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Abstract: The paper approaches the appropriate management styles in order to manage successful a local
or national restaurant business. Also the needed core values for evaluating employees and how all these
help to manage a multigeographical business. The birocratic management style seems to be the recipe for
obtaining result. Employees need to have a clear overview about their objectives and their evaluating

method. All these can be replicable to multiple teams and convers results into profit.
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1  INTRODUCERE

Studiul de fatd abordeazd problema aplicarii
unui stil de management specific care, corelat cu un
set de valori bine definite, ar trebui sa ajute la o
crestere accelerate in industria HORECA. Odata cu
era digitalizarii, consumatorii se asteaptd la o
evolutie accelerata si dinamica in ceea ce priveste

1 INTRODUCTION

This study addresses the problem of applying a
specific management style which, together with a
well-defined set of wvalues, should help in
accelerating the growth in the HORECA industry.
With the digitalization era, consumers are expecting
an accelerated and dynamic evolution regarding the
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aspectele si obisnuintele zilnice de consum. In
industria HORECA, este important ca, odata creat
brandul si legitura cu consumatorul, acesta sa se
simtd incurajat si sd gadseasca mereu la indemna
brandul pe care il preferd. Concret experienta
dintr-o unitate sa fie usor de gasit In orice zond a
orasului, fie ca este zona rezidentiala, turistica sau
de business. Chiar mai mult, dacé ne concentram pe
marile lanturi de francize din industrie, gisim
acelasi brand in alt oras, altd tard sau chiar pe alt
continent.

Avem multe exemple internationale din acest
domeniu care au reusit si impuna un standard de
calitate in toate locatiile in care isi desfasoara
activitatea, indiferent de pozitia geograficd sau
cultura locala.

In plan national, incepem si avem, si noi,
exemple de succes care reproduc bunele practici ale
lanturilor internationale. Studiul de fatd abordeaza
stilul de management necesar care duce la
posibilitatea scalarii accelerate in industria
HORECA precum si valorile organizationale care
trebuie urmarite in vederea obtinerii rezultatului
mentionat mai sus.

2  METODOLOGIE

Pentru a obtine rezultate cercetarii, s-au aplicat
un set de chestionare personalelor de conducere si
personalului operativ din unitati HORECA care isi
propun o dezvoltare accelerata intr-un timp cat mai
scurt sau dezvoltare in zona de francize.

In cercetare s-au urmarit trei dimensiuni:

» Tipurile de personalitate si de management

impus de manageri

» Valorile organizationale

» Transparenta criteriilor de evaluare

Chestionarele s-au aplicat pe un numar de 79
de persoane implicate in industria HORECA din
Cluj-Napoca, 30% facand parte din zona de
conducere iar ceilalti din zona de executie. S-au
urmarit organizatii mici (o locatie cu 3-5 angajati)
organizatii medii (1-3 locatii cu 15-30 angajati) si
organizatii relativ mari, cu peste 5 locatii distribuite
pe plan local si national.

Numitorul comun al tuturor organizatilor a fost
dorinta de a se extinde intr-o maniera sandtoasa fara
a face compromis la calitate.

daily consumption aspects and habits. In the
HORECA industry, it is important that, once the
brand and the connection with the consumer are
created, one feels encouraged and always finds the
brand that one prefers. Specifically, the experience
from a unit can be easily found in any area of the
city, be it the residential, tourist or business area.
You really have a lot; if we are focusing on the big
franchise chains from the industry, we are looking
for the same brand in another city, another country
or even another continent.

We have many international examples which
have succeeded in this field in imposing a quality
standard in all the places where they carry out their
activity, regardless of their geographical position or
culture.

At a national level, we are beginning to have
new success examples that reproduce the good
practices of the international chains. This study
addresses the required management style that leads
to the possibility of accelerated scaling in the
HORECA industry, as well as the organizational
values that must be followed in order to obtain the
aforementioned result.

2  METHODOLOGY

In order to obtain the results of the research, there
have been applied a set of questionnaires to the senior
management and staff of the HORECA units, which
want an accelerated development in a very short
period of time or a development in the franchise area.

The following three research dimensions were
analysed:

» Personality and management types imposed

by the managers

» Organizational values

» Transparency of the assessment criteria

The questionnaires were applied to 79 people
involved in the HORECA industry of Cluj-Napoca,
30% being part of the management and the others
were from the implementation staff. We analysed
small organizations (one location, 3-5 employees),
medium organizations (1-3 locations, 15-30
employees) and relatively large organizations, with
over 5 locations distributed locally and nationally.

The common denominator of all organizations
was the desire to expand in a healthy way, without
compromising the quality.
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2.1 Tipurile de personalitate ale
coordonatorului direct
Prima dimensiune urmareste tipul de
personalitate a managerului direct: autocratic,

democratic sau birocratic.
Stilul de management este definitoriu pentru

modul in care actioneazd  angajatii  si
comportamentul acestora in organizatie. In
continuare vom descrie cele trei stiluri
reprezentative de management:

A. Stilul Autocratic

Stilul de management autocratic se
caracterizeazd  prin  transmitere. = Managerul

transmite informatii, directive, catre angajati. Este
persoana care stie intotdeauna cum trebuie sa se
intample lucrurile. In acest context, angajatii
primesc directive, sunt rareori consultati si foarte
putin, aproape deloc, implicati in decizii. In cele mai
multe cazuri, acestia se considerd a fi simpli
executanti, iar motivarea angajatilor are foarte mult
de suferit. In acest fel, angajatii care au rol de
executanti sunt supusi riscului plafonarii, avand in
vedere ca dezvoltarea lor personala are de suferit. Ei
devin dependenti de indicatiile superiorului direct si
se simt dezorientati atunci cand indicatiile lipsesc.

» Printre avantajele pe care le aduce stilul
managerial de tip autocratic se numara
viteza rapida cu care se iau deciziile, un
control strict din partea managerului si
productivitate crescutd, atiata timp cat
superiorul direct este prezent.

» Dezavantajele si riscurile aferente unui stil
de  management  autocratic  sunt:
dependenta  echipei de  prezenta
managerului, efort sustinut al managerului
si dezvoltarea redusd a oamenilor care isi
pierd orientarea foarte repede in lipsa
managerului.

Stilul autocratic se remarca prin viteza de luare

a deciziilor si disciplina organizationald in situatii
critice. Este, de regula, considerat un stil de
management de criza, fie ca discutdm de o criza de
scadere sau una de crestere.

- 447 -

2.1 Personality types of the direct
coordinator

The first dimension focuses on the type of
personality of the direct manager: autocratic,
democratic or bureaucratic.

The management style is defining the way in
which the employees act and their behaviour in the
organization. In what follows, we will describe the
three representative styles of management:

A. Autocratic style

The autocratic management style is
characterized by the way in which information is
sent. The manager sends information, instructions to
the employees. He is the person who always knows
how things should happen. In this context,
employees receive instructions, they are rarely
consulted and very little, almost at all, involved in
making decisions. Generally, they are considered to
be mere enforcers, and the motivation of the
employees is greatly affected. Therefore, the
employees who act as enforcers are at risk of
capping, given that their personal development is
negatively affected. They become dependent on the
direct superior's directions and become disoriented
when the directions are missing.

» Among the advantages of the autocratic
managerial style are the fast speed with
which decisions are made, strict control of
the manager and increased predictability,
as long as the the direct superior is present.

» The disadvantages and risks associated
with an autocratic style of management

are: the team's dependence on the
manager's presence, the manager's
sustained effort and the reduced

development of people who lose their
orientation very quickly in the absence of
the manager.

The autocratic style works well in critical
situations because of the speed of decision-making
and the organizational discipline. It is usually
considered a crisis style of management, whether
we are talking about a downturn or an upturn.
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B. Stilul Democratic

Stilul de management democratic se
caracterizeaza prin implicare oamenilor din echipa.
Managerul devine un facilitator care concentreaza
rezultatele provenite din echipa. Delegarea,
increderea si responsabilitatea stau la baza unui
astfel de stil managerial.

Prin abordarea unui stil de management
democratic, angajatii se simt implicati in luarea
deciziilor si, astfel, se stimuleaza creativitatea si
dezvoltarea oamenilor din echipa. Confruntand-se
cu diferite probleme si fiind implicati In gasirea
solutiilor, acestia dobandesc experienta iar gradul de
initiativd este crescut. Astfel, In cazul in care
prezenta managerului este scdzutd, angajatii din
echipa sunt mult mai dispusi sé preia din atributii.

» Dezvoltarea géandirii creative, nivelul
scazut de tensiuni 1n echipd, un mediu de
lucru prietenos sunt citeva din aspectele
definitorii a wunui mediu de lucru
democratic. Acestea contribuie si la o rata
scazutd a fluctuatiei. Atentia sporitd catre
oameni, dezvoltarea lor si
responsabilizarea  acestora transforma
mediul de lucru intr-unul foarte potrivit
pentru o dezvoltare armonioasd dar nu
neaparat rapida.

» Printre dezavantajele stilului democratic
de management se numara, in primul rand,
viteza redusi de luare a deciziilor. In aceste
conditii, stilul democratic se preteaza
pentru perioade calme descrestere organica
intr-un context economic favorabil.

C. Stilul Birocratic

Stilul de management birocratic este cel care
se bazeazd pe sistem. Proceduri, procese,
standarde, reguli bine definite 1in cadrul
organizatiei dau cele mai multe raspunsuri in fata
ludrii deciziilor. Stilul birocratic este considerat
un stil formal, autoritatea deriva, in primul rand,
din prisma pozitiei ocupate in organizatie.

» Printre avantajele unui astfel de stil se
numara asigurarea calitatii prin standarde
si eficientizarea costurilor de control.

» Stilul birocratic bazat pe sistemul
organizatiei face ca lucrurile sa se
intample independent de persoanele care
activeazd in sistem. Astfel, costurile

B. Democratic style

The democratic style of management is
characterized by the involvement of the team
members. The manager becomes a facilitator who
concentrates the results from the team. Delegation,
reliability and responsibility represent the basis of
such a managerial style.

By approaching a democratic style of
management, the employees feel involved in the
decision-making process, stimulating the creativity
and development of the team members. Faced with
different problems and being involved in finding
solutions, they gain experience, and the degree of
initiative is increased. Thus, if the manager's
presence is low, the employees from the team are
much more willing to take over the responsibilities.

» The development of creative thinking, the
low level of tension in the team, a friendly
work environment are some of the defining
aspects of a democratic work environment.
It also contributes to a low rate of
fluctuation. The increased attention to
people, to their development and their
responsibility  transform  the  work
environment into a very suitable one for a
harmonious but not necessarily fast
development.

» The disadvantages of the democratic style
of management include, first and foremost,
the slow speed of decision making. Thus,
the democratic style lends works well
during calm periods of organic growth in a
favorable economic context.

C. Bureaucratic style

The bureaucratic style of management is the
one which is system-based. Procedures, processes,
standards, well-defined rules within the
organization give most answers before the decision-
making process. The bureaucratic style is
considered a formal style, while authority derives
first from the position held in the organization.

» The advantages of such a style include
quality assurance through standards, as
well as efficiency of cost control.

» The bureaucratic style based on the
organization’s system makes things
happen independently of the people who
work in the system. Thus, the main costs of
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principale ale acestui stil apar, in primul
rand, in zona de relationare Intre angajati.
Oamenii se simt parte dintr-un sistem si
se ascund 1in spatele procedurilor,
creativitatea §i comunicarea nu sunt
stimulate iar relatiile dintre oameni devin
foarte formale. Implicarea individuala in
bunul mers al lucrurilor se rezuma la
limitérile impus de sistem.

De regula, stil de management birocratic se
regaseste In companii mari si foarte mari.

Mentionam faptul ca fiecare persoana care
este Intr-o pozitie manageriala are componente
dominante in ceea ce priveste varianta de stil de
management dar, in foarte putine situatii, discutam
de o valoare absoluta. In realitate, in functie de
moment §i context, fiecare persoand poate oscila
intre stilurile de management. Stilul de
management dominant aratd zona in care persoana
actioneaza cu cea mai mare eficienta.

Spre exemplificare, aceeasi persoana aflata in
pozitie de manager departamental 1isi poate
modifica comportamentul managerial daca se afla
in echipa pe care o coordoneaza, avand un altfel
de stil in fata subalternilor directi, usor diferit daca
la sedinta de departament participa invitati externi
si actioneaza diferit in cadrul unei sedinte cu top
managementul, sedinta la care subalternii directi
nu sunt prezenti, de data aceasta interactionand cu
alti colegi in pozitii manageriale si cu superiorii
directi.
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this style appear first and foremost in the
area of employee relations. People feel part
of a system and hide behind the
procedures, creativity and communication
are not stimulated and the relationships
between people become very formal. The
individual involvement in the smooth
running of things is limited to the
limitations imposed by the system.

Typically, the bureaucratic style of
management is found in large and very large
companies.

We have to say that each person who is in a
managerial position has dominant components
regarding the management style, but in very few
situations we can see an absolute value. In fact,
depending on the moment and context, each person
can oscillate between the different management
styles. The dominant management style shows the
area where the person acts most efficiently.

For instance, the same person, who is a
department manager, can change his managerial
behavior if he is a part of the team he coordinates,
having a certain style in front of the direct
subordinates, or slightly different if the department
meeting is attended by external guests and acts
differently within a meeting with the top
management, the meeting at which the direct
subordinates are not present, this time interacting
with other colleagues in managerial positions and
with the direct superiors.

. 70%
Stilul de conducere
20%
10%
Autocratic Democratic Birocratic

Figura 1. Rezultatele studiului asupra stilului de conducere necesar in organizatii ce urmaresc scalabilitate
accelerata / Figure 1. The results of the study over the required management style in organizations that aim for an
accelerated scalability
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Studiul nostru s-a aplicat pe o serie de
manageri de organizatii de tip HORECA care
gestioneazd de la locatii mici si izolate pana la
lanturi de restaurante cu acoperire locald si
nationald. Punctul comun al tuturor persoanelor care
au participat la studiu este dorinta de a se extinde
atdt ca numar de locatii cat si ca pozitionare
geografica si numar de angajati.

Rezultatele analizate in aceastd dimensiune
arata ca ponderea stilurilor de management este de
20% autocratic, 10% democratic si 70% birocratic.

Interpretarea se bazeaza atit pe dimensiunea
actuald a organizatiei chestionate cét si pe intentia
de crestere. Organizatiile care pot fi considerate ca
avand o dimensiune peste media din domeniu,
necesita un sistem foarte bine pus la punct.

In plus, trebuie sa tinem cont si de domeniul de
activitate, industria alimentard fiind un domeniu
deosebit de bine reglementat prin standarde de
calitate precum HACCP si prin legislatia nationala
si europeana. Riscurile in acest domeniu sunt foarte
mari, ceea ce presupune, in primul rand, respectarea
standardelor de sigurantd. Toate deciziile de
management trebuie luate respectand standardele de
siguranta.

In alta ordine de idei, pontajul dublu pe care il
are stilul autocratic de management fata de cel
democratic vine din faptul cd organizatia se afla
intr-o dezvoltare rapida, ceea ce necesitd decizii
rapide si o viteza crescutd de implementare.

Data fiind viteza de crestere, dezvoltarea
personalului pentru functiile cheie, proces de lunga
duratd, nu poate fi asigurat usor in cadrul
organizatiilor. Strategia de crestere presupune
atragerea de personal calificat in cadrul organizatiei,
pentru ocuparea pozitiilor cheie.

Cu sigurantd, in momentul in care viteza de
dezvoltare operationald a unei organizatii scade,
stilul democratic prinde o pondere mai ridicatd in
definirea mixului stilurilor de management.

2.2 Importanta cunoasterii valorilor
organizationale

Urmatoarea dimensiune doreste sa identifice
cunoasterea valorilor organizationale evidentiate de
catre conducere. Transmiterea valorilor
organizationale este in atentia acestei subsecvente a
cercetirii. In cadrul studiului s-au identificat doua

Our study was applied to a series of managers
of HORECA-type of organizations that manage
from small and isolated locations to chains of
restaurants with local and national coverage. The
common point of all the people who participated in
the study is the desire to expand both as a number of
locations and as a geographical positioning and
number of employees.

The results analysed illustrate that the share of
management styles are 20% autocratic, 10%
democratic and 70% bureaucratic.

The interpretation is based both on the current
size of the organization in question and on the
intention to grow. The organizations, which can be
considered as having a size above the average of the
organizations in the field, require a very well
developed system.

In addition, we must also take into
consideration the field of activity, the food industry
being a very well-regulated field by quality
standards such as HACCP, but also by the National
and European legislation. The risks in this area are
very high, which implies, first of all, the compliance
with safety standards. All management decisions
must be made in compliance with safety standards.

However, the double score of the autocratic
style of management compared to the democratic
one comes from the fact that the organization is in
fast development, which requires fast decisions and
a high-speed implementation.

Given the speed of growth, the staff
development for key positions and that it is a long-
term process, it cannot be easily ensured within
organizations. The growth strategy involves
attracting  qualified personnel  within the
organization, in order to fill out key positions.

Certainly, when the speed of operational
development of an organization is decreasing, the
democratic style gets a higher weight in defining the
mix of management styles.

2.2 The importance of knowing the
organizational values

The following dimensions aims to identify the
knowledge of the organizational values highlighted
by the senior management. The transmission of the
organizational values represents the focus of this
subsequent research. Two values have been
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valori reprezentand valori definitorii pentru cultura
organizationala. Aceste valori sunt respectul si
performanta.

> In ceea ce priveste prima valorare, prin
respect se inteleg diferite aspecte, de la
bunul simt, comunicare bazata pe respect,
pana la cei ,sapte ani de-acasd”. Sub
termenul general de respect, au fost
integrate  si  alte valori  precum
corectitudine, loialitate si responsabilitate.
Chiar dacd acestea sunt valori de sine
statatoare, pentru eficientizarea
comunicarii, ele sunt inglobate in ceea ce,
in cadrul organizatiei, se defineste ca
respect. Respectul fata de colegi si fata de
clienti este, cu sigurantd, una din valorile
organizationale  esentiale in  orice
intreprindere, mai ales intr-una din
domeniul serviciilor, HORECA.

Printre elementele care mentin ideea de respect
in cultura organizationald se numarda modul de
adresare, conduita top managementului si a liniilor
de coordonare si feed-back-ul in cazul in care apar
situatii care nu corespund asteptarilor.

» Cea de a doua valoare organizationala este
performanta. Sub termenul de performanta
se intelege performanta individuala,
performanta departamentului si intregii

organizatii.
Existda multiple elemente care sustin
implementarea ideii de performanta in organizatie,

precum:

= evaluarea personalului dupa criterii bine
stabilite si comunicate

= sistemele de bonus

* identificarea si recunoasterea
persoanelor cu performantd ridicata si
concedierea persoanelor care nu obtin
performanta.

In studiul nostru s-a evaluat in ce masura aceste
doud wvalori: respect si performantd, valori
definitorii pentru organizatii, sunt recunoscute de
catre angajati. Indexul de identificare si
recunoastere a valorilor definitorii a fost de 71,5%.

Concluziile care se pot trage in urma unui grad
atdt de ridicat de identificare a wvalorilor
organizationale provin din trei directii:

1. Prima componenta rezultd din procesul de

recrutare si selectie. In acest fel, in cadrul
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identified within the study as defining values for the
organizational culture. These values as the respect
and performance.

» As for the first value, respect, one can
understand  different aspects, from
common sense, communication based on
respect, to the "good upbringing". Under
the general term of respect, other values
such as fairness, loyalty and responsibility
were integrated, as well. Even though these
are self-contained values, in order to make
communication more efficient, they are
embedded within the organization in what
is defined as respect. Respect for
colleagues and clients is certainly one of
the essential organizational values in any
company, especially in one of the services
field, such as HORECA.

Among the elements that preserve the idea of
respect in the organizational culture are the
behaviour, top management and coordination lines,
but also feedback in case there are situations that do
not meet expectations.

» The second organizational value is
performance. Under the term of
performance, one can understand both the
individual and the department

performance, as well as the performance of
the entire organization.

There are several elements that support the
implementation within the organization of the idea
of performance, such as:

= The assessment of the staff under well-
established and communicated criteria

= The bonus systems

= The identification and acknowledgement
of people with high performance and the
dismissal of people who cannot reach
performance.

In our study, we evaluated the extent to which
these two values of respect and performance,
defining values for organizations, are acknowledged
by the employees. The identification and
acknowledgement index of the defining values was
71.5%.

The conclusions that can be drawn as a results
of such a high degree of identification of the
organizational values come from three directions:
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procesului de selectie a noilor angajati se
urmareste, ca si criteriu obligatoriu,
rezonanta fiecarui candidat cu cele doua
valori organizationale. Orice neconcordanta
cu aceste valori conduce automat la
respingerea candidatului.

2. A doua componentd rezultd din modul in
care ideile de respect si performantd sunt
transmise, comunicate, In organizatie.
Astfel, inca din primele zile, fiecare
persoana nou angajatd afla despre accentul
pe care managementul companiei il pune pe
cele doua valori. Formarea de personal si
comunicarea internd sunt axate in jurul
celor doua valori organizationale.

3. A treia dimensiune care reflectd un grad
ridicat de identificare cu valorile
organizationale derivd din ceea ce fiecare
angajat resimte in permanenta in cultura in
care activeaza si de la exemplul
comportamental al managerilor pana la
modul in care actioneazid si relationeaza
colegii din departament. Acest aspect este,
de fapt, un rezultat al gradului ridicat de
rezonantd a angajatilor cu valorile
organizationale.

2.3 Transparenta privind criteriile de
performanta

Ultima dimensiune abordatd 1n studiu
urmareste cunoasterea criteriilor dupa care le este
evaluata performanta. In cadrul organizatiilor,
evaluarea performantei se face printr-un proces bine
stabilit cu periodicitate fixa. Accentul se pune pe
evaluarea subiectiva a managementului si pe
comunicarea cu fiecare angajat in parte. Ceea ce se
urmareste, in primul rand, in procesul de evaluare,
este identificarea punctelor forte precum si a celor
de imbunatatit in asa fel incat fiecare persoana care
activeaza 1n cadrul organizatiei sa stie ce asteptari
sunt de la ea.

Cele douda componente care stau la baza
evaluarii sunt:

» atitudinea si

» competentele.

Astfel, concluzia a fost ca persoanele care au
atitudinea corecta dar nu au competentele necesare
sunt Indrumate spre diferite forme de pregatire

1. The first component comes as a result of the
recruitment and selection process. In this
way, within the selection process of the new
employees, the resonance of each candidate
with the two organizational values is
considered mandatory. Any inconsistency
with these values automatically leads to the
rejection of the candidate.

2. The second component comes from the way
the ideas of respect and performance are
transmitted and communicated within the
organization. Thus from the first days, each
newly hired person learns about the
emphasis that the senior management of the
company places on the two values. The
personnel training and internal
communication are centered on the two
organizational values.

3. The third dimension which reflects such a
high degree of identification with the
organizational values comes from what
each employee permanently feels in the
culture in which they carry out their
activity, from the behavioral example of the
managers to the way in which the
colleagues in the department act and relate.
This aspect is in fact a result of the high
degree of resonance of the employees with
the organizational values.

2.3 Transparency regarding the performance
criteria

The last dimension addressed in the study aims
to identify the criteria according to which
performance is assessed. Within organizations,
performance assessment is done through a well-
established process with a fixed periodicity. The
focus is on the subjective assessment of the
management and on the communication with each
employee. What is aimed primarily at the
assessment process is the identification of strengths,
as well as of the things to improve, so that each
person working within the organization knows what
people expect from them.

The two components that represent the basis
for the assessment are:

» attitude and

» skills.
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profesionala,
necesare.

Persoanele care au o atitudine foarte buna si au
si competentele necesare sunt considerate a fi cei
mai buni angajati. Pentru acestia se creeaza
programe de dezvoltare profesionald dincolo de
necesitatile pentru pozitia detinuta la momentul
actual. Aceasta se face, iIn principal, pentru ca
persoanele respective sunt vizate spre promovarea
in pozitii cheie cu responsabilitati ridicate.

Persoanele care nu atitudinea corespunzatoare
bazata, in primul rand, pe respectarea valorilor
organizationale, sunt considerate persoane care nu
performeaza, indiferent dacd au sau nu
competentele necesare postului actual.

In concluzie, chiar daci evaluarea performantei
se face pe baza a doua crierii de atitudine si
competente, cele doud criterii nu sunt la fel de
importante, iar ordinea ierarhica intre cele doud
criterii este bine stabilita: atitudinea primeaza in fata
competentelor.

Studiul nostru aratd faptul cad toti angajatii
organizatiilor chestionate sunt constienti de modul
in care se face evaluarea performantei din cadrul
organizatiei.

Studiul a obtinut un index /00% 1in ceea ce
priveste gradul de constientizare a criteriilor interne
de evaluare a performantei. Iar, in concluzie, putem
spune cd modul de comunicare interna si aplicarea
frecventa a evaludrii angajatilor si discutiile de
dezvoltare individuald aferente evaluarii 1si fac
simtitd prezenta in cultura organizationald intr-o
pondere foarte ridicata.

pentru dobandirea competentelor

3 CONCLUZII

Industria HORECA este una cu atit mai
profitabild cu cat brandul unui lant de restaurante,
cafenele sau hoteluri reuseste sa defineascad un
standard pe care apoi sa il multiplice dupa o reteta
bine definitd si repetabild in orice punct geografic.
Investitia este unica, iar profitul multiplicat.

Cu cat creste numarul de locatii, cu atat
businessul devine mai profitabil iar investitia in
brand se amortizeazd mai repede. Valoarea
brandului si a serviciului este o suma a tuturor
valorilor indivizilor care fac parte din ecosistemul
care da sens brandului. In consecintd, pentru a se
asigura o absorbtie ridicatd a valorilor si
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Thus, the conclusion was that people who have
the right attitude but do not have the necessary skills
are directed to different forms of professional
training, training for acquiring the necessary skills.

People who have a very good attitude and the
necessary skills are considered to be the best
employees. For them, professional development
programs are designed beyond the needs for the
position currently held. This is mainly because they
are the people targeted for promotion in key
positions, with big responsibilities.

People who do not have the proper attitude,
namely respecting the organizational values, are
considered people who do not perform, regardless
of whether or not they have the necessary skills for
the current position.

In conclusion, even if the performance
assessment is made on two criteria: attitude and
skills, the two criteria are not equally important, and
the hierarchical order between the two criteria is
well established- attitude prevails in front of skills.

Our study shows the fact that all the employees
of the surveyed organizations are aware of the way
in which the performance within the organization is
assessed.

The research study obtained a 700% index
regarding the degree of awareness of the internal
performance assessment criteria. As a conclusion,
we can say that the internal communication manner
and the frequent assessment of the employees, as
well as the individual development discussions
related to the assessment, are noticed in the
organizational culture in a very high weight.

3 CONCLUSIONS

The HORECA industry is a more profitable
when the brand of a chain of restaurants, cafes or
hotels manages to define a standard and then
multiply it by a very well defined and repeatable
network in any geographical area of the world. The
investment is unique and the profit multiplied.

As the number of locations increases, the
business becomes more profitable and the
investment in the brand is paid off faster. The value
of the brand and of the service is a sum of all the
values of the individuals that are part of the
ecosystem which gives meaning to the brand.
Consequently, in order to ensure a high absorption
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standardelor, se impune un mod de management
birocratic, bazat pe procese, proceduri si structuri
ierarhice bine definite cu responsabilitati clare si
transparente.

Cu cat transparenta in cadrul viziunii este mai
clard, transpusa in pasi concreti, cu atat posibilitatea
de a esua in situatii dificile scade iar standardul
brandului poate fi mentinut pe scara larga.

Toate organizatiile chestionate, indiferent de
dimensiunea lor, recurg la concluzia mentionata
anterior, concluzie confirmatd de raspunsurile
chestionarelor. Studiul poate fi luat in calcul de catre
orice organizatie din industria HORECA care
doreste o scalabilitate acceleratd sau dezvoltare in
sistem de franciza.
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