, panoplies, herms and putti also gained popularity.

In the Polish Renaissance architecture, three major periods can be distin-
guished' [Kozakiewicz, Kozakiewicz 1976; Orzechowska-Kowalska 2003;
Rozek 2015]:

— 1500-1550 - the rule of Sigismund I the Old, strong Italian influences
(mainly Florence), with Gothic elements blended with the Renaissance;

— 1550-1580 - the period of the patronage of Sigismund II Augustus and
Anna Jagiellon; the style becomes more popular in Poland and is adapted to the

! In Kozakiewicz, Kozakiewicz [1976]: 1500-1545 (early period), 1545-1575 (the style settles),
1575-1640 (bloom and slow demise).
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local needs thanks to Italian artists brought to Poland from the Italian-Swiss bor-
derland; attics become widespread and increase in grandeur;

— 1580-1640 — the period of the first elected kings, the emergence of Man-
nerist forms under the influence of the Dutch Renaissance (Gdansk), as well as
elements foreshadowing the next style to come — the Baroque.

Among many diverse buildings of the Polish Renaissance, two types of secu-
lar constructions prevail: manors and bourgeois townhouses. They were often
constructed on the basis of existing Gothic buildings or built from scratch.

3. The Wawel Royal Castle, the Poznan Town Hall,
and the Old Town in Zamos¢ - prime examples
of Renaissance architecture in Poland

When the Gothic castle in the Wawel Hill became the residence of the next king
from the Jagiellonian dynasty, Sigismund I the Old, a patron well-aware of the
new artistic trends, it underwent massive refurbishment as early as the first half of
the 16" century, which made it the greatest Renaissance palace in this part of Eu-
rope. Under the rule of king Alexander (1501-1506), the extension of the west-
ern wing was started, which was meant to be the residence of the king’s mother,
Elizabeth of Austria. Sigismund I, like his brothers, was educated in the spirit of
humanism by an Italian teacher, Filippo Buonaccorsi, called Callimachus. He lat-
er stayed at the court of his brother Vladislaus in Hungary, but came into contact
with Renaissance art even earlier, at the time of the rule of Matthias Corvinus,
the previous king of Hungary. When he assumed the Polish throne, he continued
the work, which was completed in 1535. His patronage set new examples in Pol-
ish art. Beyond any doubt, this was also due to his marriage to an Italian duchess
from the great house of Sforza, famous for its patronage over artists.

The residence for the royal couple in Wawel owes its shape to architects
brought to Poland by the king from Florence: Francesco Fiorentino, and Bartolo-
meo Berrecci, as well as Benedykt Sandomierzanin [Przybyszewski 1948; Rataj-
czak 2011]. The work of art created under their supervision over 30 years com-
bined elements of Gothic and Renaissance art. The real novelty of the castle were
the distinctive galleries surrounding the courtyard, heavily ornamented with
polichrome, which were both functional and decorative (Fig. 1). The interiors of
the castle, particularly the impressive second floor, also referred to as the piano
nobile, were completely changed. The so-called Audience Hall was adorned with
a coffered ceiling featuring a set of sculpted human heads (the so-called Wawel
heads), made by the German wood artist, Sebastian Tauerbach.
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Fig. 1. The Wawel Royal Castle Courtyard

Source: Izabela Wyszowska. Private collection.

After the reconstruction of their main residence, the Jagiellonians went on to
refurbish their castles in Vilnius, Warsaw, and Niepotomice. What the royals did
in terms of bringing the Italian trends to Poland was widely acclaimed, and subse-
quently copied by Polish noblemen, who built or rebuilt their estates to resemble
the Wawel castle. Examples include properties in Ogrodzieniec, Pieskowa Skata,
Kurozweki, Ksiaz Wielki, and later in the period of Mannerism, in Krasiczyn or
Baranéw Sandomierski.

Along with the refurbishment of the Royal Castle, the king decided to build
a funerary chapel of the Jagiellonian house (the so-called Sigismund’s Chapel)
next to the Krakéw cathedral (Fig. 2). The work was supervised by Bartolomeo
Berrecci, and the resulting building was considered a gem of the Florentine Re-
naissance north of the Alps, and a second (after the Wawel Castle) archetype
strongly affecting Polish architecture. Both the small square building with a dome,
magnificent interiors and rich ornamentation, and the double-storied gravestone
housed inside, typical for the Polish Renaissance and initiated in Wawel by Sigis-
mund I'and his son Sigismund Augustus, inspired a number of bishops, magnates,



50 Agnieszka Niezgoda, Izabela Wyszowska

Fig. 2. Sigismund’s Chapel. The Wawel Cathedral

Source: Izabela Wyszowska. Private collection.

noblemen, and even rich burghers, who copied the royals on a large scale. In the
years 1580-1620, almost a hundred funerary chapels similar to this one were built
in Poland. Examples include the Firlej chapel in Bejsce, the Koscielecki chapel in
Koscielec near Inowroctaw, and the chapel of bishop Padniewski in Wawel and
bishop Uchanski in Eowicz, to name a few [Kaczorowski 1991; Lozinski 1973].
In Greater Poland alone, one can find many examples of inspirations drawn both
from the Sigismund Chapel and the form of the Sigismund’s’ gravestone (the
most notable example is the Gérka family gravestone in the Poznan cathedral,
made by an Italian sculptor working in Krakéw, Girolamo Canavesi, who deco-
rated the cornice of the gravestone with his elaborate signature).

In the second half of the 16™ century, artists from the borderland of Lom-
bardy and Switzerland became the dominant group among Italian artists work-
ing in Poland. They came from three small states — the cantons of Ticino and
Grisons, and the area near Lake Como north of Milan, so they were referred to
by their origin: Ticinese, Grigioni, and Comaschi. They emigrated from their
native land to seek employment throughout Europe. The Comaschi specialized
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in architecture and sculpture, and practically monopolized these services. They
worked in Poland until the times of Enlightenment, and made an impact on the
Polish Mannerism, Baroque, and Classicism [Kaczorowski 1991]. One notable
Comasco was Giovanni Battista di Quadro from Lugano, who came to Poznan
and performed the reconstruction of the Town Hall in the years 1550-1560. In
the Renaissance, reconstructions of Gothic town halls were common, with a var-
ying number of new Renaissance elements and decorations added to the existing
structures. The Poznat Town Hall exemplifies this strategy, and other examples
can be found in Chelmno, Szydlowiec, Tarnéw, and Sandomierz.

G.B. Quadro elongated the original Gothic structure of the Poznain Town
Hall towards the west, giving it its rectangular shape, and added a third story
with an attic. He decorated the facade with a beautiful three-leveled loggia, in-
spired by the landmark of ancient Rome — the Colosseum (Fig. 3). In his work,
he followed an architectural treatise by Sebastiano Serlio, which provided many
solutions used during the reconstruction. Owing to G.B Quadro, the interiors of
the Poznan Town Hall gained a luxurious, impressive design, including the mag-
nificent vault in the Renaissance Hall, also referred to as the Great Hall. Imagery
on the facade of the Town Hall corresponded with the iconography of the vault,
portraying the essential knowledge of the Renaissance, with heraldic, mythologi-
cal, biblical, and astrological motifs. The meaning of these portrayals is the source
of heated debates. It is accepted that they depict bravery as the most important
virtue, needed to provide the city and the country with prosperity, and rewarded
with an afterlife in heaven (paradise). The author of this artistic form was, in all
likelihood, the mayor of Poznan of the time, Kasper Goski — known for his in-
terest in astrology [Pazder (ed.) 2003: 72]. The well-preserved vault is a unique
decoration of the former seat of municipal authorities.

The Central European model for towns was shaped in the late Middle Ages,
in accordance with the principles of the so-called Magdeburg Law. Until the 18"
century, towns were built based on a plan and institutions developed in the Mid-
dle Ages, during the rule of Piast and Jagiellonian dynasties. However, in Renais-
sance Italy, a new concept for towns was born, called citta ideale. In Poland, the
“ideal town” concept was implemented on a large scale by Jan Zamoyski, the
Grand Hetman and Chancellor of the Crown, one of the most prominent char-
acters in the history of Poland. Having acquired wealth and position in Poland,
he decided to erect a new town as the capital of his estate — Zamog¢. Built from
scratch in 1580, by the late 16" century, it had become one of the most important
economic and cultural centers of the country. Bernardo Morando from Venice
was commissioned to design the town. He managed to achieve a balance between
a harmonious architectural arrangement and functionality required in a town. It
is in the shape of a pentagon with a “chessboard” composition and a square palace
of its founder within. Two great axes were created as transport routes. One led
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Fig. 3. Poznan Town Hall

Source: Izabela Wyszowska. Private collection.

to the Zamoyski residence through the market with the Town Hall and auxiliary
markets (Salt and Water markets), and the second - from the collegiate church to
the Zamoyski Academy [Orzechowska-Kowalska 2003 ].

The life of people in town was centered around the square market, which was
surrounded by arcaded townhouses with stores on the ground floor. Houses were
capped with impressive attics (the most interesting examples include the Tellani,
Link, and “Armenian” townhouses). As opposed to the medieval market, the cen-
tral part of the square in Zamo$¢ remained empty. The Town Hall, decorated with
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a high tower, was incorporated into a row of townhouses (Fig. 4). Many Poles,
Armenians, and Russians came to the new town. Zamo$¢ became a strong trade
center, a modern, unconquered fortress, the residence of the landowner and the
capital of his estate. Its collegiate church, built in a Mannerist style, was also the
final resting place for the Zamoyski family, and its unique and decorative interiors
were a source of inspiration for many.

The above-mentioned landmarks — the refurbished Wawel Castle, the Poznan
Town Hall and the “ideal town” of Zamo$¢, were an important artistic contribu-
tion to the cultural heritage of the Renaissance in Poland, and shaped the subse-
quent stages of its development. The Old Town in Cracow (including the Wawel
Castle) and the Old Town in Zamo$¢ are included in the prestigious UNESCO
World Heritage List and are therefore particularly attractive for tourists. But the
Poznani Town Hall also has high artistic value, with one of the first modern fa-
cades in Poland, and attracts large numbers of tourists to the capital of Greater
Poland. It is located in the city center, and apart from its Renaissance beauty, it

Fig. 4. The market in Zamo$¢

Source: Izabela Wyszowska. Private collection.
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features daily “Poznan goats” shows, which are a symbol of the city and a distinc-
tive tourist attraction.

The extent to which tourists are prepared to appreciate these gems of the Pol-
ish Renaissance, how aware they are of their significance, and how motivated they
are to travel in order to see them with their own eyes, is demonstrated by the
conducted study.

4. The Renaissance in travel motivations
and its reflection in tourists’' reviews -
empirical evidence

The contemporary tourist market is characterized by individualization — tourists
seek to satisfy their travel needs according to their own interests [Butler 2006;
Reich, Pechlaner, Hoelzl 2006; Niezgoda 2013b; 2017]. The described Renais-
sance historical sites are tourist attractions, which means they influence people’s
willingness to visit a certain location. One can perceive them as “motivators”, fac-
tors that provide a sense satisfaction with their presence [Koziot 2013: 136] For
tourists, such satisfaction arises when they visit their desired destination. Thus,
this desire is rooted in the human system of needs and the process of motiva-
tion. For the purpose of the present article, it can be assumed that people who
post reviews on social media want to share information with other users (po-
tential tourists). Therefore, it can be expected that a voluntary and spontaneous
review is based on a personal perception of the visited location, includes the most
striking impressions formed during the visit, and covers those features of the site
which they consider the most important. The purpose of analysis undertaken in
the study was to describe the evident content of reviews posted by tourists [Szc-
zepaniak 2012].

The analysed reviews were posted on Trip Advisor, one of the most popular
social media websites. Such data can be used for qualitative analysis of the content
and intentions of the author [Zajadacz 2017; Nowacki 2017; Niezgoda 2017].

5. Study design

In order to verify how the Renaissance affects various people, tourists were se-
lected as a study group. A non-reactive research method was selected for the
study, specifically the desk research method. Given its exploratory in character,
the study aimed at recording facts rather than codifying or valuating data. The
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authors primarily focused on qualitative analysis of the reviews, i.e. examining
authors’ intentions as well as recording frequently occurring categories and ones
that were missing.

The analysis only included reviews posted by individual tourists, in order to
avoid bias caused by the presence of a tour guide. The sample consisted of 300
most recent reviews posted before the start of data collection (August 12-15,
2019), 100 per every landmark: the Wawel Royal Castle in Cracow, the Poznan
Town Hall, and the Old Town in Zamo$¢. It was assumed that for the purpose of
qualitative content analysis the sample should be large enough to reflect motiva-
tions and knowledge of respondents and does not have to represent characteris-
tics of the population [Flick 2011] and that the researcher defines the popula-
tion and selects instruments for collecting and analyzing data that are fit for the
research purpose and the questions posed. At the same time, in this kind of study,
there is no need to focus on the characteristics of respondents [ Pasikowski 2015;
Szczepaniak 2012]. Therefore, the only relevant information about respondents
was the fact that they visited, on their own, one of the three above-mentioned
landmarks and posted a review in Polish on the Trip Advisor website.

The content of a review reflects the significance of elements noticed by its
author. In order to avoid the impact of seasonality on respondents’ impressions,
we collected reviews posted over the period of one calendar year (August 1,2018
— August 1,2019). 100 reviews about each of the three landmarks were selected.

6. Results

It was assumed that tourists who visited any of the three sites described their
impressions according to their interests, knowledge and education, and therefore
each entry reflects their main impressions and suggestions for other tourists who
would like to visit the site. It was found that only 5% of the 100 analyzed reviews
of the Wawel Royal Castle include any reference to the Renaissance. Among
those, three mention Queen Bona, and one mentions Italy. The castle is beautiful
thanks to Queen Bona, it has some elements characteristic not only of the Renaissance,
but also of northern Italy.

With respect to the Poznait Town Hall, references to the Renaissance appear
in 11% of the reviews, including four mentions in the title of the review: The Re-
naissance town hall (2), A magnificent, spectacular and without any doubt the most
beautiful Renaissance town hall in Poland; One of the most beautiful Renaissance
landmarks in Poland.

4 reviews of the Poznan Town Hall, mention the architect, G.B. Quadro, and
3 contain a reference to his Italian origins. In one review, the author describes the
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architectural (Renaissance) features of the Town Hall in detail and with evident
architectural knowledge.

Among the three analyzed sites, the Old Town in Zamo$¢ (along with the
Old Town in Cracow) is listed in the UNESCO World Heritage List, and maybe
this was why the number of reviews including a reference to the Renaissance was
the highest (14%) for this site. S reviews include references to the Renaissance
in the title: Renaissance (2), the Renaissance gem (2), This is a real gem of Italian
Renaissance. Tourists correctly associate the style of the site with the Italian Re-
naissance.

S reviews mention Italy, and 3 contain a direct reference in the title (e.g.
A beautiful town in Italian style, The Florence of the north). In this case, it is easy
to trace the link between the visited Renaissance sites and the birthplace of this
style — Florence. The reviews do not contain any references to the architect (Ber-
nardo Morando), but 6 do include the phrase Zamos¢ is the ideal town, which was
the goal for both its builders and founders, and is also the reason for its inclusion
in the UNESCO World Heritage List. The analyzed reviews of Zamo$¢ are super-
ficial, and none seems to be based on solid historical knowledge.

7. Conclusions, discussion, limitations

The introduction of the most important elements of the Italian Renaissance
and humanist ideas in Poland undoubtedly fostered the flourishing of culture,
science, and arts, and affected the perception of religious tolerance and internal
peace in the country. In this period, the role of the Polish Commonwealth in Eu-
rope significantly increased. The 16" century is referred to as “the Golden Age
of the Polish culture” [Knaflewska, Kot 2008]. The above-mentioned distinctive
masterpieces of the Polish Renaissance architecture are important contributions
to the European Renaissance heritage. Now, they attract tourists, who can (with
a lesser or greater degree of awareness) appreciate the works of the Renaissance
artists.

The presented results indicate that only 10% of all reviews in the sample re-
ferred to the Renaissance features of the sites: including S reviews of the Wawel
Royal Castle in Cracow, 11 reviews of the Poznan Town Hall, and 14 reviews of
the Old Town in Zamo§¢. The reviews indicate that the vast majority of tourists
do not have a solid knowledge of history or architecture, or that they were most
likely not inspired to visit the analyzed sites because of their links to the Renais-
sance. After a thorough analysis of the reviews it can be concluded that most tour-
ists posted their reviews under the influence of emotions and experiences, often
focusing on issues concerning the service, restaurant menus, facilities, or general
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ambiance. No reviews were found demonstrating tourists’ personal background
in history or suggesting that the Renaissance was the reason for visiting these par-
ticular sites. However, it can be concluded that by visiting popular historical land-
marks, the tourists engaged in cultural tourism, which is characterized by a will-
ingness to learn more about people, their lifestyle, arts, and architecture [Panich
etal. 2014: 49]. Cultural tourism involves many senses and is part of “experience
tourism” [Niezgoda 2013b; Hall, Zeppel, 1990]. Therefore, descriptions that
involve an emotional approach and personal experiences of tourists cannot be
ignored [Niezgoda, Nowacki 2020]. It is exemplified by an excerpt from a review
of Zamo$¢: It's like you go back in time. A completely out-of-this-world experience.

Modern tourists want to see and experience as much as possible [Niezgoda
2013a], but their consumerist and aesthetic attitudes are mixed. This affects their
opinion on landmarks and tourist attractions. According to the concept devel-
oped by William Gartner [1993], the image of a place is composed of the follow-
ing elements:

— the cognitive element: knowledge regarding the place,

— the emotional (affective) element: the feelings towards the place,

— the behavioral element: the willingness to undertake certain actions re-
lated to the place.

The present study indicates that the image of the analyzed sites in the sam-
pled reviews was dominated by the affective element. Owing to superficiality
and speed of information transfer, modern tourists replace the cognitive element
(knowledge about the place) with the emotional one. It must also be noted that
in studies based on content analysis, a freedom of interpretation is the natural
consequence of the instability of meanings in the written text, however this does
not preclude an in-depth reflection on the content and character of the mass me-
dia texts [Szczepaniak 2012].

The authors are aware that the reliability of presented findings is limited by
the spontaneous and hasty nature of reviews and the general overabundance of
information in the media, especially in the Internet [Niezgoda 2013b]. Similar
studies are also burdened with the so-called “humanistic coefficient” [ Znaniecki
1934], since they are based on data collected for another purpose than what au-
thors of these studies had in mind, and therefore are affected by experiences of
data providers (in our case, tourists posting reviews on Trip Advisor).

The three sites were selected as most representative examples for a practical
examination of the research problem addressed in the article. Because the study
was not strictly quantitative, the authors did not analyse any patterns in different
categories of statements made by particular groups of respondents. Moreover,
when an Internet website is used as a source of information, it is often difficult to
obtain precise information about respondents. An in-depth analysis of motiva-
tions of particular individuals would probably lead to more specific conclusions.
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Znaczenie renesansu w Polsce
w opinii turystéw na portalu TripAdvisor
na przyktadzie Krakowa, Poznania i Zamoscia

Abstrakt. Celem artykulu jest analiza roli renesansu w Polsce i jej odzwierciedlenia w opiniach
turystéw. W szczegolnosci skoncentrowano si¢ na $wiadomosci turystéw dotyczacej znaczenia
i rangi trzech najwazniejszych zabytkéw tej epoki, ktére wybrano dla potrzeb artykutu (Zamek
Krélewski na Wawelu, Ratusz w Poznaniu oraz Stare Miasto w Zamo$ciu). Na tle historycznych
uwarunkowan rozwoju renesansu i jego cech w Polsce, w czesci empirycznej artykulu dokonano
analizy opinii na portalu TripAdvisor polskich turystow odwiedzajacych te obiekty. Autorki za-
stosowaly metode badawcza desk research (analize danych zastanych). Badanie ma charakter pilo-
tazowy, a artykul stanowi wstep do dalszych poglebionych badan jakosciowych. Wyniki wskazuja,
ze tylko 10% wsrod wszystkich badanych opinii turystéw odnosilo si¢ do renesansowego cha-
rakteru tych obiektéw. Zatem jako konkluzje mozna przyjaé, ze na podstawie opinii nie mozna
stwierdzi¢, ze turysci posiadajg rzetelng wiedze historyczng i architektoniczng ani ze renesans
stanowil inspiracje do odwiedzenia analizowanych miejsc. Zasadniczo nie znaleziono komenta-
rzy, ktore $wiadczylyby o przygotowaniu historycznym, a przede wszystkim o znaczeniu epoki
odrodzenia w wyborze obiektéw jako motywacji podrézy turystycznej. W literaturze dotyczacej
opinii turystéw nie poruszano dotad odniesient do zabytkéw renesansu w Polsce. Artykut moze
mie¢ zatem charakter przyczynkarski do analizy tego problemu.

Stowa kluczowe: renesans, motywacje podrdzy, opinie turystoéw, TripAdvisor
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Identification of benefits
and challenges associated with the work
of a hotel animator

Abstract. During a single season, animators work with several thousand hotel guests. Parents and
their children expect entertainment and attractions at a high level. Certainly, animation is a lot of
fun. However, it is associated with numerous challenges. The aim of this study described in this
article was to identify the most common benefits and challenges reported by animators in the
survey conducted the by authors. The first part outlines the job of a leisure animator in the light
of the literature. The main part is concerned with the benefits of working as an animator and chal-
lenges that animators can face in their work. The study is based on data collected during an online
questionnaire survey involving 110 animators from Poland, working in various travel agencies.
The findings confirm the main hypothesis of the study: opportunities to interact with people and
travel are the most frequently reported advantages of leisure animation. Animation is also seen
as a chance for self-fulfillment and continuous development. However, the job is associated with
alot of stress and long working hours, which constitute one of its challenges.

Keywords: leisure time, animation, hotel, animator, hotel industry

JEL Codes: J400, J810, 2290, 2300, Z320

1. Introduction

Animation is a growing sector in tourism services. Travel agencies and interme-
diary companies increasingly employ people tasked with organizing leisure for
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children and adults. Many hotels in Poland and in the world are located in remote
areas or are relatively far away from urban centers, so the provision of entertain-
ment by specialized and professional hotel animators can constitute an advantage
over the competition.

The aim of this article is to identify benefits and challenges associated with
the job of a hotel animator. Research on leisure time can be found in many publi-
cations devoted to this subject, but there are few studies investigating the role of
the hotel animator. The job of a leisure time animator involves practical knowl-
edge but it also requires engagement, commitment and a unique set of qualities
[Rokicka-Hebel, Ziétkowska, Patyna 2016]. So far not much research has been
conducted on barriers and threats faced by leisure time animators

The survey conducted during the study found that opportunities to interact
with people and travel are the most frequently reported advantages of leisure ani-
mation. On the other hand, factors such as stress and cultural barriers can often
be the source of misunderstandings and difficulties for animators. Results of the
study can help employers to eliminate or at least improve certain unfavorable
conditions encountered in hotel animation.

2. Theoretical aspects of hotel animation

Animation involves organizing sports and recreational activities in kindergartens
and schools, community centers and in outdoor contexts. One particular cate-
gory of animation work is associated with coordinating and conducting leisure
activities in resorts and other tourist destinations [Smith 1999, 2009]. Given the
various types of leisure time animation, one can list the most common categories
of animators [Baczek 2013]:

1. Animator for children

2. Animator for teenagers

3. Sports animator

4. Show animator

S. All-around animator.

In the past few years hotel animation has become an indispensable service
provided by hotels in Europe and across the world. More and more hotels are
employing more or less experienced animators. For some tourists, animation is
the main attraction of their stay and is advertised as the main tourist product
to potential buyers. The animation sector is undergoing significant changes and
continuous development [Paczyniska-Jedrycka, Eider 2014].

People involved in the preparation of events for hotel guests should be aware
that it is a responsible and difficult job, which gives a lot of satisfaction. However,
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before starting to organize events and prepare animation activities, one should
consider factors that determine the ultimate success and lead to positive results.
Successful animation of different age groups requires a particular set of personal
traits and skills, such as those recommended by Litwicka [2016].

Animators should be very well organized and thoughtful. According to hotel
guests, they are some of the most important people in the hotel. They spend time
with guests every day and organize their activities. As representatives of the hotel,
they must demonstrate good manners, commitment, eloquence and great people
skills [Przectawski 1996]. Animators are also expected to resolve conflicts when
working with different age groups. Being group leaders, they must be assertive.
A person in charge of animation must often make decisions for the group and be
able to calmly accept constructive criticism. Another key feature is self-confidence.
Animators should not let themselves be intimidated by guests staying at the ho-
tel. After all, they are the ones who set the rules of games. Faced with all kinds of
people, of different ages, they should be able to adapt their language accordingly.
This skill will help them to command respect and establish good relations with
the guests [Baczek, Misztal 2017]. Another important requirement is fluency in
a foreign language, preferably English. Work abroad involves communication with
foreigners. Leisure time animators must also know the history and culture of the
region where their guests are staying [Animator czasu wolnego... ]. Since animators
receive commissions from the sale of trips, the knowledge of tourism and culture
is very important. This is why proper education is also required. Generally, people
who work as animators have graduated from a college or university. Obviously,
employers also value previous experience in animation [Jak zosta¢ animatorem?
2016]. Nowadays, in addition to language skills, animators are expected to have
computer skills, the knowledge of regulations and the basics of marketing [Lit-
wicka 2016]. Employment in well-known tourist resorts usually involves a longer
stay abroad, which means no possibility of direct contact with family and friends.
While animation work is usually seasonal, with typical contracts lasting from 3 to
6 months, there are some tourist resorts, animators can work all year round.

3. Research methods

The study described in this article is based on an online questionnaire survey
carried out on a self-selected sample of 110 Polish hotel animators, the majority
of whom were secondary school or university students and university graduates.
Respondents represented employees of the largest travel agencies as well as well-
known animation companies and employment agencies'. The questionnaire was

' E.g. Grecos Holiday, TUI, Rainbow Tours, Neckermann, Itaka, Stageman, Animatria, Net
Holiday, Sun&Fun.
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posted on Facebook between March and April 2019 and was directed to special
interest groups devoted to leisure animation®. In addition, the link to the survey
was also sent to the largest tour operators (travel agents) in Poland.

4. Results

The survey questionnaire included a section with questions about respondents’
demographic details (age, sex, completed course of leisure animation, etc.).
110 completed questionnaires were returned. The sample consisted of animators
from all parts of Poland, who have worked for at least one season. 88 of them were
women (80%), 22 men (20%).

47 animators were 22 to 2S years old, accounting for 42.7% of the sample.
The second biggest age group (32 respondents) were aged 18-21, accounting for
29.1% of the sample. The least numerous groups were respondents aged 26-29
and those older than 29 (14.5% and 13.6% respectively).

Figure 1 presents the sample struc-
lyer  ture depending on respondents’ work
2727%  experience. More than 27% of respond-
ents have only worked during one sea-
son. 25.45% of animators have had two
years of experience. Almost 21% of re-
spondents have been engaged in anima-
tion for more than four years.

Respondents were also asked about

e 274" the country in which had worked as lei-

sure animators. Since multiple respons-

Fig. 1. Distribution of respondents by es could be provided, the total number
years of experience in leisure animation of places indicated by respondents was
Source: own elaboration based on Borodetko 193 (Flg 2). The most popular destina-
2019. tion country was Poland (74 respons-
es). Nearly half of all respondents have

worked in Greece (53). 14 people have worked in Bulgaria and 12 in Spain. The
number of animators who have worked in other countries did not exceed 10.
1S animators have worked in Africa, including such countries as Egypt and Tu-

more than 4 years
20.91%

4 years
10%

2 E.g. “Praca dla animatora“ (Work for a leisure animator), “Animacja czasu wolnego — oferty
pracy” (Leisure animation jobs), “Animacja Czasu Wolnego ITW — Polska” (Leisure Animation
ITW - Poland), “Animacja czasu wolnego” (Leisure Animation), “Animatorzy Grecos 2019”
(Leisure Animators Grecos 2019), “Akademia Rainbow” (Rainbow Academy), “Stageman -
Animacje” (Stageman — Leisure Animations).
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Fig. 2. The number of animators who have worked in different countries

Source: own elaboration based on Borodenko 2019.

nisia (9 and 6 people, respectively). 8 respondents have indicated Turkey, S have
worked in Albania, which is a developing country in terms of tourism. As can be
seen, the labor market for entertainers is quite large as evidenced by reported
postings in the United Arab Emirates, Georgia, Austria, France, Italy and Portugal.

Another question in the sur-
vey was about the average duration
of animation work during the last
season (Fig. 3). Almost half chose
a period of 3 to 4 months (49%).
32% indicated the option of less
than 3 months. Only 11% of re-
spondents were employed for more
than six months.

In the following question re-
spondents were asked to assess
various benefits of working as a ho-
tel animator (Fig. 4). The first ben-
efit was the salary. 18 respondents
(16%) admitted that the pay was
important in choosing this job. 19

6 month
11%

less than 3 month

$-6 month 32%

8%

3-4 month
49%

Fig. 3. Average duration of animation work
during a single (the last) season

Source: own elaboration based on Boroderiko 2019.

respondents (17%) regarded wages as rather not important. As regards oppor-
tunities to travel, 82 respondents (75%) regarded the chance to participate in
excursions as very important. The opportunity to learn foreign languages was
important for 74 respondents (68%). 12 respondents found it rather unimpor-
tant (11%). Another benefit of working as an animator is being the center of at-
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Fig. 4. Benefits of working as a hotel animator in the opinion of respondents

Source: own elaboration based on Borodenko 2019.

tention. For 38 respondents (35%), being the star of the hotel was unimportant.
This benefit turned out to be important for 32 respondents (29%). As many
as 80 animators (73%) assessed alcohol consumption with guests as unimpor-
tant. However, S respondents found it to be rather important. When it comes
to social relationships, 97 respondents (89%) said that keeping in touch with
guests they met was definitely or quite important. The last benefit listed in the
questionnaire was the opportunity to have a sexual relationship with guests. For
104 respondents (95%) having sex with guests was either definitely or rather
unimportant. However, 3 respondents did admit this aspect of the job mattered
to them.

The questionnaire also included an open-ended questions, in which re-
spondents were asked to list the biggest benefit of working as a hotel animator
(Table 1). The most popular (35%) advantage of this job was networking with
people (38 answers). The second most frequently mentioned benefit were op-
portunities to travel (26 answers). Personal development was listed by 16 ani-
mators, and the integration of employees — by 12 respondents. For 9% of hotel
animators self-realization was a significant benefit (10 answers). Other benefits
mentioned by the respondents include lack of boredom, taking care of physical
fitness, character formation, fun, good wages, a high degree of independence, flex-
ible working hours, making people happy, learning a foreign language, combining
passion with work satisfaction and increased self-esteem.

Asregardswages, over two thirds of respondents (69%) were satisfied. The re-
maining 31% believed they should be paid more. Figure S shows the number of re-
spondentswhose monthlywagesfallintoagivenbracket. Themostnumerousgroup
ofanimators (31%) reported earning between PLN 2000 and 2499. Less than 20%
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Table 1. The biggest benefit of working as a leisure time animator

according to respondents

The biggest benefit

Number of responses

You can get to know new people
It is an opportunity to travel
Personal development
Integration with other employees
It’s a chance for self-actualization
You can gain new experiences
You can learn a foreign language
You can make people happy

It pays well

You can combine work with your passion
It gives a lot of satisfaction

It enables you to get fitter

Itis fun

You have a lot of independence
Flexible working hours

It forms your character

It improves your self-esteem

Lack of boredom

38
26
16
12

—_
o
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Source: own elaboration based on Borodenko 2019.

more than 4000 PLN

3500-3999 PLN

3000-3499 PLN

2500-2999 PLN

2000-2499 PLN

less than 2000 PLN

Fig. 5. Average monthly wages earned by the animators in the sample

Source: own elaboration based on Borodenko 2019.
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oftheanimatorsinthesurveyearnedthelowestwage (below PLN2000),while only
8% of respondents received the highest wage of over PLN 4000.

In the last question concerning the benefits of leisure animation, shown in
Figure 6, the respondents were asked to say how they spent their free time. Al-
most all of them (85%) admitted that during their work they had time to pursue
their passions and interests. Examples of activities listed included individual or
group travel, relaxing on the beach, sports activities, walking around the area, or
just lying on the couch. 16 respondents (14,5%) reported they did not have time
for their own leisure. 66% of hotel animators reported spending at least a few
minutes polishing their language skills.

Time spent on improving 7
or learning a foreign language 7

Time used for yor own pleasures 94

0 20 40 60 80 100
(%]
[ Not B Yes

Fig. 6. Ways of spending leisure time by hotel animators

Source: own elaboration based on Borodenko 2019.

The second major part of the questionnaire was devoted to challenges and
barriers faced by hotel animators. The responses were also given using a S-point
Likert scale, with the possibility of choosing specific challenges. Moreover, ani-
mators who had experience of working with children and teenagers were asked to
name the most common problems associated with these age groups. They were
also encouraged to describe causes of conflicts with the manager or other em-
ployees, if they ever occurred. Figure 7 presents how the challenges and barriers
encountered in the animator’s work were perceived by the respondents.

The first source of challenges were cultural barriers. The vast majority (52%)
of respondents (57 persons) either did not perceive any cultural barriers in their
job or said they experienced them only to a small extent. 21 respondents (19%)
said for them cultural barriers were a occurring challenge in animation work.
Opinions about the experience of missing the family or homesickness were di-
vided more or less equally. The number of those claiming they experienced such
feelings often or very often was only slightly bigger than that for whom it was
either a minor problem or no problem at all (39% vs 37%). Another challenge
mentioned in the survey was the hot climate, since animators very often have to
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work in hot and very sunny weather. Nonetheless, for 30 animators (27%) this
was either a minor problem or no problem at all, but 45 respondents (41%) in-
dicated they experienced it appears often or very often. As regards stress, almost
half of all respondents (45%) agreed that it was a frequent or very frequent fac-
tor. 27 respondents (25%) either did not experience stress at all or did so only
rarely. For a large majority of animators (60%) long working time were a frequent
or very frequent challenge. Only for 19 respondents (17%) the problem of long
working either did not exist at all or was only marginally present. Among com-
ments about conflicts with employees, SO respondents (45%) either did not ex-
perience such conflicts at all or only very infrequently. However, 25 animators
(23%) found them to be a such problem. With respect to bullying at work, i.e.
the use of violence, harassment or intimidation, the vast majority of respondents
(84%) reported that mobbing was either not present or was very rare. Only 8% of
respondents indicated that this problem was occurring. Opinions about rape in
the workplace were largely unanimous. 90% (100 answers) respondents claimed
that this problem did not occur at all or very rare. Only one person indicated
that such cases happened frequently. Respondents’ experience of accidents var-
ied but the majority (65%) either did not experience them at all or only rarely.
Only 9 people (8%) reported that accidents in leisure animation happened often
or very often. As regards cases of a tourist dying, the pattern of responses was
similar to that observed in the case of rape in the workplace (90% vs. 10%). The
last aspect mentioned in the survey was the use of drugs by animators. The vast
majority of respondents (78%) replied that they did not have any access to drugs
at work. However, 9 animators (8%) admitted they had used whenever drugs at
work, and one indicated they did so frequently.

After evaluating selected barriers and challenges, respondents were asked to
name up to 3 challenges that can be encountered in hotel animation. 90 respond-
ents provided answers. Most respondents mentioned stress (88% answers). 17%
respondents indicated long-term work at the hotel and 15% - homesickness.
Other challenges listed by the respondents include language problems, conflicts
between employees, hot climate, accidents and drunken intrusive guests. Other
challenges were only mentioned by individual animators.

Respondents were also asked whether they had ever had a conflict with the
hotel manager or another employee. 66% of respondents said they had never
experienced such a conflict, and 34% declared that misunderstandings or inap-
propriate behaviors on the part of their employer or colleagues did happen in
their work. Another finding from the study was that some animators did not
show respect for less experienced colleagues and would start arguments over re-
ligion, politics or culture. One female animator claimed that she was repeatedly
chatted up by the hotel manager and invited to a restaurant. Some respondents
also complained about problems with airline transfers. Others also mentioned
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misunderstandings and conflicts with the group leader or inconvenient travel ar-
rangements to the airport. One respondent reported cases of harassment. Two
people had been given tasks that were not their responsibility. Several animators
reported having been deceived by their colleagues.

5. Discussion

5.1. Advantages of working as a hotel animator

Each role in the workplace, including the organization of leisure, offers benefits
and involves challenges, which must be faced by each employee. While leisure
animation is interesting, offers opportunities to develop one’s own interests and
find self-fulfillment, it is more difficult than many people think.

Opportunities to travel are commonly considered to be the greatest advan-
tage of this job. Although Poles’ financial wellbeing keeps improving, not every-
one has the time and money to visit foreign countries and learn about new cul-
tures. Working as a leisure animator offers a possibility of making these dreams
come true. Based on the author’s own experience and from discussions with
other animators, the job is seen as a chance to visit many interesting countries
for free. Many animators take advantage of optional tours offered by travel agen-
cies for guests staying at the hotel. Animators frequently spend their free time by
sightseeing individually and / or in groups and relaxing on beautiful beaches. For
many young Poles, a stay in warm countries is an attractive prospect.

Working abroad is also associated with learning a foreign language. Anima-
tion is often described as a “language school”. The job provides daily opportuni-
ties for speaking English and learning some words of the local language. A few
months’ stay in a foreign country can improve the animator’s fluency and vocabu-
lary considerably, which is something that is often much more difficult to achieve
when learning in Poland.

Another benefits of working as an animator are the wages, which usually de-
pend on such factors as the country where the work is performed, the length of
the contract, a person’s work experience, self-presentation at the interview, the
knowledge of foreign languages [Baczek, Misztal 2017].

Animators working in European countries tend to earn more than those em-
ployed in Africa. This is because in the Arab world local residents are frequently
hired as animators and their earnings are generally lower than those of European
citizens. Salaries paid in tourist resorts are higher, because tours and trips are
more expensive. If the financial aspect is a priority, one should look for job offers
in European destinations, such as Spain, Portugal, Malta and Switzerland.
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Earnings are also influenced by the contract length and, naturally, by the
amount of work experience. The market values experienced animators, who are
available for a longer period. Hoteliers and many travel agencies prefer to hire
one animator for half a year rather than three who are ready to work for only two
months each. The employer is obliged to pay for an employee’s flights and accom-
modation, and more employees means higher costs. It is also easier to train one
person who signs a long contract and can completely focus on it.

The ability to use several languages is obviously a valuable asset for an anima-
tor. The more foreign languages a candidate knows, the higher salary he or she
can expect. It is a good investment to learn Russian and English as the number
of Russian guests is generally growing. Many Russian citizens can afford expen-
sive holidays and like to spend a lot of money on such occasions. English, being
a global language or lingua franca, enables employees from different parts of the
world to communicate with each other.

At the interview, as always, it is first impressions that really count. That is why,
each candidate should show their talents and the most valuable skills. Profession-
al choreographers, singers, magicians can earn more than an animator without
such skills and certificates.

In addition to financial benefits, animators have ample opportunities for so-
cial interaction. Throughout the season, animators get to know a few hundred or
a few thousand visitors. Some of these contacts are maintained for a long time.
Animation is an opportunity to meet future employers or travelers who can have
some interesting job offers.

Another benefit of being a leisure animator is the contribution one makes
to integrating employees through activities aimed at building positive relation-
ships between them. Animation involves group work and helps to create re-
lationships based on respect, support, friendship, etc. People chosen to work
in different positions should complement each other. In the field of organiza-
tion and management theory Czerminski proposed two principles that must
be satisfied to integrate positions and units within an organizations: the prin-
ciple of combining units according to a common criterion and the principle of
single leadership [Czerminiski, Grzybowski, Ficori 1999]. Employees are able
to work more efficiently when they can set goals and manage their own work
[Chytek 2011].

The role of an animator makes the person a kind of star in the hotel. After
a successful evening show, guests often congratulate the animator, want to get
to know him or her and exchange a few words. Animation is a chance to feel like
a celebrity. Every day, hotel guests look and smile at the animator. This is an ideal
job for those who seek attention.

The final benefit worth mentioning is the opportunity of gaining new expe-
riences. The job can involve working with children, youth, adults and seniors.
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Other valuable experiences that can be listed in the CV include participation in
excursions, use of many languages, meeting new people, integration with other
animators.

5.2. Challenges involved in working
with children and teenagers

In addition to the benefits discussed above, animators can encounter various ob-
stacles and conflicts when working with children and teenagers. Younger children
often display a lack of discipline, which can be manifested as aggression and mis-
behavior in a direct or indirect sense [Skorny 1973 ]. Examples of direct harass-
ing behavior on the part of children include hitting, pulling, squeezing, choking,
pinching, kicking, tripping others up. Such acts of aggression often involve the
use of objects, such as pins, rulers or stones. Aggression takes the form of fights,
beatings, unfair treatment. Indirect bullying includes various forms of disturbing
other children or hiding objects. Indirect disruptive behavior consists in destroy-
ing or damaging other people’s property [ Urban 2005]. Violence in children oc-
curs at an early stage of life. The youngest children watch aggression on televi-
sion and read about it in fairy tales. A common problem faced when working
with children is disrespectful behavior towards the caregiver and frequent cries.
Such behavior can be caused by things observed in the immediate environment.
Children who witnesses minor fights, feel that something is wrong [ Zuczkowska
2013]. Another challenge is associated with problems and sadness experienced
by younger children. More and more families are dysfunctional [Choina 2001].
In their work animators can meet children who are indifferent to situations when
others are being harmed or have a distorted hierarchy of needs and values. Such
behavior can be caused by the absence or very rare displays of affection and love
for the child. Such children often find it difficult to carry out even the simplest
tasks, or are unwilling to participate [Siemek 1987]. Another thing to remember
is that small children need variety. Animators must be familiar with a variety of
games and activities. Younger children are very physically active and they quickly
get bored playing and always expect something new.

As regards teenagers, they also display frequent mood swings. In this group,
the most common problem faced by leisure animators is also the lack of disci-
pline and respect for the caregiver. During their stay in the hotel, parents give
their children a lot of freedom. Young people are busy spending time with each
other and may prefer to plan their activities on their own. Working with young
people is extremely difficult. One has to learn how to deal with and resolve fre-
quent quarrels, fights and misunderstandings. Bad behavior in young people can
result from various kinds of addiction. Teenagers often play video games and
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spend a lot of time at the computer at the expense of interpersonal communica-
tion [Prokosz 2004]. Animators often find that young people are indifferent to
the world around them, which is a special challenge when it comes to social in-
tegration. Young people who stay at the hotel with their parents often feel lonely,
lack self-confidence, are afraid of new experiences and believe that their life is
meaningless [Konaszewski, Kwadrans 2018]. One common problem is smoking.
Many teenagers turn to nicotine to impress their peers or to be accepted in the
group. Another problem that makes work with young people difficult is the use
of drugs. While most hotel animators rarely have to deal with this phenomenon,
they should have basic knowledge on this subject. Teenagers use drugs to feel
better. Puberty is associated with a search for identity, which can lead to various
forms of experimentation. The abuse of designer drugs and other substances has
many different causes and depends on the individual. Sometimes, however, it can
be a family problem [Elliot, Place 2005 ]. Another problem associated with young
people staying in hotels is alcohol consumption. This may be particularly tempt-
ing in the case of all-inclusive packages. Confronted with drunk teenagers, anima-
tors are forced to refuse animation and notify parents about such behaviour. The
final factor that often has a negative effect on problematic teenagers is violence
in the media, which can desensitize teenagers and encourage them to resort to
violent behaviour.

Unfortunately, it is usually impossible to obtaining prior information about
children and young people that animators are going to work with. Usually, they
are expected to start their animation programs right from the start. The first meet-
ing is an important moment when the animator can introduce him- or herself
and explain the rules that young participants should follow. When this stage is
handled inappropriately, the participants can get easily discouraged or become
negatively disposed. To avoid or reduce the risk of conflicts and to provide an un-
forgettable experience, the animator should know as much as possible about the
group and must constantly observe their behavior, keep them satisfied with the
holiday experience, manage their free time effectively and stimulate integration
between participants [Litwicka 2016].

6. Summary and conclusions

The article addresses the topic of leisure animation, which involves organizing
and conducting activities for children, teenagers and adults. There is a broad
range of options in leisure animation, such as sports events, outdoor and play-
ground activities, board games for children, interesting evening events, etc. There
is a special group of animators who are responsible for organizing free time activi-
ties in holiday resorts.
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During the entire season, animators can work with thousands of hotel guests.
Regardless of age, tourists expect high quality entertainment. Studies indicate
that qualities like patience, qualifications and organisation skills have a positive
effect on tourists’ satisfaction, whereas kindness, interactions with guests, com-
municative skills and professionalism have not been found to increase the level of
satisfaction [Pekovic et al. 2019]. For many animators it is a pleasure and a source
of satisfaction to organize games and other activities. However, the job involves
certain difficulties and challenges.

The main purpose of the article was to identify benefits and challenges most
commonly recognized by leisure animators. Another objective was to collect
some first-hand information about some practical aspects of this job, such as the
range of duties, preferences and expectations, ways of spending free time, etc.

The study was based on responses provided by 110 animators from all over
Poland, who have worked at a hotel for at least one season. Most respondents
were secondary school or university students and university graduates. The ma-
jority of those who responded to the online survey were employed by Grecos
Holiday travel agency, where one of the authors works as an animator.

The responding animators indicated opportunities to travel and social rela-
tionships as the biggest benefits of the job, while hot climate and stress were re-
garded as the biggest challenges. Asked to list benefits of hotel animation, the
majority of respondents mentioned the opportunity to get to know new people.
The second most popular benefit was the opportunity to travel.

Regarding the challenges of leisure animation, the two most frequently se-
lected answers were stress and long working hours. It is important to add at this
point that one of the authors of the study has been working as an animator for
a number of years and agrees with opinions expressed by the respondents. It is
true that officially shifts of hotel employees are eight hours long but they stay at
the hotel all the time and are available to tourists. As for stress, it can be caused by
a sudden change in the animation program, equipment failure during classes or
conflicts and misunderstandings with the team. In addition to these main causes,
stress can also be induced by various other individual factors.

The research potential of the study was certainly not fully exploited and
some questions could have been worded better. Since most respondents were
employed by the Grecos Holiday travel agency and the company is based in ku-
jawsko-pomorskie province where the authors also work, the sample cannot be
regarded as representative of the whole hotel animator sector in Poland.

From the results of the study, the literature review and experiences of the au-
thors, it can be concluded that the job of an animator offers interesting profes-
sional prospects for young people. Leisure animator can benefit from opportuni-
ties for sightseeing, traveling or getting to know people. However, the job is not
free from certain downsides, such as missing the family and the mother country,
stress, hot climate and long working hours.
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Finally, the authors would like to thank all respondents for sharing their pro-
fessional experience and offer valuable tips to other animators or people who are
planning to take up work in leisure animation. All respondents agreed that “keep-
ing that smile on your face” is the most important thing in this job. In addition,
would-be animators should not be afraid of new challenges. Another important
quality mentioned by the respondents is openness. They believe that future ani-
mators should establish new relationships, learn about new traditions and cul-
tures. On our part, we would like to add that animators should not be primarily
motivated by financial benefits but see the job as an opportunity for self-develop-
ment and the broadening of their horizons.

References

Animator czasu wolnego — charakterystyka zawodu, https://www.praca.pl/poradniki/li-
sta-stanowisk/sport-rekreacja/animator-czasu-wolnego_pr-1158.html [accessed:
10.02.2019].

Baczek ].B., 2013, Animacja czasu wolnego. Praktyczny poradnik dla animatoréw, Warsza-
wa: Stageman Polska.

Baczek ].B., Misztal T., 2017, Od amatora do animatora, Warszawa: Stageman Polska.

Borodenko D., 2019, Rola oraz bariery i korzysci w pracy animatora czasu wolnego w hote-
lu, praca dyplomowa napisana pod kierunkiem O. Smolenskiej, Torun: Uniwersytet
Mikolaja Kopernika, maszynopis.

Choina M., 2001, O asertywno$ci w szkole, Nowa Szkota, 7: 20-24.

Chylek M., 2011, Wspodlczesne zarzadzanie przedsiebiorstwem, a partycypacja pracow-
nicza, Zeszyty Naukowe Uniwersytetu Przyrodniczo-Humanistycznego w Siedlcach. Ad-
ministracja i Zarzqdzanie, 90: 181-194.

Czerminski A., Grzybowski M., Ficon K., 1999, Podstawy organizacji i zarzqdzania, Gdy-
nia: Wydawnictwo Diecezji Pelpliniskiej ,Bernardium”.

Elliot J., Place M., 2008, Dzieci i mlodziez w klopocie. Poradnik nie tylko dla psychologéw,
Warszawa: Wydawnictwo WSiP.

Jak zosta¢ animatorem?, 3.01.2016, https://praca.money.pl/kariera-rekrutacja/artykul/
jak-zostac-animatorem,132,0,1992836.html [accessed: 10.02.2019].

Konaszewski K., Kwadrans L., 2018, Zasoby osobiste mlodziezy. Nieprzystosowanie spo-
teczne. Uwarunkowania srodowiskowe, Krakéw: Wydawnictwo Impuls.

Litwicka P., 2016, Metodyka i technika pracy animatora czasu wolnego, Krakéw: Proksenia.

Paczyniska-Jedrycka M., Eider P,, 2014, Innowacyjno$¢ w animacji czasu wolnego szansg
rozwoju wybranych destynacji turystycznych, Handel Wewngtrzny, 6(353): 281-291.

Pekovic S., Djekic A., Markovic V., Bojbasa M., Perovic D., 2019, The Influence of Ani-
mation Programmes on Tourists” Satisfaction: The Role of Animators, Sport Mont,
17(3): 113-115, doi.org/10.26773/smj.191020.

Prokosz M., 2004, Dewiacyjne aspekty wspdlczesnego Swiata. Przejawy — zapobieganie —
terapia, Torun: Wydawnictwo Adam Marszalek.



Identification of benefits and challenges associated with the work of a hotel animator 77

Przectawski K., 1996, Czlowiek a turystyka, Krakéw: Albis.

Rokicka-Hebel M., Zi6tkowska J., Patyna A., 2016, The professional profile of a leisure
time animator in tourism and recreation services, Baltic Journal of Health and Physi-
cal Activity, 8(4): 157-168, doi.org/10.29359/BJHPA.08.4.17.

Siemek D., 1987, Problemy wychowawcze w wieku przedszkolnym, Warszawa: Instytut
Wydawniczy Zwigzkéw Zawodowych.

Skorny Z., 1973, Formy i Zrédla agresji u dzieci i mlodziezy, Psychologia Wychowawcza,
3:315-323.

Smith M.K., 1999, 2009, Animateurs, animation, learning and change, https://infed.org/
mobi/animateurs-animation-learning-and-change/ [accessed: 10.02.2019].

Urban B., 2005, Zachowania dewiacyjne mlodziezy i dzieci w interakcjach réwiesniczych,
Krakéw Wydawnictwo Uniwersytetu Jagielloriskiego.

Zuczkowska Z., 2013, Dialog zamiast kar, Podkowa Le$na: Wydawnictwo MiND.

Appendix: https://docs.google.com/forms/d/1VEgeiSfOTMu-_RIQTwkOR QSHX
ZgYRpjUuFsS1PINXE/viewform?fbclid=IwAR28RVOsYY86UUEQqcd8XL1otV
rVv9ySzFcnRKEof4KYEQUS0Mfq1 Tuld1A&edit _requested=true

Identyfikacja korzysci i wyzwan zwigzanych
z pracg animatora czasu wolnego w hotelu

Abstrakt. W ciagu jednego sezonu animatorzy czasu wolnego wspélpracuja z kilkoma tysigcami
gosci hotelowych. Rodzice i ich dzieci oczekuja rozrywki i atrakeji na wysokim poziomie. Z pew-
noscia animacja to $wietna zabawa, jest to jednak zwiazane z licznymi wyzwaniami. Celem ba-
dania opisanego w tym artykule byla identyfikacja najczestszych korzysci i wyzwan zgtaszanych
przez animatoréw hotelowych. Pierwsza cze$¢ przedstawia prace animatora rozrywki w $wietle
literatury. Gléwna czes¢ dotyczy korzysci plynacych z pracy animatora i wyzwan, przed ktéry-
mi stoja animatorzy w swojej pracy w hotelach. Badanie wlasne opiera sie na danych zebranych
podczas ankiety internetowej, w ktorej wzieto udziat 110 animatoréw z Polski, wspolpracujacych
zr6znymi biurami podrézy. Wyniki potwierdzaja gléwna hipoteze badania: najczesciej spotykane
zalety animacji czasu wolnego to mozliwo$¢ interakgji z ludZmi i podrézowania. Animacja jest
réwniez postrzegana jako szansa na samorealizacje i ciagly rozw6j. Jednak praca wiaze sie¢ z duzym
stresem i dlugimi godzinami pracy, ktére stanowia gléwne z jej wyzwan.

Stowa kluczowe: czas wolny, animacja czasu wolnego, hotel, animator czasu wolnego, hotelar-
stwo
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1. Introduction

Tourism plays a very important economic role in Krakéw and has a significant
effect on the city’s economy. In addition, together with other destinations locat-
ed in relative proximity, such as Wieliczka, former German Nazi concentration
camp Auschwitz-Birkenau, Bochnia, Ojcéw, Zakopane, Krynica, the city is part
of a metropolitan tourism area [Kruczek, Mazanek 2019]. In recent years, the
number of tourists coming to Krakéw has been growing and in 2019 was visited
by over 14 million people, including 3 million foreign tourists [ Ruch turystyczny
w Krakowie... 2019]. The majority of one-day visitors are Poles. In 2019 tourists
staying in Krakow spent PLN 7.5 billion, and tourism-related GDP accounted
for 8% of the city’s total GDP. The tourism sector in Krakéw is estimated to have
created 29 thousand permanent jobs, and, after accounting for multiplier effects,
over 40 thousand. This means that the contribution of the tourism industry to the
city’s entire economy exceeded 10%. In 2016, the combined tax revenue directly
generated by the tourism sector amounted to about PLN 170 million. Krakéw

Table 1. A matrix of competitiveness and attractiveness of Krakéw’s tourism products
at the end 0f 2019

Competitiveness Attractiveness
Products attrac- infra- acces- ) seg- ecoj feasibil- | .
tions struc- sibility index ment nomic ity index
ture benefits

Weight (in %) 20 40 40 40 30 30
Religious S 4 4 3.6 3 3 4 3.5
tourism
Medical 2 3 3 2.8 3 S 2 33
tourism
City breaks S S 4 4.6 4 4 S 4.3
Cultural 2 4 3 32 2 3 2 33
events
Congresses S 4 4 3.8 3 S 3 3.6
conferences
Incentive 3 3 3 3.0 3 4 2 3.0
travel
Thematic 2 3 3 2.8 3 3 2 2.7
stays
Catering 3 4 4 3.8 2 4 3 2.9

Source: elaborated by B. Walas, based on information collected during a workshop with entrepreneurs.
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is estimated to have created 29 thousand permanent jobs, and, after accounting
for multiplier effects, the overall tax contribution of the tourism industry to the
city’s budget was equal to PLN 244 million, which constituted 5.25% of the city’s
revenue [Seweryn at al. 2017].

Results of the strategic analysis of Krakéw tourism products, obtained from
a modified ADL matrix of competitiveness and attractiveness [Walas 2019],
which was calculated at the end of 2019, reveal that some of them enjoy an inter-
national significance (Table 1).

Nonetheless, Krakéw has started to be affected by the negative effects of ex-
cessive tourist traffic, which have been described in the literature and include phe-
nomena such as ‘night economy’ [Pawlusiniski, Zmyslony 2018], urban tourism
hypertrophy [Zmyslony, Kowalczyk-Aniot 2019], gentrification [Kruczek 2018;
Kowalczyk-Aniot 2018], socio-psychological capacity of residents measured by
Doxey's irritation index [Szromek, Kruczek, Walas 2020] or short-term rentals
[Walas 2019].

Table 2. Indicators of tourism intensity

=} »
4 2 g2
= % ’§ 2 g
©» o > g S
(= = 9 4 g 2
Places & o Fg = g E u‘? -§ p
& g z ¢ 32 | 55k
2 3 E + s2 | 288
f £ 4 - £% | EE7
@A 3 @) a e Z 38 &
Poland 2.1 88.2 321.3 108 2.6 3.5
The region of 3.0 153.4 409.9 916 6.7 9.9
Malopolska
Krakéw (according 4.1 3122 688.6 7307 94.6 82.5
to GUS*)
Krakoéw (according 5.6 1260.9 2783.2 29510 132.6 298.6
to UMK**)
Warsaw 2.6 257.5 447.9 8855 132.6 70.4
Vienna 3.6 366.5 755.1 16 355 163.8 103.9
Prague 3.5 358.4 759.1 15917 183.2 160.6
Budapest 7.0 616.5 1428.7 23 809 417.1 501.§

* GUS - the Polish acronym of Statistics Poland.
* UMK - the Municipality of Krakéw.

Source: own calculations based on data published by national statistical institutes of Poland (GUS), Austria,
Czechia and Hungary and estimates for 2019 [Polityka turystyki zréwnowazonej ... 2020].
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Media reports in recent years have contained numerous claims about the
rise of overtourism, especially in the Old Town, which is visited by the largest
number of tourists, drawn by obligatory attractions, such as the Main Square,
the Cloth Hall (Pol. Sukiennice), Saint Mary’s Basilica, The Royal Route and the
Wawel Castle [Kruczek 2019]. These problems were even the subject of an inter-
national conference organized in Krakéw as part of the project “Historical Cities
3.0” [Miasta Historyczne 3.0... 2018]. Table 2 presents quantitative indicators
showing critical levels of tourist traffic in the city.

The development of phenomena associated with tourist traffic has called for
actions aimed at implementing a more sustainable model of tourism develop-
ment in Krakéw. However, following the outbreak of the pandemic, analyses un-
derlying the development strategy for sustainable tourism in the coming years are
no longer valid [ Polityka turystyki zréwnowazonej... 2020].

2. The COVID-19-related crisis in tourism -
current state of research

The WHO's decision to declare a coronavirus pandemic and the resulting impact
of lockdown restrictions on tourism prompted many tourism researchers and
analysts to investigate this issue. Some studies focus on describing changes in the
tourism industry brought about by COVID-19 [Goodger, Ferran 2020]. Other
authors propose different scenarios of how the situation might develop in the fu-
ture, including strategies of overcoming the crisis and recovery measures. Among
destinations hit particularly hard by the crisis are cities that benefit mainly from
the demand for a product known as ‘city breaks’ The website turystykawmiescie.
org, dedicated to urban tourism, offers several dozen publications, reports and ar-
ticles on this topic'. The special issue of Tourism Geographies, Vol. 22, No. 3, con-
tains as many as 25 articles dealing with problems related to COVID-19. Their
authors offer predictions for post-pandemic tourism [Haywood 2020], propose
essential economic measure to rescue the tourism economy [Cave, Dredge 2020],
point out the need for a transformation [Hall, Scott, Gossling 2020]. Some au-
thors argue that after COVID-19 tourism needs to be transformed according to
the principles of social and ecological justice [Higgins-Desbiolles 2020; Crossley
2020], with an emphasis on sustainable development and responsible tourism
[Niewiadomski 2020]. Other studies have investigated the relationship between
recorded infections and the use of hotels in Polish cities [ Napierala, Le$niewska-

' https://turystykawmiescie.org/2020/04/03 /wplyw-koronawirusa-na-turystyke-raporty-
badawcze-i-artykuly-naukowe/ [accessed: 2.06.2020].
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Napierata, Burski 2020]. It is argued that during the period of recovery tourists
are likely to prefer domestic rather than foreign trips, stays at agricultural farms or
other facilities that can ensure safety and hygiene”.

There have also been attempts at estimating losses caused by the pandemic
and making predictions for Krakéw and the region of Malopolska [Grabinski,
Borkowski 2020], for which different scenarios of development in the tourism
sector until 2021 have been prepared [ Grabiniski, Borkowski 2020].

3. Evolution of the crisis situation

As early as 16 March 2020, Tourism Economics published areport entitled “Trav-
el & Tourism Global COVID-19: updated outlook and pandemic impacts” [ Dass
etal. 2020], which predicted that “global arrivals would fall by at least 10.5% rela-
tive to the previous year (equivalent to 155 million arrivals)”, but there were “sig-
nificant downside risks to the 2020 outlook. Under the downside scenario, global
arrivals would fall 17.9% in 2020, 263 million fewer arrivals than in 2019” [Dass
et al. 2020]. Once the epidemic situation has stabilized, the authors predicted
a rapid recovery, with travel levels expected to recover by 2023.

So far, there have been no scenarios for a tourism recovery in Krakéw, since
there too many unknown factors, and no assessment of the condition of tourism
entrepreneurs has been carried out. As a result, a number of divergent views are
floating around as to what tools should be used to help tourism recover “after
COVID-19”.

Along with the development of the pandemic, the sector of tourism servic-
es was experiencing the uncertainty associated with the gradual normalization,
which was the result of the global decline in demand and travel restrictions [ Cov-
id-19. Related travel... 2020]. On 20 April, 48% of European destinations were
completely or partially inaccessible because of closed borders, in 28% the entry
was banned for passengers from specific countries of origin, while 17% could not
be reached by air owing to suspended international flights. The results of this sud-
den and unexpected change in the broad environment for companies in the tour-
ism industry had an immediate impact on their performance. Stock listings of
some companies dropped by over 60%, consumers were giving up or cancelling
their holidays and restrictions imposed by governments practically brought the
market to a standstill. If people were to start travelling from August, the industry
would stand to lose 51% of the annual tourist traffic, which would mean a decline
of PLN 77.2 billion in Poland’s GDP [Branza turystyczna w Polsce... 2020].

* https://www.profitroom.com/pl/blog/ponad-90-polakow-planuje-wakacje-2020-w-kraju-
ogolnopolskie-badanie/ [accessed: 2.06.2020].
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Consequently, the situation in global tourism is extremely complicated, high-
ly volatile and requires international cooperation. The European Commission
prepared a communication to the European Parliament, the Council, the Euro-
pean Economic and Social Committee and the Committee of the Regions enti-
tled “Tourism and transport in 2020 and beyond™. The “Communication and
the accompanying initiatives set a coordinated framework to enable all Europe to
benefit from a restful and above all, safe tourism season. [ ... ] In doing so, it also
aims to support the sustainability of our valuable tourism ecosystem for genera-
tions to come.” The communication was also “about helping Member States to lift
confinement measures and resume businesses, work and social life, in line with
epidemiological and public health criteria.” Under the REACT-EU initiative (the
Recovery Assistance for Cohesion and the Territories of Europe), the European
Commission has proposed adding €S5S billion to the ongoing 2014-2020 cohe-
sion policy programmes, which are to be provided in 2021-2022 to overcome the
effects of the COVID-19 crisis and prepare a long-term transformation towards
a green, digital and resilient recovery of the European economy. Member States
will have additional flexibility to transfer resources among the funds at any point
in time of the programming period.*

The EU policy for the tourism sector has also been articulated in a speech de-
livered by Commissioner Thierry Breton at the European Parliament on 21 April
2020, known as “A Marshall Plan for European Tourism”, which focuses on tools
that can ensure liquidity [Breton 2020]. The plan also envisages the creation of
“a new world benchmark for responsible, sustainable and innovative tourism”
consisting of three components:

— tourism must be at the heart of the European Green Deal and should be
involved in promoting sustainable tourism;

— emphasis on digital solutions and finding a balance between the so-called
traditional players and the major digital platforms;

— “European tourism must become strategic: because of its economic and
social weight, because it is based on a rich European history and priceless Euro-
pean cultural diversity; because it must protect itself from aggressive investment
strategies by non-European countries” [Breton 2020].

The unknown evolution of recovery measures and the collapse in the demand
for tourism services at the time of the survey, have prompted a number of hypo-
thetical scenarios describing how the situation in Krakéw and Matopolska might
develop in the latter part of 2020. T. Grabinski and K. Borkowski [2020] esti-
mated Krakéw’s revenues (losses) in 2020 relative to 2019 as a result of the col-

® https://ec.europa.eu/info/sites/info/files/communication-commission-tourism-transport-
2020-and-beyond en.pdf [accessed: 2.06.2020].

* https://ec.europa.eu/regional policy/sources/docgener/factsheet/2020_mff reacteu_
en.pdf [accessed: 2.06.2020].
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Fig 1. The Main Square, before the lockdown, October 2019 (photo Z. Kruczek)

lapse of tourism flows measured in terms of visitor spending recorded so far. The
Best Place Institute, specializing in place marketing, prepared a forecast report
[Prognozy dot. scenariuszy rozwoju2020], commissioned by Matopolska Tourism
Organisation, containing scenarios for the tourism sector in Malopolska by the
end of 2021 with recommendations for regional tourism policy.

Throughout the pandemic, the tourism industry kept negotiating with the
central and local government authorities on the question of support measures for
entrepreneurs. Given the long supply chain in the tourism sector, the negotiation
process was complicated, giving rise to various solutions and divergent perspec-
tives, but ultimately resulted in the creation of a number of recovery programmes
(anti-crises shields) offered at the central and local level.

Krakéw City Council, in addition to launching a general programme of sup-
port for local entrepreneurs called “Pauza” (Pause), has also prepared a few pro-
jects for the period “after COVID-19”, which can be divided into three groups
in terms of their objectives: commercialisation support (“szyte na miare, “pakiet
premium”); demand incentives, (“juz lecimy”, “a moze Krakéw”) and the build-
ing of the tourism community under the slogan ,I'm lucky to live where others
can only come for while™, aimed at preventing conflicts between local tourism
stakeholders resulting from urban tourism hypertrophy observed in 2019.

Compared with the actual development of the crisis, some of the predictions
made in the survey concerning the broad environment turned out either to be
false, e.g. those regarding the situation in the airline industry, or have not been
resolved yet (short-term rentals). It is only by observing demand-side behaviour

5 ,Mam szczgscie mieszkaé tam, dokad inni mogg przyjechac tylko na chwile”.
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Fig. 2. The Main Square, after the lockdown, April 2020 (photo Z. Kruczek)

that it will be possible in the near future to assess the validity of commercialisa-
tion measures proposed by the responding entrepreneurs.

Border closures and bilateral travel restrictions led to a complete collapse of
tourism. Virtually overnight, the once bustling city became deserted. Restau-
rants, hotels and museums were closed, cultural events were cancelled. The situa-
tion is illustrated by two photos of Krakéw’s flagship tourist attraction — the Main
Square, before and after the lockdown (Fig. 1 and 2).

4. Research objective and methods

The lesson that can be learned from the current crisis situation is that modern
management should be based on the VUCA model. The main premises of the
concept include predicting issues that shape conditions, understanding the con-
sequences of issues and actions, appreciating the interdependence of variables,
preparing for alternative realities and challenges and interpreting and addressing
relevant opportunities (Fig. 3).

5. Research aim

The purpose of the study was to collect opinions of Krakow’s tourism entrepre-
neurs about the impact of the pandemic on their activities and their expectations
concerning tools of marketing communication that could facilitate recovery. The
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Source: own elaboration.

respondents were asked to assess the drop in sales of tourism services, their opin-
ions concerning the prospect of a tourist traffic recovery, possible measures that
could facilitate the recovery and what they expected the local government to do
in this respect.

The survey, conducted between 15 and 16 March 2020, involved 165 tourism
entrepreneurs. The date of the survey was crucial for the interpretation of its re-
sults as the subsequent development of the epidemic situation would verify both
the survey questions and the views expressed by the entrepreneurs.

Table 3. Respondents by type of activity in the tourism industry

Type of activity Number %
Hoteliers 25 152
Short-term rentals 10 6.1
Inbound tour operators 4 2.4
Outbound tour operators 33 20.0
Inbound and outbound tour operators 10 6.1
Coach operators 12 7.3
Tour guides 59 35.8
Attraction / museum 4 2.4
Catering 8 4.8
Total 165 100.0

Source: own elaboration.
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Since the data were collected via computer-assisted web interviews (CAWI),
the resulting sample was self-selected, with an overrepresentation of tour guides,
relative to representatives of the accommodation or catering sectors (Table 3).

6. Krakéw-based tourism entrepreneurs
in the face of COVID-19

The purpose of the questions in the online interview was to determine the scale
of the decline in sales at the moment of the survey, the number of cancellations
in April and predictions for the coming autumn. In the middle of March, most of
the respondents had recorded a practically 100% fall in sales (Table 4).

Table 4. The decline in sales recorded by the tourism entrepreneurs
at the start of the epidemic

The scale of the fall o flj;;lggsres %
No fall recorded 0 0.0
Up to 20% 1 0.6
21-30% 1 0.6
31-40% S 3.0
41-50% 3 1.8
51-60% S 3.0
61-70% S 3.0
71-80% 16 9.7
Practically 100% 129 78.2

Source: own elaboration.

In April, almost half of all respondents recorded a decline in the number of
reservations (47.3%), which forced 10 entrepreneurs to close down (Table ).

Asked to estimate the fall in reservations in the autumn, a plurality of respond-
ents thought it was too early to make such predictions (43%). Nonetheless, many
respondents had already recorded a fall in autumn reservations (Table 6).

In the following part of the questionnaire, the respondents were asked to ex-
press their agreement or disagreement with several statements concerning the
recovery of tourism and their own business activity as well as expected forms
of support from the local public sector. Obviously, when interpreting views ex-
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Table 5. Do your expect a fall in reservations/orders since April 2020

The scale of the fall o flj;r:(l;:es %
No fall recorded 0 0.0
Up to 30% 6 36
31-50% 10 6.1
51-70% 42 2S8.5
Practically 100% 78 47.3
I'had to close down 10 6.1
Too early to say 19 11.5

Source: own elaboration.

Table 6. Do you expect a fall in reservations in the autumn 2020

Do you expect a fall in reservations Number %
in the autumn? of responses
Yes, but only slight 28 17.0
Yes, a large one. 21 12.7
Yes, practically 100% 6 3.6
There was no fall 39 23.6
Too early to say 71 43.0

Source: own elaboration.

pressed by the respondents, one has to bear in mind the moment when the sur-
vey was conducted and the fact that any support programmes had yet to be de-
veloped (municipal and governmental measures offered as part of the anti-crisis
shield programme). Understandably, the respondents themselves admitted that
it was “too early to make predictions. We will certainly expect support from the city, in
every respect”.

The results showing the level of agreement or disagreement with the state-
ments indicate the respondents’ expectation of support, a possible integration
within the industry but also strong competition. Prospects of a tourist traffic re-
covery and their own profitability are far removed into the future (Fig. 4).

The majority of the responding entrepreneurs agreed that city breaks were
going to be the first to recover, although a certain degree of optimism was also
expressed with regard to other tourism products, such as school trips, cultural
events, and congresses and conferences. Given the subsequent development of
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the pandemic and prospects of an economic recovery, some of these predictions,
especially those concerning school trips or congress tourism proved to be mis-
taken. It is possible that at the time of the survey the respondents expressed their
expectations rather than realistic assessments (Table 7).

Table 7. Tourism products likely to see a real and quick recovery in terms
of the number of visitors

Tourism products o ff:s;lljr?sres %
City breaks 116 70.3
Medical tourism 13 7.9
Religious tourism S1 309
Congresses/conferences 63 382
Cultural events 62 37.6
Thematic / tailor-made products 66 40.0
School trips 54 32.7

Source: own elaboration.
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Table 8. Categories of tourism likely to recover most quickly

Categories of tourism o fljeusr:(l));res %
Group tourism 16 9.7
Individual tourism 9s 57.6
Both categories 22 13.3
Hard to say 32 194

Source: own elaboration.

Already in March the respondents indicated individual tourism as the market
segment capable of the fastest recovery, but emphasizing the crucial role of the
safety of travel and stay: “Simple products that can satisfy the basic expectation of an
organized and safe travel are more likely to recover” (Table 8).

With hindsight, the range of promotional tools the respondents were plan-
ning to employ in order to support the sale of tourism services seems rather un-
realistic. This is also true when it comes to measures expected of the city authori-
ties. More realistic comments were also present: “It’s a bit too early to think about
that. We don’t know when it will be possible to travel. We may have to switch to doing
something else in the meantime. Without any help, many of us are likely to join the
ranks of the unemployed, which means we will in fact be receiving help”. Although
respondents did indicate various promotional tools, the range of proposed solu-
tions seems to be too traditional and too broad (Table 9).

Table 9. Promotional tools the respondents planned to use in order
to support their economic activity in tourism

Respondents’ promotional tools of choice o fljeusr;:;sres %
Participation in B2C fairs 8 4.8
Participation in B2B fairs 23 13.9
Participation in workshops 18 10.9
Partners’ study visits in Krakéw 19 11.5
Business trips to foreign markets 12 7.3
AdWords campaigns S1 309
Remarketing campaigns 47 28.5
Promotional leaflets and catalogues 11 6.7
Flexible pricing with more discount options 48 29.1
Idon’'t know 70 424

Source: own elaboration.
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Table 10. Expected forms of promotional support from the city council

Expected forms of promotional support o fljeus?:r:es %
Participation in B2C fairs 30 18.2
Participation in B2B fairs 16 9.7
Participation in workshops 31 18.8
Organising study visits in Krakéw for trade partners 62 37.6
Organising trips to the city for journalists 46 27.9
Promotional leaflets and catalogues 33 20.0
Assistance in business trips to /events held in foreign markets to 31 18.8
build the city’s image
Remarketing campaigns 63 38.2
AdWords campaigns 53 321
Support in acquiring partners for the MICE* sector 47 28.5
Social media 77 46.7
Bloggers, influencers 34 20.6
TV advertising campaigns S6 33.9
Outdoor campaigns 31 18.8
Grants to commercialise Krakéw’s tourism offering 65 394
Campaigns targeting former Krakow residents to foster recommen- 27 16.4
dations

* MICE - Meetings, Incentives, Conferences and Events.

Source: own elaboration.

When it comes to expectations of support from the local government, the re-
spondents mentioned various forms of promotional assistance, such as grants to
commercialise their offering (39.4%), remarketing campaigns (38.2%) and organ-
ising study visits in Krakéw for trade partners (37.6%). Less support was expected
to facilitate respondents’ participation in trade fairs and workshops (Table 10).

7. Conclusion

The results of the survey reveal the level of economic losses anticipated by tour-
ism entrepreneurs and their predicted occurrence over time, opinions about the
likely sequence in which particular tourism products in Krakéw are going to re-
cover, as well as expectations concerning the tools of marketing communication
that could facilitate the recovery.
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With the benefit of hindsight (the article was written in July 2020), it is pos-
sible to track the changes and assess the validity of opinions collected in the sur-
vey. Taking into account the actual developments recorded in Poland and in the
world, it can be concluded that some predictions about the development of tour-
ism have not been confirmed, e.g. those concerning the market segments likely
to be the first ones to recover or effective marketing tools that would facilitate
commercialisation. The empirical data are suitable for assessing the actual situ-
ation at the outbreak of the epidemic. They clearly show how indispensable it is
to conduct a strategic assessment of the situation of companies according to the
VUCA principles.
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temat wplywu pandemii na ich dziatalno$¢ oraz oczekiwan w stosunku do narzedzi komunika-
¢ji marketingowej, ktére mialyby odbudowa¢ komercjalizacje. Respondenci zostali poproszeni
o ocene spadku sprzedazy ustug turystycznych, uzyskano opinie na temat perspektywy ozywie-
nia ruchu turystycznego i mozliwych dziatan samorzadu, ktére moglyby utatwi¢ to ozywienie.
Krakéw w ostatnich latach stal sie najbardziej rozpoznawalng destynacja turystyczna Polski,
a liczba odwiedzajacych to miasto systematycznie rosla, co przekladalo sie na wpltywy do budze-
tu miasta. Pojawily si¢ nawet opinie o krakowskim overtourismie. Wybuch pandemii Covid-19
w drastyczny sposob dotknal caly tancuch dostaw w gospodarce turystycznej, powodujac wizu-
alng pustke i zalamanie finansowe przedsigbiorstw. Dla zdiagnozowania skali kryzysu spowodo-
wanego pandemia przeprowadzono badanie sondazowe metoda CAWI na poczatku pandemii
w polowie w marca 2020 r. wérdd krakowskich przedsiebiorcéw turystycznych. Rozwdj sytuacji
epidemicznej i podejmowane dzialania ochrony branzy turystycznej w okresie od polowy marca
do konca czerwca 2020 r. postuzyly do zweryfikowania formulowanych przez respondentéw hi-
potez. Wyniki badania ukazujg przewidywany przez przedsiebiorcéw turystycznych poziom strat
ekonomicznych i przewidywane ich wystapienie w czasie, opinie o prawdopodobnej kolejnosci
odbudowy poszczegdlnych produktéw turystycznych Krakowa, a takze oczekiwania dotyczace
narzedzi komunikacji marketingowej.

Stowa kluczowe: Covid-19, turystyka, Krakow, przedsigbiorcy turystyczni, postawy, wpltyw
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The impact of climate change on tourism
in Australia - a case study relating
to bushfires in Australia in 2019/2020

Abstract. The main purpose of the study is to offer a preliminary analysis of the impact of Aus-
tralian bush fires on tourism in the summer season of 2019/2020. The article addresses issues
related to global climate change, including Australia. The author discusses the causes and effects
of recent catastrophic fires in Australia, focusing on their negative impacts for tourism. Another
problem raised in the article is how climate change in Australia causes bushfires that destroy the
nature and life of this country. The study mainly analyses the effects of climate change on the
natural environment, especially on the most attractive tourist areas in Australia, i.e. national parks.
The study uses the latest information to show the effects of damage caused by fires in Australia,
especially in tourism. The author concludes that there is a direct relationship between climate
change resulting from global warming and tourism demand.

Keywords: global warming, bushfires in Australia, tourism

JEL Codes: Q,Z

1. Introduction

Climate change can have catastrophic consequences. Global climate changes, ob-
served and discussed in the international arena, have an impact on natural eco-
systems and on various sectors of the economy (agriculture, industry, transport,
insurance, etc.), including tourism. Recently, people all over the world have seen
the effects of climate change in the form of bushfires in Australia, which have
devastated vast areas of natural beauty, areas that have for many decades been

* Jagiellonian University in Krakéw (Poland), Faculty of Management and Social Communica-
tion, Email: m.kurleto@uj.edu.pl, orcid.org/0000-0002-5616-4202.
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ranked very high in terms of the quality of life of residents, ecological conditions,
air purity and the number of tourists. Recent fires, which raged Queensland, New
South Wales, South Australia and Victoria for several months, have changed this
idyllic picture radically, as expressed in the following tweet: “Come visit Austral-
ia: get an early preview of Armageddon” [ Tourism Australia pauses $ 15 million...
2020].

The following article addresses the causes of climate change in Australia,
which result in bushfires destroying nature and devastating the country’s life,
using the latest information to show the effects of damage caused by the recent
bushfires, especially in the tourism sector. The article is mainly based on the
analysis of news reports and information published online (especially Climate
Council, Tourism Research Australia, The Sydney Morning Herald, The Guard-
ian Australian Edition and ABC News).

2. Climate change in the world including Australia

Climate change caused by global warming is a fact. Changes in air temperature
over the last 50 years (according to weather station data) show a clear, strong ris-
ing trend [Kruczek, Kruczek, Szromek 2018]. Believers in anthropogenic climate
change accept that global warming is caused by human activities, which is con-
tested by sceptics, who regard it as a natural process, where the human contribu-
tion is minimal [ Van Oldenborgh et al. 2020]. Global warming causes an increase
in the average atmospheric temperature at the surface of the earth and oceans,
and “the path of future climate change will depend on what courses of action
are taken by society — in particular the emission of greenhouse gases from the
burning of fossil fuels” [Mann 2018]. Climate research, monitoring and analy-
sis have been carried out since 1988 by the International Expert Group on Cli-
mate Change the Intergovernmental Panel on Climate Change (IPCC) operating
under the auspices of the United Nations. According to its own website, “The
IPCC was created to provide policy makers with regular scientific assessments of
climate change, its implications and potential future threats, and to put forward
for adaptation and mitigation options. Through its assessments, the IPCC deter-
mines the state of knowledge on climate change.”' From the analysis of the work
of the IPCC it can be concluded that human activity is a major factor contribut-
ing to climate change, causing global warming, which leads to the destruction of

! www.ipcc.ch [accessed: 6.06.2020].
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the natural environment and life on Earth [ARS Synthesis Report... 2014]. The
greenhouse effect is intensifying because there is more and more carbon dioxide
and other greenhouse gases in the atmosphere. In 2015 in Paris, 195 countries
signed a climate agreement that is expected to stop global warming at a level far
below 2 degrees Celsius, possibly at 1.5 degrees until the end of the century [ The
Paris Agreement 2015]. Australia, which also signed the agreement, has the largest
share of greenhouse gas emissions in the world. Australia has pledged to reduce
its emissions to 26-28 per cent on 2005 levels by 2030 [Australia’s 2030 climate
change target 2015 ].

In many reports and articles in 2018, it was observed that the multi-annu-
al tourism industry in Australia was increasingly threatened by climate change
[Australia tourism industry ... 2018].

In recent years, climate change has been associated with an increase in the
temperature of the Indian and Southern Oceans, which in turn was responsible
for dry and warmer weather in Australia in the summer of 2019-2020. It should
also be noted that fires alone can contribute to climate change.

According to Nerilie Abram, “there is a ‘scientifically indisputable’ relation-
ship between current extremes and anthropogenic climate change, there are oth-
er reasons why the fire season was so dramatic [Abram 2019]. For example, one
factor in Australia’s long-term decline in winter rainfall is the positive trend in the
Southern Annular Mode (SAM) [Abram 2019]. According to Johnston, another
factor is the positive phase in the Indian Ocean Dipole (I0OD) [ Johnson 2020].
A positive IOD “is characterized by a dipole of warmer-than-average water in the
western Indian Ocean and colder-than-average water in the eastern Indian Ocean
[ Johnson 2020].

Yet another factor contributing to global warming is the so-called “sudden
stratospheric warming” (SSW), which happened “when temperatures in the
stratosphere high above the South Pole the air began rapidly heating” [ The air
above Antarctica... 2019]. According to official data released by the Bureau of
Meteorology, Australia experienced its hottest and driest year ever in 2019
[Doyle 2020].

High temperatures and droughts, under other favourable conditions, usually
lead to forest fires over large areas in different parts of the world, and it is well
known that deforestation not only leads to the releasing of stored carbon diox-
ide but also puts an end to carbon absorption, contributing significantly to cli-
mate change. Carbon dioxide is also released during the burning of fossil fuels. It
should be emphasised that the risk of fires caused by climate change may increase
deforestation, which may be accelerating global warming. This results in a new
environmental threat.
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3. Causes and effects of fires in Australia in 2019/2020

As rightly pointed out by the Climate Council - a leading Australian non-profit
organization specialized in providing information on climate change, “For well
over 20 years scientists have warned that climate change would increase the risk
of extreme bushfires in Australia” [ The fact about bushfires and climate change
2019].

Warnings about the ecological disaster caused by forest fires in Australia have
also appeared in scientific reports and press releases (see Fig. 1). A bushfire oc-
curs if the following factors occur together: a sufficient amount of fuel (vegeta-
tion) that is dry enough to sustain the fire, plus weather conditions favourable
to the spread of fire and a source of ignition [ The facts about bushfires... 2019].
These factors are linked to climate change. Fires are more likely in high tempera-
tures, in drought conditions and are often caused by environmentally harmful
human activity, which has become a major factor in global environmental change
[ The facts about bushfires... 2019]. During a single year, the number and size of
fires depend on various weather phenomena, such as El Nino, while in the long
term, it is the anthropogenic causes of climate change that are the most likely
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Fig. 1. Forest Fire Danger Index

Source: State of Climate 2018.
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Fig. 2. Bushfires in Australia

Source: Lee 2020 (see: Australian fire pictures for publication without permission).

reason for the formation of so-called fire weather [ What are the impacts... 2020]
When describing the causes of fires, one has to mention the harmful effects of hu-
man activity. According to the Sydney Morning Herald, New South Wales police
took legal action against 183 people in the 2019 season of bushfires and accused
24 people of intentionally setting fire to the bush [Media reaction... 2020].

Bush season fires 2019-2020 are widely considered among the most severe
in history. Since September, fires spread to most of Southeast Australia after a pe-
riod of extreme drought and record temperature [Media reaction... 2020].

In total, by January 8, about 10 million hectares (100,000 sq. km) of bush,
forest and parks burned all over Australia and 28 people were killed, including
four firefighters [Australia fires: A visual guide... 2020]. Professor Christopher
Dickman revised his estimate of the number of animals killed in bushfires in New
South Wales to more than 800 million animals; with national impact over 1 bil-
lion animals. [More than one billion animals... 2020] BBC News reported that
tens of thousands of livestock were also probably killed and more than 2000
homes were destroyed [Australia fires: Almost 2,000 homes... 2020] On the Kan-
garoo Island “at least 89 homes were reduced to ash and 296 farm buildings de-
stroyed” [Prideaux 2020]. The rate at which bushfires spread surprised all people
in Australia including scientists specialized in biodiversity [Lee 2020, see Fig. 2].

In December 2019 and in the first days in January 2020, after the fires has
burnt for several months and despite efforts of thousands of firefighters strug-
gling to extinguish them, many still threatened to destroy small towns and caused
damage to property and wildlife [Dunne, Gabbatiss, McSweeney 2020]. With
the start of 2020, as a result of the incoming smoke from the fires, the air quality
in the capital of Australia, Canberra, was the worst in the world. According to
the Canberra Times, the air quality index was twenty times above a level deemed
hazardous [Media reaction... 2020]. Australian fires were taking place on such
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a scale that their effects were even felt outside its borders. Across the Tasman Sea
in New Zealand, BBC News reported that smoke from Australia had turned the
sky into an “eerie” yellow [ Media reaction... 2020].

The fires in Australia were causing more than just local damage. The unprec-
edented conditions, including burning heat in combination with historic drought
had led to the formation of an unusually large number of pyrocumulonimbus
(pyrCbs) events [Seftor, Gutro 2020]. “PyroCbs are essentially fire-induced
thunderstorms” [Seftor, Gutro 2020] and can be linked to the raging fires in Aus-
tralia. They arise when ash, smoke and burning material are carried by hot air.
“As these materials cool, clouds are formed that behave like traditional thunder-
storms, but without accompanying precipitation” [Seftor, Gutro 2020]. These
storms lead to further “fire storms, the dangerous atmospheric phenomena can
worsen fires by generating intense winds, transporting embers, and striking light-
ning in yet- untouched regions” [Gibbens 2020]. PyroCbs carry smoke and ash
about 16 km into the stratosphere [Seftor, Gutro 2020]. “Once it is in the strato-
sphere, the smoke can travel thousands of miles from its source, affecting atmo-
spheric conditions globally” [Seftor, Gutro 2020]. The effects of these events,
regardless of whether the spreading smoke causes warming or cooling, are being
closely monitored by NASA specialists [Seftor, Gutro 2020].

4. The impact of recent catastrophic bushfires
in Australia on tourism

The impact of climate change is particularly difficult to predict for such a sensi-
tive branch of the world economy as tourism. In this case we are dealing with an
extremely complex system of interactions — climate-nature-man — where each of
these elements can affect one another [Czoch, Kulesza 2011]. The sensitivity of
tourism lies in the significant dependence of its development on both climate
and natural values [Czoch, Kulesza 2011]. In order to assess the potential impact
of climate change on the development of tourism in Australia, it is necessary to
emphasize the nature of the continent’s most important tourist assets, which in-
clude: holiday values, interesting landscapes and easy access to water and forests,
numerous sightseeing opportunities as well as natural and cultural peculiarities
(in the field of Aboriginal culture). When examining the impact of climate on
tourism it is also important to remember that the quality and tourist values of
a given destination are most often determined by its substantive value, unique-
ness, landscape quality and safety.
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Climate-induced changes in the natural environment may threaten the life
and health of tourists, which may affect their decisions to visit particular tourist
destinations. “Eco-tourism” based on natural, landscape and climate values, de-
pends on weather conditions [ Czoch, Kulesza 2011 ]. When analysing the impact
of climate change on tourism, it should be emphasized that as a result of global
warming natural values in some regions may deteriorate, adversely affecting the
development of tourism and recreation. It is obvious that the growing frequency
of extreme events, such as fires or droughts, will reduce the attractiveness of tour-
ist destinations and the intensity of tourist traffic.

To answer questions related to the impact of global warming on tourism in
Australia, it is important to provide its briefly characterisation. Tourism plays
a significant part in Australia’s economy. In the financial year 2018-2019, Aus-
tralia generated a total of AUD $60.8 billion in direct tourism gross domestic
product (GDP) [ The economic importance of tourism 2020]. Tourism also directly
employed 666,000 people [The economic importance of tourism 2020]. In 2018-
2019, the country was visited by 9.3 million international visitors [ The economic
importance of tourism 2020]. The largest numbers of overseas visitors came from
China, New Zealand and the USA [Australian Tourism Statistics 2020]. On
10 January 2020, “the United States warned its citizens to exercise increased cau-
tion when travelling to Australia, placing it on the same travel advisory level as
Hong Kong and Papua New Guinea” [Snape 2020]. This decision can have seri-
ous consequences for Australia’s tourism, given the fact that the country is visited
by 800,000 American tourists each year [ Snape 2020]. As the fires kept spreading
at the end of December 2019, Australia ran an advertising company in the US and
UK led by the famous singer Kylie Minogue. However, in the face of the forest fire
crisis, the campaign was suspended (although it cost AUD $15 million) [ Tourism
Australia pauses $15 million ... 2020].

Tourists come to Australia mainly to see its extraordinary nature. They usu-
ally visit national parks and other natural areas that dominate the Australian tour-
ism market for both local and international travellers. However, the fires have not
only made it impossible to enjoy close encounters with nature in the national
parks, but their effects have worsened the air quality even in cities, such as Can-
berra, Melbourne or Sydney.

Summer (December-February) is the most popular season for international
arrivals, so financial losses incurred by tourism in the summer season 2019/2020
will be very large [Dunne, Gabbatiss, McSweeney 2020]. For example, “Kanga-
roo Island tourism was expected to fetch $168 million in 2020 but local busi-
nesses are concerned that one of the island’s key industries is at risk of collapsing
as tourists cancel bookings into April” [ Kangaroo Island businesses... 2020].
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5. Conclusions

The above analysis has showed that there is a direct relationship between climate
change resulting from global warming and tourism. It is estimated that climate
change has increased Australia the risk of hot, dry weather by at least 30% [ Ghosh
2020]. Climate change has undoubtedly caused catastrophic bushfires in Aus-
tralia. Fires and the resulting large scale air pollution have become the reason
why caution is required before travelling to endangered areas and why many tour-
ists have cancelled their reservations in Australia. Kangaroo Island, Mallacoota,
Blue Mountains and many other tourist destinations have become places of
catastrophic destruction of wildlife including koalas, kangaroos and many other
representatives of the Australian fauna. Future scenarios of the socio-economic
development of the world and the increase in average temperatures and rainfall
(predicted by IPCC climate models) have tried to determine the main trends/
directions of change in the tourism sector in Australia. The Australian govern-
ment, including Prime Minister Scott Morrison, disregarded warnings about the
effects of global warming, basing energy production mainly on coal, which causes
huge emissions of carbon dioxide into the atmosphere [Baxter 2020] Losses in-
curred by the Australian economy and tourism as a result of destruction of the
natural environment have not yet been fully assessed but undoubtedly they will
reach billions of dollars. Some losses have already been estimated and the govern-
ment will start paying compensation as soon as possible. However, it will take
at least several months to rebuild damaged homes. Unfortunately, losses in the
natural environment and, consequently the damage caused to Australia’s image,
cannot be made up. NASA's satellites photos of smoke from Australian fires indi-
cate that the biggest problems have been noticed in New Zealand, where glaciers
have turned brown [Irfan, Animashaun 2020]. By January 8, 2020, outside New
Zealand, smoke had travelled around the Earth, even to South America, “turn-
ing skies hazy and causing colourful sunrises and sunsets”. NASA scientists sus-
pect that smoke will go around the world and return to the sky over Australia.
[O’Kane 2020].

Most national parks in the southeast of the country have now been closed un-
til further notice, including one of the biggest tourist attractions, the Blue Moun-
tains National Park. To close the discussion on the effects of bushfires, it seems
appropriate to quote an opinion of scientists and social science researchers who
work in transdisciplinary climate change projects: “Although fires are natural in
Australia, they’re now occurring at an unprecedented frequency and intensity in
areas that, historically, did not burn. This new regime does not allow the effective
recovery of natural systems to their pre-fire state” [ Bowman 2020].
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Wptyw zmian klimatu na turystyke w Australii -
studium przypadku w zwigzku z pozarami w Australii
na przetomie 2019/2020

Abstrakt. Gléwnym celem artykulu jest wstepna analiza wplywu pozaréw krzew6w australijskich
na turystyke w sezonie letnim 2019/2020. Autorka omawia zagadnienia zwiazane ze zmianami
klimatu na $wiecie, a przede wszystkim w Australii. Analiza obejmuje przyczyny i skutki niedaw-
nych katastrofalnych pozaréw w Australii, ze szczegdlnym uwzglednieniem strat w sferze tury-
styki. Opisane zostaly przyczyny zmian klimatu w Australii, ktére pociagaja za soba pozary laséw
niszczace przyrode i zaburzajace zycie kraju. Analiza skupia sie gtéwnie na tym, jak zmiany klima-
tu wplywaja na srodowisko naturalne, szczegdlnie na najpopularniejsze obszary o wartosci tury-
stycznej w Australii, tj. parki narodowe. Autorka przywoluje aktualne informacje na temat skut-
kéw strat spowodowanych przez pozary w Australii, zwlaszcza w sektorze turystycznym. Analiza
wykazala, ze istnieje bezpo$redni zwigzek migdzy zmianami klimatu wynikajacymi z globalnego
ocieplenia a popytem turystycznym.

Stowa kluczowe: globalne ocieplenie, pozary buszu w Australii, turystyka
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Air quality as a factor affecting
urban tourism

Abstract. The purpose of the article is to determine whether potential tourists consider infor-
mation about a city’s air quality in their assessment of its tourist attractiveness and how this this
information affects their travel decisions. Urban tourism is a common and dynamically develop-
ing form of tourism. Cities encourage tourists to visit them with various attractions, cultural, gas-
tronomic and accommodation offerings as well as mass events. At the same time, they are often
industrial centres and important transportation hubs, which makes them characterized by a high
degree of air pollution. The article presents results of a survey involving 509 respondents from
Poland. The data were used to assessment to what extent information about air quality in a given
city is relevant for people planning a tourist trip. In addition, the survey provided information
about factors that could increase the respondents’ interest in the level of air quality in a city they
were planning to visit. Particular attention was paid to the respondents’ health. Many diseases can
be the result of air pollution, or can be aggravated by substances contained in smog. Therefore, the
authors tried to determine whether people suffering from such illnesses were more likely to pay
special attention to air quality in their prospective destinations. The results constitute a significant
contribution to the knowledge about the factors affecting demand in urban tourism. They may be
relevant for entities responsible for managing cities and promoting tourism products. The article
also draws attention to the fact that problems arising from air pollution in cities can affect not only
their residents, but also tourists.
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1. Introduction

The modern tourist market is affected by many negative phenomena, which have
a considerable effect on the functioning of urban tourist destinations and on de-
cisions made by potential tourists regarding the choice of a particular destination.
These phenomena threaten the development of cities and urban tourism, which
is one of the most popular forms of tourism. Cities which function as tourist des-
tinations are characterized by a high concentration of tourist traffic, hence these
negative phenomena often largely affect urban tourism space. One important cat-
egory of threats to incoming tourist traffic includes factors causing the quality of
urban space to deteriorate, as a result of activities of business entities, transporta-
tion and the daily life of residents.

The main aim of the article is to determine whether air quality in a given city
is an important factor for people planning a tourist trip. To do that, the authors
examined the principles and methods of providing information about the current
state of air pollution in cities in Poland and in the European Union. Additionally,
a questionnaire survey was conducted to identify factors that could encourage
potential tourist to become more interested in information about air quality in
their prospective destinations.

The subject is important given the mass character of urban tourism and the
growing number of cities facing problems with maintaining official air quality
standards. As demonstrated by the literature review, despite its importance, the
subject is rarely the focus of scientific research. Therefore, the study fills an ex-
isting research gap. It also draws attention to the fact that air quality in cities is
important not only for their inhabitants, but also for potential tourists, who take
it into consideration when assessing their tourist attractiveness; it can, therefore,
influence the economy of a given city.

2. Methods

The impact of information about the level of air pollution on decisions concern-
ing tourist trips was examined on the basis of data collected usinga CAWI survey.
The link to the survey was sent via e-mail and was also posted on the authors’
Facebook profiles. Emails advertising the survey were sent to employees of uni-
versities, public administration offices, public libraries and other institutions in
various Polish cities between February and May 2019, with a request to make it
available to potential respondents. It was assumed that each respondent was a po-
tential tourist. However, participation in the survey was limited to respondents
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aged 18 and older. In addition, because the survey was conducted in Polish, it did
not include any foreigners. 509 persons responded to the survey.

3. Basic information on urban tourism,
air pollution and air quality reporting

It is estimated that cities occupy about 2% of the Earth’s surface area, but they are
inhabited by about 50% of the world’s population, and by 2050 this percentage
will have increased to 70% [Broere 2016; Luck et al. 2011; IARC 2016]).

It is difficult to unequivocally identify cases of urban tourism because of
a wide spectrum of motives for tourist arrivals, which are associated with pat-
terns of tourist behaviour and consumption in cities [Edwards, Griffin, Haylla,
2008; Gospodini 2001; Pawlicz 2008; Koppen 2009; Law 2002]. Urban tour-
ism, also frequently described as metropolitan tourism [Hall 2002 ], is connected
with the destination of tourist traffic, which is an urban area, or more broadly,
a metropolitan area, with a developed urban infrastructure, including transport,
accommodation, catering, culture, sports and recreation, entertainment, trade,
and communal and other services that cater for the needs of tourists and perma-
nent residents [Panasiuk 2007; Rani 2017; Paunovi¢ 2014]. Typical objectives
that direct tourists to cities include: Sightseeing, cultural, business, sports, family,
social, and shopping motives.

Intensive human activity in the urban space results in the creation of pollu-
tion, particularly air pollution, which poses a major hazard to human health. There
are many causes of air pollution, including non-industrial combustion processes
(e.g. from households), combustion processes in the energy sector, road trans-
port, industrial combustion processes, production processes, waste management
[Mohamad, Deni, Ul-Saufie 2018; Edwards, Evans 2017]. Air pollutants in cities
include various types of particulate matter (PM10 and PM2,5), nitrogen oxides
(NOx), sulfur oxides (SOx) and tropospheric ozone. Pollutants negatively affect
human health. The impact on individual systems of the human body is briefly
presented in Table 1.

PM10 and PM2.§, i.e. particulate matter consisting of particles with an aero-
dynamic diameter smaller than respectively 10 and 2.5 micrometres. It is a com-
plex mixture of small particles and liquid droplets in the atmosphere, which can
consist of aerosols, powders, metals, combustion products, or microorganisms
(such as protozoa, bacteria, viruses, fungi and pollen) and can cause different
types of diseases [Ramirez-Leal, Cruz-Campas Estuardo-Moreno 2018]. Par-
ticulate matter is considered to be the main air pollutant. When inhaled, particles
are not always expelled by the body’s immune system, causing a variety of human
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Table 1. Impact of air pollutants on the human body

Impact on the human body
Central nervous .
tem (Alz- Respiratory
Air pollutant R4 s system Cardiovascular | Liver, spleen, Reproductive
heimers dis- (asthm. tem blood system
ease, headaches, astma, syste 7
o cancer)
migraines)
PM10 X X X - X
PM2.5 X X X - X
NOx - - - X -
SOx X - X - -
0, - - X - -

X: proven impact, (-): no proven impact

Source: based on ZEC 2020.

health problems [Directive 2008/50/EC 2008]. They are so dangerous because,
in the case of PM2.5, there is no identifiable threshold below which they do not
pose arisk [EEA 2015]. Children, the elderly and pregnant women are particu-
larly vulnerable to air pollution. Particulate matter can also cause delayed intel-
lectual development, lung development disorders, problems with memory, atten-
tion and concentration. In the elderly, long-term contact with particulate matter
increases the risk of heart attack and impairs mental performance (dementia).

Nitrogen oxides (NOx) and sulphur oxides (SOx) in the air also cause health
problems. Long term exposure can decrease lung function, increase the risk of
respiratory conditions and contribute to the formation or exacerbation of allergy
[Lin et al. 2019]. These compounds cause smog and acid rain and contribute to
the formation of fine particles (PM) and tropospheric ozone.

Tropospheric ozone (03) , otherwise known as ground-level ozone, is a sec-
ondary pollutant that is formed as a result of photochemical reactions of nitro-
gen oxides and volatile organic compounds in the atmosphere [GIOS 2016]. Its
formation is accelerated by high air temperatures. For this reason, the highest
concentrations are usually recorded in spring and summer, so in the high tourist
season. Tropospheric ozone is a major component of smog and has an extremely
negative impact on human respiratory system [CCAC 2020].

Exposure to air pollution is associated with increased mortality and a short-
ened life expectancy, even at relatively low concentrations [ Jedrak et al. 2017].
Based on data for 2011 from 39 countries, it was estimated that about 430 000
premature deaths in the EU were attributed to PM2.5 and PM10 [Acid News
2016]. As regards, worldwide health impacts of air pollution, there are around
7 million deaths a year, and in Poland between 42,000 and 45,000 die every year
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due to the exposure to pollution and the resulting respiratory, cardiovascular and
cancer diseases, (statistically one person every ten minutes); in addition, pollu-
tion is responsible for about 2,000 miscarriages [ZEC 2020].

Owing to the threat posed by air pollution to the human body, most coun-
tries publish their air pollution levels to enable people to avoid the risk associated
with going outside or use various personal protective equipment. While there
are EU guidelines concerning information and alarm levels for SO,, NO, and
0, [Directive 2008/50/EC], no such guidelines exist for PM10 concentration
and, therefore, specific requirements in this respect are determined by individual
countries. Since this is the responsibility of national, regional or local administra-
tions, specific arrangements apply to the whole country and sometimes to indi-
vidual regions or cities. Member States decide on their own whether or not to
report the level of air pollution. However, most European countries have intro-
duced such limits to protect their citizens’ health. Based on the available data,
Table 2 shows examples of PM10 alarm levels in different European countries,
regions and cities.

Table 2. Information and alert levels for PM10 concentrations in selected EU countries
and regions/cities ( ug/ m?)

No. Country name Information thresholds * Alert thresholds **
(ug/m’) (pg/m’)
1 | Austria 50 75
2 | Belgium S0 70
3 | Czech Republic 100 150
4 | Finland 50 50
S | France 50 80
6 | Germany (Stuttgart) no data available 50
7 | Great Britain 76 101
8 | Hungary 75 100
9 | Italy (Lombardy) 50 75
10 | Macedonia 50 100
11 | Poland*** 100 150
12 | Slovakia 100 150
13 | Spain (Catalonia) 50 80
14 | Switzerland 75 100

* Information Threshold: At this stage it is obligatory to inform the population and make it aware about
risks to particularly sensitive groups (children, elderly, patients).

** Alert Threshold: At this stage it is obligatory to take concrete steps to reduce smog. The entire population
is affected by health risks.
*** Data update for 2019 [GIOS 2020].

Source: based on Wiesen 2017.
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As shown in Table 2, information and alarm levels in Poland are among the
highest in Europe. Interestingly, until recently (October 2019) they were even
higher. Previously, the information threshold was 200 pg/m’ and the alarm
threshold was 300 pg/m?®. These were the highest values in Europe. The decision
to set such high values is motivated by high levels of air pollution, which actually
exceeds the average European standards for most of the year.

In Poland, information on pollution in individual cities is widely available.
The task of collecting such information is the responsibility of Provincial Inspec-
torates for Environmental Protection that have specialist and licensed measuring
equipment. The inspectorates publish the measurement results on their websites.
Most cities in Poland disseminate such information, using the following chan-
nels:

— websites, including weather services,

~ daily radio and television news bulletins (local, regional and national)
about air pollution in the region and types of preventive measures that need to be
taken to mitigate its impact on health,

— information in daily newspapers,

~ digital message boards (used in some Polish cities, including Krakéw)
placed on main streets, public transport stops or monitors inside trams and buses.

In addition, there are many websites with information on air quality around
the globe. Therefore, anyone interested can easily access the latest information
about the level of pollution [Lapko, Strulak-Wéjcikiewicz, Panasiuk 2020; Lapko
et.al. 2020].

Certainly, the effects of pollution are mainly experienced by city dwellers,
because they undergo long-term exposure. In some cases, however, even short-
term exposure can be dangerous, especially for people with respiratory illnesses.
In such cases, the disease may become more severe. People aware of the effects of
breathing polluted air are more likely to avoid situations where this is inevitable,
such as tourist trips to cities with a high concentration of harmful substances.
Since such travel is usually voluntary, the question arises whether air quality in
a given city is taken into account by potential tourists in their decisions con-
cerning tourist trips to urban destinations. In particular, during the survey, re-
spondents were asked if they checked the level of pollution in their prospective
destination? In another question, they were asked whether, in the event of a trip
to a city where the concentration of pollution exceeds permissible levels, they
intended to protect themselves against harmful substances and if such measures
were related to their current state of health.
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4. Results and discussion

509 people responded to the survey, with women accounting for almost three
quarters (74%). All respondents were aged between 18 to 75. Figure 1 shows the
breakdown of the sample into 7 age groups.

45-54 years old

55-64 years old

3544
years old

65-74 years old
over 75 years

18-24 years old

25-34 years old

Fig. 1. Age distribution of the respondents

Source: personal collection.

The purpose of the survey was to determine the impact of information about
air pollution in a given city on respondents’ decisions concerning tourist trips.
At the start, all respondents were asked about the frequency of their tourist trips
to Polish and foreign cities. Their responses to this question are presented in Fig-
ure 2. In both cases, information provided concerned trips lasting up to 1 week.

Trips to Polish cities Trips to foreign cities

twice a year

several times
ayear

once a year several times

ayear

never

once ayear

never

twice a year
Fig. 2. Frequency of private trips to Polish and foreign cities

Source: personal collection.
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The purpose of the following question was to find out whether the level of air
pollution affects the tourist attractiveness of cities. Answers were given on a five-
point Likert scale. The results are shown in Figure 3.

30
25
20
R 1s
10
: 'j
0 .
- strongly 2- dlsagree 3 - neither 4 — agree — strongly
dlsagree agree or agree
disagree

Fig. 3. Distribution of answers to the question: “Do you think that the level
of air pollution affects the tourist attractiveness of cities?”

Source: personal collection.

After adding up all positive and negative answers, it turns out that for 56.3%
of respondents the level of air pollution has an effect on the tourist attractiveness
of cities, while for 16% of respondents, it does not. Nonetheless, in the last 3 years
only 12.5% of respondents had decided to cancel their plans of visiting a given
city because of information about its poor air quality.

60 —
S0 —
40
= 30
20 A
0 T
Trips to Polish cities Trips to foreign cities
O Yes, L always do B Isometimes do

B I've never thought aboutit [ No, Inever do

Fig. 4. Distribution of answers to the question: “Do you check the level of air pollution
in the destination city before travelling?” depending on city location

Source: personal collection.



Air quality as a factor affecting urban tourism 117

70 I
60
50 ] — ]
— 40 -
X
— 30 ||
20 —
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from 1 to 3 days up to 1 week up to 2 weeks up to 1 month over 1 month
O Yes, I always do B Isometimes do

B I've never thoughtaboutit @ No, Inever do

Fig. 5. Distribution of answers to the question “Do you check the level of air pollution
in the destination city before travelling?” depending on the duration of the planned trip

Source: personal collection.

In the following question the respondents were asked whether they checked
the level of air pollution before traveling (Fig. 4).

Regardless of the length of the planned trip (Fig. 5), at least 50% of respon-
dents said they never checked the level of air pollution. However, in the case of
trips lasting more than 1 month, as many as 13% of respondents claimed to al-
ways check such information.

Another question concerned respondents’ health (Fig. 6). 30.2% of all re-
spondents admitted to suffering from some kind of a chronic disease.

diabetes

respiratory 2.6%

problems

bronhial allergy

asthma

thyroid disease .
T cardiovascular

problems

Fig. 6. Distribution of answers to the question: “What chronic diseases
do you suffer from?”

Source: personal collection.
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In view of this finding, the authors decided to check how many of the chroni-
cally ill respondents paid attention to the level of air pollution in cities they were
planning to visit (Fig. 7). It was found that most of them either never did so. In-
terestingly, of the chronically ill respondents who were interested in information
about air quality in Polish cities (6.5%), 60% suffered from allergies and only 30%
from respiratory problems. Among those planning trips to foreign cities (2.6%),
75% suffered from allergies but there were no people with respiratory problems.

By comparing responses given by all respondents and those with chronic dis-
eases (see Fig. 4 and 7), it can be concluded that a person’s health has no impact
on their propensity to check the level of air pollution in a given destination.

In order to reduce the negative impact of air pollution on health, various pro-
tective measures can be applied. To what extent they are actually used depends on
people’s awareness of the negative health effects of air pollution. Figure 8 shows
respondents’ answers to the question: “If you were to travel to a city with poor
air quality, would you use any of the following protective measures: a protective
mask, pharmaceuticals, limited time spent outside?” 14% of respondents would
allow the use of a protective mask, and 7% would be willing to use pharmaceu-
ticals, while the largest number of people (26%) would reduce the time spent
outdoors as a method of protection against pollution.

No, I never do

I've never thought about it
30.3

I sometimes do

Yes, I always do

0 S 10 15 20 25§ 30 35 40
(%]
[ trips to foreign cities B trips to Polish cities

Fig. 7. Distribution of answers of chronically ill respondents to the question “Do you
check the level of air pollution in the destination city before travelling?” depending
on city location

Source: personal collection.
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50
45
40

. |
protective mask pharmaceuticals  limited time spent outside

O Definitely no B No
B Neither agree or disagree B Yes O Definitely yes

Fig. 8. Respondents’ answers to the question: “If you were to travel to a city with poor
air quality, would you use any of the following protective measures: a protective mask,
pharmaceuticals, limited time spent outside?”

Source: personal collection.

However, most respondents indicated no willingness to use any personal pro-
tection measures against pollution. As many as 45% of people would definitely
refuse to use pharmaceuticals, 29% would definitely not wear a protective mask,
and 15% would definitely not limit the time spent outdoors.

5. Conclusion

More than half of all respondents agreed that air quality was a key factor in their
subjective assessment of how attractive a given city destination was. The survey
results reveal a contradiction between respondents’ beliefs and their actual be-
haviours. Although air quality was considered to be a factor affecting the attrac-
tiveness of a destination by over a half of all respondents (56%), relatively few of
them actually checked the level of air pollution in their prospective destinations.
This is all the more surprising, when one considers how easily available such in-
formation is.

Equally surprising were respondents’ answers regarding their willingness to
use personal protective equipment against pollution. No correlation was found
between the respondents’ health and the habit of checking information about
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air pollution. This is surprising, given that most of the diseases indicated by the
respondents can be associated with air pollution, which can be either be a causa-
tive agent or a factor exacerbating the disease. One would therefore expect such
people to be particularly interested in information about air quality. Nonethe-
less, it was found that, regardless of their health, few respondents were ready to
wear masks or use other forms of protection. This situation in Poland may change
soon. Since April 16, 2020, the use of protective masks in public places has been
mandatory due to the COVID-19 pandemic. The ubiquity of this form of pro-
tection eliminates potential psychological barriers, which may have been caused
some people to avoid wearing masks. Perhaps once the pandemic is over and the
obligation to wear masks has been lifted, more people will be willing to use this
form of protection against smog. In quantitative terms, smog is more dangerous
to human health than the current pandemic. As mentioned earlier, globally, pollu-
tion is responsible for 7 million deaths annually, and in Poland for over 40,000. In
comparison, SARS-CoV-2 coronavirus, at the time of writing, had caused around
315,000 deaths in the world, including 925 in Poland (data as at 18 May 2020).

People particularly vulnerable to health problems as a result of air pollution
include those suffering from chronic respiratory and circulatory diseases, which
can largely result from prolonged exposure to air pollution. Therefore, the lack of
willingness to use protective measures against air pollution displayed by the ma-
jority of potential tourists may be due to the lack of knowledge about this hazard
or perhaps result from neglect and underestimating its seriousness.

No doubt, further action is required in the field of education. Air quality and
related information is already affecting travel decisions of potential tourists, and,
consequently shapes the general tourist image of every city.

In addition to educational activities aimed at raising awareness of the impact
of pollution on health, actions should also be taken to improve air quality in cit-
ies. Efforts to limit emissions will support the development of cities, including
urban tourism, and increase their level of competitiveness, including the level of
tourist attractiveness. They can be highlighted as part of cities” promotional ef-
forts on the tourist market and boost their positive tourist image. Such initiatives
are a great opportunity for cities which, until now, have not been so popular with
tourists and have not shown much concern for air quality in their promotional
activities.

In view of the above, it is obvious that the task of managing the city’s tourism
offering and its tourist attractiveness should be mainly the responsibility of local
government units in cooperation with tourist organizations, including economic
organisations, regional, and local tourist organizations, and, above all, tourist en-
terprises. They should be involved in providing information about air quality in
urban areas via websites and directly to potential and actual tourists, because it
directly influences travel decisions of potential tourists.
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At the same time, it should be noted that in 2020 it is difficult to write about
tourism and set directions for its development on the basis of observations made
and data collected before the outbreak of the COVID-19 pandemic. Nobody can
predict how tourism will develop in the future, and the only thing remains certain
is that it will change a lot. Tourism, including urban tourism, had been develop-
ing dynamically for decades and suddenly, in just a few weeks, there was a huge
stagnation. Tourist travel has virtually ceased almost all over the world. Owing
to the restrictions imposed to stop the spread of the coronavirus, urban tourism
is currently experiencing a major regression. In many countries, access to major
tourist attractions (museums, architectural monuments) and services ( gastrono-
my, shopping malls) has been restricted. The organization of mass events, such as
festivals, concerts and fairs, has been prohibited. The fear of being among large
groups of people may remain in people for a long time after the restrictions have
been lifted, and it may take several years for urban tourism to return to its pre-
pandemic level.
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Jakos¢ powietrza jako czynnik wptywajacy
na turystyke miejska

Streszczenie. Celem artykutu bylo zdiagnozowanie, czy potencjalni turysci uwazaja, ze informa-
cje o poziomie zanieczyszczenia w danym miescie wplywaja na jego atrakcyjno$¢ turystyczna,
a tym samym determinuja decyzje turystyczne. Turystyka miejska jest bardzo powszechna i prez-
nie rozwijajaca si¢ forma turystyki. Miasta przyciagaja turystow szeregiem atrakgji turystycznych,
bogata oferta kulturalna, gastronomiczng i noclegowq oraz imprezami masowymi. Jednoczesnie
sa one czesto takze o$rodkami przemystowymi oraz waznymi weztami komunikacyjnymi, co
sprawia, ze charakteryzuja si¢ wysokim stopniem zanieczyszczenia powietrza. W artykule za-
prezentowano wyniki badar ankietowych przeprowadzonych na grupie 509 mieszkancéw Pol-
ski. Na tej podstawie okre$lono, jak wazne s3 informacje dotyczace zanieczyszczenia powietrza
w miastach dla potencjalnych turystow oraz czy znaczenie tych informacji ma zwiazek z innymi
czynnikami. Szczegdlng uwage zwrécono na stan zdrowia respondentéw. Wiele choréb moze by¢
wynikiem zanieczyszczenia powietrza, a substancje wchodzace w sktad smogu moga zaostrza¢
ich przebieg. Podjeto wiec probe odpowiedzi na pytanie, czy cierpigce na nie osoby w szczegdlny
sposob przykladaja wage do jako$ci powietrza w miescie bedacym celem wyjazdu. Uzyskane wy-
niki stanowig istotny wklad w wiedze na temat determinant popytu w turystyce miejskiej. Moga
by¢ one wazne dla podmiotéw odpowiedzialnych za zarzadzanie miastami i ich promocje oraz
tworzacych produkty turystyczne. Ponadto problemy wynikajace z zanieczyszczenia powietrza
w miastach moga dotyczy¢ nie tylko ich mieszkaricow, ale takze turystow.

Stowa kluczowe: turystyka miejska, zarzadzanie turystyka, atrakcyjnos¢ turystyczna, zréwno-
wazona turystyka
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Factors determining the improvement
of hotel service quality as seen by customers
of Sheraton Hotel in Warsaw

Abstract. The aim of this article is to investigate the determinants and conditions influencing
the quality of hotel services. After defining the essence of quality, the author presents the main
reasons and conditions for relatively high costs of these services incurred by hotel companies and
the need to systematically improve the quality of hotel guest services. Regarding the research
method, the article is based on results of a survey conducted in 2015 and 2017 on a randomly
selected sample of guests of the Sheraton Hotel in Warsaw. Survey results indicate that the hotel
staff received the highest ratings for their kindness and competences. They also appreciated the
high quality of rooms, conference rooms and their equipment. The author concludes that the
quality of hotel services — including the Sheraton Hotel - is the main reason why many custom-
ers choose them. Consequently, the owner of the Sheraton hotel should continue to improve the
hotel’s equipment, its conference facilities, restaurants and bars, should select, train and improve
basic staff, and should continue to conduct systematic satisfaction surveys among current and
future hotel guests.

Keywords: quality of hotel services, customer opinion surveys
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1. The essence of quality

In highly developed countries, quality constitutes the main determinant of com-
petition and the basic factor affecting the degree of customer satisfaction, and,
consequently, the success of the manufacturer (service provider). The author of

* University of Szczecin (Poland), Faculty of Economics, Finances and Management, Email: jozef.
perenc@wzieu.pl, orcid.org/0000-0001-6409-8842.



126 Jozef Perenc

this study has attempted to demonstrate empirically that hotel owners should
constantly examine opinions of their guests and enhance the hotel’s infrastruc-
ture to improve the quality of their services and increase customer satisfaction.

E. Deming understands “quality” as a predictable degree of uniformity of reli-
ability at the lowest possible cost. However, not all of these conditions can always
be met.

Another great “quality guru”, i.e. J. M. Juran [1999], provides four definitions
of this concept, which can be understood, among others, as a degree of satis-
faction of customer requirements (market quality), a degree of user satisfaction,
a degree of compliance with requirements (compliance quality), as a preference
in comparison to other products (preference quality), as a feature or a set of fea-
tures relevant to a given product (quality characteristics) [Garczarczyk 2000: 9].
According to the EN 28402 international standard, quality should be understood
as comprising all features and properties of a product or service that determine
its capacity to satisfy stated or anticipated needs, whereas the concept of quality
in the European Union is primarily understood as the ability to meet customer
requirements and expectations as well as the ability to meet them in the design,
production and service processes in a manner consistent with applicable law, in
this case, European law [Regulation (EU) No 1025/2012 of the European Par-
liament and of the Council of 25 October 2012 on European standardisation].
Another definition worth mentioning is the ISO 8402 standard, which defines
quality as “the totality of characteristics of an entity that bear upon its ability to
satisfy identified needs” ~as cited by Wierzbic [2002: 335].

The definitions of quality show how many factors are involved in its develop-
ment and that each of these factors is necessary to maintain and improve quality.
The essence of quality is continuous improvement, work and control of the fac-
tors responsible for its development. When referring to quality and quality assur-
ance today, we are not only talking about the characteristics of a product or ser-
vice. Nowadays, quality is primarily associated with a certain new “philosophy”
of conduct. In this sense, it is an important element of the company’s culture, as
quality assurance includes all its achievements, which include dominant values,
behaviours, norms, principles and the internal climate. For many companies as-
suring the proper quality of goods and customer service has become a strategic
goal. This is achieved by introducing Total Quality Management systems [ Zik-
mund, Amico 1996: 9] in enterprises, which relate not only to all products and
services, but also to all employees, processes within the enterprise, as well as rela-
tions with its partners in the supply chain.

In recent years, the majority of entrepreneurs have been interested in qual-
ity, which has become the most important element in the competitive struggle,
and a factor affecting image and trust building with respect to current and future
customers of the company.
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2. Quality costs

Because of its inherent vagueness, the concept of quality costs is differently de-
fined by many theorists dealing with the quality issue. Nowadays, a company that
wants to survive and remain competitive needs to be aware of the existence of
quality costs, and this awareness should permeate the entire organization. In or-
der to meet the conditions of competition, it has to produce products of the high-
est quality at the lowest possible prices, and it needs to measure and control all
quality costs associated with the production of goods and services. Quality costs
are the basic tool for measuring the company’s effectiveness and develop-
ment and is used to identify the organizational level of achievements in the
field of quality. Quality costs are also the basis for making strategic decisions.
They comprise expenditures incurred to obtain the proper quality of a product
and inform about the degree to which the quality control system has been im-
plemented in the company. They express the aim of quality control, which comes
down to choosing a structure of expenditures for which the sum of costs incurred
to maintain quality is the lowest. Quality costs have an economic significance
and affect the financial result (profit). Information on the development of quality
costs in a company affects the thoughts and actions of management and individ-
ual employees [Skrzypek 2002: 227]. Improving quality is one of the most sig-
nificant determinants of competition, leading to a greater demand for manufac-
tured goods and services, which in turn translates into higher sales and profit. The
realisation that the cost of quality assurance is visibly lower than the costs of its
absence is the basis for introducing a control system of quality and related costs
in the company [Skrzypek 2002: 227]. The increase in profit achieved through
the increase in sales is associated with higher operating costs, while improve-
ments in quality guarantee higher profit with lower operating costs. Thus, it can
be concluded that quality pays off thanks to cost reduction [Skrzypek 1995: 198;
Reinartz, Kumar 2002 ]. Quality in hotel services that meets customer needs is an
important factor affecting profitability and competitiveness. If quality is treated
as a global and important control indicator, then the following benefits can be
achieved: quality improvement, cost reduction and productivity increase, price
reduction, increase in sales and profits, more investment in research and devel-
opment of new products (services) or professional development of employees
[Barfield 1994: 9]. In the literature this problem is referred to as E. Deming’s
chain reaction, where improvements in quality lead to cost reduction, then to
productivity growth, enabling the company to win the biggest possible market
share and offer flexible prices.

J. Sitting [as cited by Skrzypek 2002] defines quality costs as costs of preven-
tion, evaluation and reject loss. According to F. Nixon [1974: 38], quality costs



128 Jozef Perenc

are the costs of gaining certainty that only products that are made in full compli-
ance with the specifics of the requirements reach the consumer. J. Juran and E. M.
Gryna [1989: 70-72] define quality costs as certain expenses related to ensuring
the usability of products. According to J. Juran [1999: 2.5-2.7], the account of
quality costs includes not only items directly related to quality, but also those
that must be incurred for the product to be created at all. More specifically, the
quality cost structure looks as follows: costs of adapting quality to the needs and
expectations of customers, including costs of prevention and quality assessment,
costs of non-conformance together with the costs of lost opportunities, which
are the consequences of a lack of perfection in the manufacturing process and its
external effects. The ISO 8402 standard defines quality costs unambiguously as
“those costs incurred in ensuring and assuring satisfactory quality as well as the
losses incurred when satisfactory quality is not achieved”. These definitions of
quality costs clearly show the multiplicity of determinants that affect them.

According to the International ISO standard from 1987, quality costs can be di-
vided into two types: operational quality costs and external assurance quality costs.

The most detailed breakdown of quality costs is presented by K. Lisiecka
[1999: 113], who also distinguished between:

— Internal quality assurance costs (operational costs) ,

— External assurance quality costs (Fig. 1).

The quality cost accounting system must correspond to the objectives of
quality management (e.g. hotel services), while the purpose of the quality cost
accounting system is to identify the cost situation, observe and stimulate pro-

Quality costs
I
Internal quality assurance costs External assurance quality costs
(internal operation costs) (external operation costs)
/—k—\ I
Compliance costs Non-compliance Costs of conformity Cost of research
costs assessment and assessment
of the quality system of product (service)
by certification authorities characteristics
Costs by independent
of preventive research centres
actions Internal defect costs
Assessment costs External defect costs

Fig. 1. Classification of quality costs
Source: Lisiecka 1999: 113.
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gress in quality improvement, and gain the benefits of implementing a quality
improvement programme [Skrzypek 2002].

3. Assessment of the hotel infrastructure in Warsaw

The hotel service market in Poland is undergoing a profound transformation in
an effort to adapt to the needs of new consumers and standards set by competi-
tive foreign hotel companies [Panasiuk 2007; Panasiuk, Szostak 2018].

A characteristic feature of tourist traffic in Poland is the dynamic develop-
ment of the hotel infrastructure in the last decade [Rapacz 1994], especially in
Warsaw, and in many other Polish cities. In July 2018, a report Tourism in 2018
[2019], published by Statistics Poland covered 11076 tourist accommodation
establishments in Poland (an increase of 3.7% compared to the previous year),
including 4179 hotels and 6897 other establishments. As in previous years, hotels
were the most numerous category of accommodation facilities (2592), showing
a2.0% increase compared to the number recorded in July 2017 (2540). The sec-
ond biggest group, described as “other accommodation facilities”, which includes
hotels, motels and boarding houses without any category details, as well as other
facilities providing accommodation services — including castles, inns, etc. Ac-
cording to the same report, the number of such facilities (1057) in July 2018 was
2.6% higher than one year earlier (1030).

Warsaw is the fastest developing hotel service market of all large metropolitan
centres, both in terms of the number of foreign tourist arrivals and the number
of Poles using registered tourism collective accommodation facilities. In 2017,
Warsaw was visited by approx. 2.9 million foreign tourists, which is equivalent
to 60% of all domestic tourists who use accommodation facilities in the entire
Mazowieckie province.

The volume of tourist traffic in Warsaw is closely related to the presence of
two large international airports and the fact that many international companies
have their branch offices in the city. Table 1 presents the general characteristics

Table 1. The hotel infrastructure in Warsaw in 2010 and 2017

Category 2010 2017
Number of hotels 62 86
Number of bed places 18778 24280
Number of overnight stays (in 332§ 5252
thousands)

Source: Rocznik Statystyczny Warszawy 2018: 48-49.
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Table 2. Characteristics of selected Warsaw hotels

g | & 3 , —
S22 5| = |8 g
— a— iy s [ 2z » 2
No. Hotel name ° | .g ° §° ° g 5 2 S
212 ql 2 3 (28| 2 - = 2
AR A AR
z|z&l z | & |24 & | S| 3| &
1 | Novotel 710 4 23 R - 2 2 - +
2 | Marriot 488 10 35 11000 | 4 4 + -
3 | Jan III Sobieski 380 4 | 33 | "] 450 1 2 - +
4 | Sheraton 333 S| 19 | **| 385| 3 2 - +
S | Victoria Intercontinental | 329 3 11 | ] S32| 3 2 + +
6 | Holiday Inn 326 2| 10 | - 2 3 - +
7 | Mercure Fryderyk Chopin | 242 6 R 3 1 - +
8 | Felix 234 4 - 1 1 - +
9 | Europejski 234 - 13 286 | 2 2 - +
10 | Hotel Polonia 201 3 25 el - 1 1 - +
11 | Hotel Metropol 176 3| 16 R 1 1 - +
12 | Le Royal Meridien Bristol | 174 2| 31 | ™| 300 3 1 + +
13 | Vera 154 2 260 1 1 - +
14 | Solec 135 - 2 el - 1 1 - +
15 | Warszawa 126 - 3 R 1 1 - +
16 | Gromada 117 - 12 105 | 1 2 - -
17 | MDM 115 1 4 rx 64 2 1 - +
18 | Reytan 84 1 2 ok 36 1 1

Source: Warsaw Business Journal 2018.

of the hotel infrastructure in Warsaw. Table 1 shows that between 2010 and
2017, the number of hotels increased by 39%, the number of hotel beds - by
29% and the number of overnight stays — by 57%.

Hotels of the highest category (four and five stars) are facilities that were built
mostly in the 1990s. In 2000, six hotels of this category (Mariot, Victoria, Forum,
Holiday Inn, Jan III Sobieski, Zajazd Napoleonski) provided 26.4% of all hotel
beds in Warsaw. Today, there are nine hotels of this class, including four 4-star
and five 5-star facilities.

The majority of Warsaw hotels (approx. 70%) are located in the city cen-
tre, mostly in the vicinity of the Palace of Culture and Science, Krakowskie
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Przedmiescie, Krasiniski Square, Bank Square, Warsaw Uprising Square and near
Warsaw Chopin Airport. The concentration of hotel facilities in the central part
of the city is the result of the city layout from before the Second World War. How-
ever, one can observe a gradual trend for a more disperse location, with new ho-
tels appearing near stations and highways.

The ranking of major hotels in Warsaw prepared for Warsaw Business Journal
published in 2018 includes characteristics of 18 hotels in Warsaw presented ac-
cording to specified values (see Table 2). The star category of hotels is of second-
ary importance in their ordering, as most of them are 3- and 4-star hotels, and
the ranking depends on the number of hotel rooms. The main feature that distin-
guishes hotels from each other and makes it possible to determine their size and
standard are hotel rooms. The number of rooms itself does not provide any indi-
cation of their character, size or equipment, but only indicates the size of a ho-
tel. Some hotels, e.g. Sheraton, do not specify the number of beds in individual
rooms, which makes it difficult to compare the actual number of guests in a given
hotel. For example, Novotel Warszawa Centrum hotel has the largest number of
rooms (710). Sheraton Grand Warsaw, with 333 rooms, is ranked fourth, exclud-
ing hotel suites, which are in another category.

Another important feature, especially for 4- and S-star hotels, is the number
of suites, which are designed for customers with higher requirements, and their
number is indicative of the type of customers the hotel caters for. In Warsaw, the
Marriot Hotel has the largest number of suites (35), followed by Jan I1I Sobieski
Hotel (33) and Bristol Hotel (31). Sheraton Grand Warsaw has 19 suites, which
puts it further down the ranking.

4. Sheraton Grand Warsaw and its offering

Sheraton Grand Warsaw was opened on September 22, 1996, first as a 4-star ho-
tel and since 1999 — as a S-star hotel. In February 1998, the hotel changed its
main investor as a result of the merger between the ITI' Sheraton Corporation
and Westin Hotel & Resorts with Starwood Hotels & Resorts Worldwide, Inc.
Sheraton received the highest category on account of the level of service achieved
mainly thanks to its staff of 385 employees.

An important element of any hotel’s image is its location. It largely determines
the type of customers the hotel product is targeted at as well as the direction of
its marketing strategy. The hotel’s location and accessibility are very important
factors influencing choices made by customers. Information about the hotel’s lo-
cation should be generally available and easily understood for both domestic and
foreign tourists.
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Sheraton Grand Warsaw is mainly dedicated to business tourists, given the
hotel’s location near many international institutions and offices, embassies, min-
istries, the Sejm and Senate building complex, the Stock Exchange, which is of
great importance for business tourists and other guests.

5. Evaluation of survey results

The quality of service offered by Sheraton Grand Warsaw in 2015 and 2017 was
assessed using a questionnaire survey. In 2015, 800 questionnaires were distrib-
uted and 344 were returned, while in 2017, 496 correctly completed question-
naires were returned of 800 that had been distributed, which is in line with the
principles of tourism market research [ Tokarz, Lewandowska 2004]. The ques-
tionnaire consisted of 15 questions and the part with respondents’ personal data.
Every 5" guest was chosen to take part in 2015 and every 10" guest in 2017. The
sample included more or less the same number of male and female respondents
[Ambler 2000]. The response rate was 43% in 2015 and 63% in 2017. When as-
sessing the quality of services received, such a survey is a simple way of finding
out what hotel guests think.

The aim of the survey was to collect opinions of hotel guests about their as-
sessment of the quality of services available at the Sheraton hotel. This is very
important as the hotel wants to maintain the highest quality services and meet
the needs of customers.

The first part of the questionnaire respondents were asked 3 questions to
evaluate tangible aspects of hotel service such as the appearance of their hotel
room, its equipment and the appearance of the reception.

As can be seen in Figure 2, the tangible components of the hotel service were
highly and positively received by the majority of respondents (the best rated ele-
ment was the reception, with 72% of respondents giving it the good rating, and
the overall appearance of the room — with 68% of good ratings). This demon-
strates the hotel’s excellent knowledge of the taste of their potential customers
as well as great care attached to the appearance, functionality and quality of all
equipment.

The quality of the hotel product is mainly affected by the intangible elements
of the service rendered to the guest by the hotel staff. How well hotel employees
perform their duties determines whether the customer will be satisfied with the
service or not. Even a hotel with the best equipment and beautiful interior will
not be rated well if the services provided by the staff are not of a high standard.

There are many qualities that should be exhibited by employees of a high
class hotel, the most important being competence, responsiveness, kindness and
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availability. The part of the questionnaire dealing with these aspects consisted
of 4 questions. Although any assessment of these features is highly subjective,
respondents’ answers give some indication of their perception of the quality of
services provided by employees (see Fig. 3).

As we can see, the majority of respondents rated the staff as:

— kind - 95% of satisfied guests,

— competent — 91% of satisfied guests,

— quick to respond to guests’ wishes and expectations — 85% of satisfied
guests.

A very important feature in the assessment of hotel staff is a very good and
good command of at least two foreign languages. The staff working at the recep-
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Fig. 3. Evaluations of selected characteristics of Sheraton employees

Source: own research.
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tion, in restaurants, bars and conference rooms constantly improve their foreign
language skills.

Results concerning the use of four conference rooms and answers to the next
four questions suggest that 93% of institutional (business) clients, who rent the
conference rooms, were satisfied because:

— they had a spacious room at their disposal,

— furniture and audio-visual equipment satisfied their expectations,

— simultaneous interpreting was available on request,

— the rooms could be used for other purposes, such as exhibitions, demon-
strations of ancillary material and equipment.

In view of all this, it can be concluded that the majority of individual and in-
stitutional clients of Sheraton Grand Warsaw were satisfied with the quality of the
services provided by the hotel and regard them to be of a high standard.

6. Conclusions

The following conclusions can be drawn from the above considerations:

1. The quality of service is an important determinant by which recipients of
services choose their provider. This applies in particular to hotels, which strive to
improve their services and make the best use of their hotel spaces.

2. One important method of quality improvement is to measure the satisfac-
tion of hotel guests. This tool was chosen by the author to examine the quality of
services offered at the Sheraton hotel in 2015 and 2017.

3. Respondents’ ratings regarding the quality of services at Sheraton Grand
Warsaw were good and very good. In particular, this was manifested by:

— a very good assessment of reception work and room quality: 68-72% of
satisfied clients,

— avery good assessment of the employees for their kindness (95%), compe-
tences (91%) and responsiveness (85%),

— very high evaluation of the quality of rented conference rooms: 93% of cli-
ents regarded them as spacious, well equipped, and appreciated the availability of
simultaneous interpretation and additional functions.

4. Marketing research carried out in recent years in selected hotels in Warsaw
and other cities should be further improved, with the use of other methods, such
as panel research or direct interviews.
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Czynniki determinujgce poprawe obstugi hotelowe;j
w opinii gosci hotelu Sheraton w Warszawie

Streszczenie. Celem artykulu bylo zbadanie determinant i uwarunkowan majacych wplyw na
jako$¢ ustug hotelarskich. Po zdefiniowaniu istoty jako$ci autor przedstawit gléwne przyczyny
i uwarunkowania ponoszenia przez firmy hotelarskie stosunkowo duzych kosztéw ustug oraz po-
trzebe systematycznego podnoszenia jakosci obstugi gosci hotelowych. Gléwng metoda badan
byly ankiety, przeprowadzone w 2015 i 2017 r. na losowo dobranej probie goéci hotelu Shera-
ton w Warszawie. Wyniki badan potwierdzily, ze najlepsze oceny uzyskal personel za okazywana
uprzejmos¢ i posiadane kompetencje. Respondenci docenili tez wysoka jako$¢ sal konferencyj-
nych i ich wyposazenia. W konkluzji artykutu autor doszed! do wniosku, ze jako$¢ ustug hote-
larskich - takze w hotelu Sheraton - jest gléwna determinanta wyboru tych ustug przez wielu
klientéw. W zwigzku z tym wlasciciel hotelu Sheraton powinien wcigz udoskonalaé wyposazenie
obiektu, jego zaplecze konferencyjne, restauracje i bary, odpowiednio dobiera¢ i szkoli¢ personel,
zwlaszcza pracownikéw recepcji, oraz nadal prowadzi¢ systematyczne badania satysfakcji obec-

nych i przysztych goéci hotelowych.
Stowa kluczowe: jakos¢ ustug hotelarskich, opinie klientéw hoteli
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