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Using SPSS for Windows and Macintosh  
Analyzing and Understand Data 

 
 

Sharon Fong 
Blue-dge Analytics and Consulting, Singapore 

 
Huong Ha 

UON Singapore (University of Newcastle, Singapore campus) 
 
 
Book Title: Samuel B. Green & Neil J. Salkind. Using SPSS for Windows and 
Macintosh Analyzing and Understanding Data.  Pearson Education, Prentice 
Hall, Boston MA, 2012.  459 pp. 
 
 
The target readers of Using SPSS for Windows and Macintosh Analyzing and 
Understanding Data include researchers, graduate students and final year 
undergraduate students. Its main objective is to help readers who are new to 
the popular statistical analysis software SPSS (Statistical Package for Social 
Science) to use it effectively. The authors adopt a systematic five-level 
approach to help readers undertake statistical analyses effectively. These 
include (i) utilising the statistical software to carry out data cleaning and 
preparation before data analysis, (ii) deciding on the options offered by the 
software to ensure analyses are correctly conducted, (iii) utilising the 
appropriate analytical techniques for specific analysis, (iv) understanding and 
interpreting the outputs produced by the software, and (v) presenting the 
results in a format (APA format) suitable for research journal publishing. 
 
The book includes ten chapters, covering statistical concepts, models and 
both parametric and non-parametric statistical techniques. The book starts 
with simple topics for beginners, such as how to start with SPSS, how to 
create and work with data files, how to identify variables, enter values and 
work with data. This book does not only explain how to use the SPSS 
software, it also explains the basic statistical concepts to readers. It aims to 
help readers comprehend various functions provided by SPSS and help them 
interpret the results correctly. The authors also guide readers on how to use 
the software to analyse data via various tests, for example, different types of 
(i) t-tests, (ii) ANOVA, (iii) co-relations, and (iv) non-parametric tests. Overall, 
the book is systematically organised, with units and lessons progressing in 
levels of difficulty. Beginner analysts will appreciate this progressive-difficulty 
approach. At the same time, it is a quick reference resource for experienced 
users interested in specific analytical techniques. 
 
This book is a comprehensive guide and a valuable resource book for SPSS 
users. Readers also have the opportunity for hands-on learning because of 
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the realistic data sets, illustrated examples and exercises that accompany this 
book. Readers will also appreciate the clear explanations and discussions on 
issues relating to the use of various analytical techniques, the software’s 
capabilities and its limitations.  
 
This book is not free from weaknesses. The assumptions for each of the tests 
and procedures, and the conditions for using each of the non-parametric tests 
should be discussed more clearly so that readers can avoid using a test which 
may not produce valid and reliable results. Also, readers who are new to 
statistical techniques and SPSS software would benefit from being given all 
the answers to the lesson exercises instead of only selected answers. Overall, 
despite some areas for improvement, this book is a gem for both new-comers 
and advanced analysts.  
 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

CALL FOR PAPERS 
 
Thank you very much for your overwhelming response to the call 
for papers for the issue in August/September 2014. 
 
The next issue of TMC Academic Journal will be published in 
February/March 2015. We invite contributors to submit your 
original and unpublished research articles, book reviews and 
reflections in any fields of Business, Mass Communication, 
Hospitality and Tourism, Psychology and Information 
Technology for publication in TMC Academic Journal by the due 
date. All submissions are subjected to a stringent double-blind 
peer review process. 
     
Important dates for Volume 9, Issue 2, Feb/Mar 2015: 
Open for submission:     15/09/2014 
Last day of submission:      30/11/2014 
Notification of acceptance/rejection:   15/01/2015 
Submission of final version:    30/01/2015 
        
Authors of accepted papers will be invited to submit their bio 
data for inclusion in the journal. Authors are also required to sign 
the Transfer of Copyright Agreement as stated in TMC 
Publication Guidelines.  
 
We also invite colleagues who are interested in being a reviewer 
to join our Review Committee. Your thoroughness, detailed and 
constructive feedback in the review process will both assist the 
author(s) in improving their manuscripts and the publication in 
attaining the highest quality. Your contributions are highly 
appreciated and they will certainly enrich your academic career. 
 
Kindly send your manuscripts via email as attachment in 
Microsoft Word to <journal@tmc.edu.sg>. The instructions for 
authors can be found at < http://www.tmc.edu.sg/index.php/tmc-
academic-journal>. Please do not hesitate to contact us for 
further information on paper submission. 
        
We look forward to receiving your manuscripts. 
 
Dr. Huong Ha 
Co-Editor in Chief 
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TMC Academic Journal was first published in 2005. It was registered with and 
obtained an ISSN from the National Library Board of Singapore in December 
2007. TMC Academic Journal has also been listed on the database of 
Ulrichsweb.com since 2008, and in the Australian ERA list since 2010.   
 
TMC Academic Journal provides opportunities for publication of original and 
unpublished works of the Staff of TMC Academy and any other contributors 
whose work is accepted by TMC Academy for publication. The contributions must 
be in English. All works are invited for publication in the fields of Business, Mass 
Communication, Hospitality and Tourism, Psychology, Law and Information 
Technology.  
 
Upon acceptance of any literary work, the author/s will be asked to transfer the 
copyright of the work to the publisher, TMC Academy. 
 
TMC Academy does not take responsibility for any issue arising out of the 
contents, such as copyrights, plagiarism or self-plagiarism, etc. The author/s take 
full responsibility for the contents. The views expressed in the literary works are 
that of the author/s only. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Copyright@2014, TMC Academy. All rights reserved. 
 
 
No part of this publication may be reproduced, stored in a retrieval system, or transmitted in any 
form or by any means, without the permission of TMC Academy. 
 
The publisher will not be responsible for any injury and/or damage to persons or property as a 
matter of product liability, negligence or otherwise, or from any use or operation of any methods, 
products, instructions or ideas contained in the materials herein. Although all publishing materials 
are expected to conform to ethical standards, the publisher does not guarantee or endorse the 
quality of value of such or of the claims made by the authors. 
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Editors’ Note 
 
 
The International Conference on “Cultural Tourism across Borders – CTAB 2013” 
was held in the beautiful city of Tirana, Albania. The conference was organised 
by the Faculty of Economics, Shkodra University "Luigj Gurakuqi", Albania. 
 
A few papers have been selected on the basis of their relevance and content. 
The organisers of the conference in cooperation with TMC Academic Journal 
have extended invitation to the authors of these papers to submit a revised 
version of their paper to TMC Academic Journal for this Special Issue on Issues 
in Hospitality and Tourism. 
 
In this issue, each author will share their unique perspectives on the different 
aspects of tourism from the past and the trending changes the industry faces. We 
will come to understand that the globalization worldwide indeed has a very huge 
impact on the tourism industry, especially the social and cultural aspects of it. 
Along with the shift in human behaviour and environmental changes, the articles 
also cover the discussions on human efforts holistically in managing and 
promoting hospitality and tourism. 
 
We are very pleased to introduce you the following distinguished academics who 
are new members of the Review Committee of TMC Academic Journal: Mr. 
Pinaki Dutta, Mr. Lijush.CK, Ms. Tjie Siew Lim, Mr. Raymond Low and Ms. 
Diyana Abdul. All of them are from TMC Academy, Singapore). Our warmest 
congratulations go to all current and new reviewers. We are always thankful for 
the positive and overwhelming response of the academics who have been 
accepted to be our reviewers given their very tight working schedules.  
 
Always, our special thanks go to all members of the Advisory Board and the 
reviewers who have continuously assisted and supported me in many ways given 
their time constraint and other commitments.  
 
Lastly, our heartfelt appreciation goes to the management for their strong support 
for research initiatives, and the colleagues who have always shown interest in the 
journal. We look forward to receiving your manuscripts and constructive feedback 
for improvement. 
 
 
Dr. Huong Ha and Dr. Hew Gill (Co-Editors in Chief) 
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Some key elements on continuous improvement in Hospitality and 
Tourism 
Brikenë Dionizi and Donika Kercini 
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Sead Baraku,Msc  has recently graduated with excellent results in the science master's 
program in Sustainable Tourism and Management in the Faculty of Economics in the city 
of Shkodra. For the last three months, he has realized a practical internship in a project 
named CABRA (Conservation of Agrobiodiversity in Rural Areas of Albania; Peaks of 
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colleagues albanian and german. During the past four years he has been working as an 
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He participated in the training courses in Sustainable Tourism carried out in WWF 
Mediterranean and the National Oceanic and Atmospheric Administration NOAA, Marine 
Protection Areas Capacity Building Programme. Another training course was the one on 
topics like the Introduction to Business and Job Search Methods conducted in Italy 
CELIM NGOs, Cariplo Foundation and the Regional Office of Employment in Shkodra. 
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economy and for quality assurance in higher education. 

PhD Brikenë Dionizi holds the bachelor degree from the University of Shkoder, Albania, 
while her MBA degree from the Agriculture University of Tirana, Albania. She completed 
her PhD studies at the Agriculture University of Tirana on 2013. Actually a lecturer at the 
University of Shkoder, Albania, Economic Faculty, Business-Administration Department, 
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involved in academic field from almost 10 years now. During this period she has been 
involved in a lot of research studies, finalizing her work in two text books, scientific 
articles and presentations in national and international conferences. Her interest is 
business management, entrepreneurship and quality management. She has been a 
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Prof. Dr. Donika Kërçini.graduated at the Agricultural University of Tirana, in 
Agricultural Economics in 1980. She completed her Postgraduate studies and acquired 
PhD in 1989 She was awarded the title Professor in 2004. She has been involved in 
academic field since the beginning teaching different subject as: agricultural economics,  
business management, entrepreneurship, organizational behavior, etc. She has carried 
out different management duties in Faculty of Economy and Agribusiness such us: Head 
of section; head of Department; director of Postgraduate school; Pro/ Rector for 
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international workshops, etc. 
 
Dr. Sharon Fong - PhD (University of Western Australia), MMR (University of Western 
Australia), MBA (University of Strathclyde), BSc (National University of Singapore). Dr. 
Fong is a practitioner of marketing-oriented customer insights and an author. She speaks 
at international conferences and conducts training workshops to share her thoughts and 
experiences. Topic areas Sharon has spoken on include gaining competitive advantage 
with customer insights, obtaining actionable customer insights for management and 
marketing decision-making, and enhancing customer experiences to build customer 
loyalty for sustaining long term business growth. Sharon had co-authored the book 
„Maximising Profits: The Customer Centric Approach‟ published by Prentice Hall in 2003. 
Sharon‟s experiences and expertise spans the fields of customer research, advanced 
analytical techniques, management and marketing insights. She has worked with 
companies in different industries through managing research projects, developing of 
actionable marketing and customer insights for both product and service industries, and 
providing related consultancy and in-company training. Some companies she had 
worked with on research projects include GfK, Dupont, Canon, Walton International, 
Women‟s Development Secretariat (WDS) and World Wildlife Fund (WWF) - Hong Kong. 
Sharon obtained a Ph.D. (in the field of customer satisfaction and value delivery) from 
the University of Western Australia, a Master of Management Research degree from the 
University of Western Australia, a Master of Business Administration degree from the 
University of Strathclyde, a Bachelor of Science degree from the National University of 
Singapore, and a Graduate Diploma in Marketing from the Marketing Institute of 
Singapore. 
 
Sharon is currently a director with Blue-dge Analytics and Consulting, a company she co-
founded, specialising in advanced customer analytics and advisory to improving 
companies‟ marketplace outcomes.  She seeks to share her experiences and skills as an 
adjunct lecturer in university undergraduate and graduate programmes.  Some of the 
universities she has taught with include the Singapore Management University, 
University of London, Royal Melbourne Institute of Technology, University of Murdoch 
and the University of Newcastle. 
 
Dr. Huong Ha is currently in charge of the MBA and undergraduate business 
programme at the UoN Singapore. She was the Dean of TMC Business School and 
Director of Research and Development, TMC Academy (Singapore). She holds a PhD 
from Monash University (Australia) and a Master‟s degree in public policy from Lee Kuan 
Yew School of Public Policy, National University of Singapore. She was a recipient of a 
PhD scholarship awarded by Monash University, a Temasek scholarship awarded by the 
National University of Singapore and a scholarship awarded by the United Nations 
University/ International Leadership Academy, and many other professional and 
academic awards. She has many years of working and teaching experience in tertiary 
educational institutes/ universities, manufacturing, marketing research and business 
consultancy/ development in Australia, Singapore and Vietnam. She has been an invited 
member of the CYBERLAWS 2010, 2011, 2012 and 2013 conference committees, 
dealing with the technical and legal aspects of the e-society; the International Advisory 
Board of South Asia Association in Criminology and Victimology (India); the Chinese 
American Scholars Association Board (USA), and many others. She has been a reviewer 
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of many journals and international conferences, such as Thunderbird International 
Business Review, International Journal of e-Education, e-Business, e-Management and 
e-Learning, International Journal of Environment and Sustainable Development, 
CYBERLAWS Conferences, African Journal of Marketing Management, International 
Journal of Consumer Studies, Academy of Management Annual Meeting 2010 and 
ANZAM Conference (2013), etc. 
 
Ph.D. Nevila Mehmetaj is a lecturer of Economics at Faculty of Economy, University 
“Luigj Gurakuqi” of Shkoder, Albania (2008-up to now). She teaches Microeconomic and 
Macroeconomic at the Bachelor undergraduate business and tourism programme, and 
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as finance officer at United Bank of Albania (2001-2008). She holds a PhD from Swiss 
Management Center University (Switzerland) and a Master‟s degree in Financial 
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Key Issues on the International Economic Agenda from United Nations, Conference on 
Trade and Development in July, 2014.   
 
Prof.dr.Arjeta Troshani – Dean of Economic Faculty at Shkodra University "Luigj 
Gurakuqi" since 2008. Prof.Troshani is a Marketing Tourism Professor with a 22 years of 
experience in teaching and research in different topics related to economic field and 
specifically with the challenges of transition countries. She is author of several articles 
related to sustainable economic development and marketing of tourism products mainly 
in Western Balkan and specifically in Northern Albania.  She has had several 
international teaching experiences in Universities such as Vienna University of 
Economics and Business (WU), Austria, North Carolina Central University, East Carolina 
University, University of North Caroline at Pembroke, USA, Sarajevo University. etc. Also 
Prof.Troshani has been very active in attracting funds from different academic EU 
projects at Economic Faculty of Shkodra University in the field of teaching quality and 
reform of Higher Education in Western Balkan. 
 
Dorina Xheraj-Subashi is an Albanian researcher in museum studies, and also is 
finishing her PhD in this discipline, in Center of Albanological Studies (Tirana). Since 
three years is involved as part time lecture at State University of Durres, and has 
participated in several virtual activities with American Alliance of Museums, Connecting 
to Collections courses, and is also ICOM member. Her interests are Culture heritage and 
archaeology. Her main research in her doctoral studies includes the evolution of 
museum heritage in Albanian history and its development during the past decades. The 
several conferences held, are treated the importance of museums and collections, and 
are made several analyses in order to raise the awareness of this discipline so that can 
achieve a new level of interpretation and identity in heritage context and to young 
generation. As university lecturer is trying to implement a new model of learning within 
museum curricula and to reinforce the opinion for establishing a museum inside the 
university she lectures.  
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Mr. Pinaki Dutta is currently Dean of the School of Tourism, Hospitality and Culinary Arts, 
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Senior Lecturer. He is experienced in teaching various hospitality and tourism courses 
under TMC. He completed his Master degree in Hospitality Management from University 
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a destination; and nature tourism. Currently he is doing his PhD under Liverpool John 
Moores University, United Kingdom.  
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Dr. Huong Ha is currently in charge of the MBA and undergraduate business 
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from Monash University (Australia) and a Master‟s degree in public policy from Lee Kuan 
Yew School of Public Policy, National University of Singapore. She was a recipient of a 
PhD scholarship awarded by Monash University, a Temasek scholarship awarded by the 
National University of Singapore and a scholarship awarded by the United Nations 
University/ International Leadership Academy, and many other professional and 
academic awards. She has many years of working and teaching experience in tertiary 
educational institutes/ universities, manufacturing, marketing research and business 
consultancy/ development in Australia, Singapore and Vietnam. She has been an invited 
member of the CYBERLAWS 2010, 2011, 2012 and 2013 conference committees, 
dealing with the technical and legal aspects of the e-society; the International Advisory 
Board of South Asia Association in Criminology and Victimology (India); the Chinese 
American Scholars Association Board (USA), and many others. She has been a reviewer 
of many journals and international conferences, such as Thunderbird International 
Business Review, International Journal of e-Education, e-Business, e-Management and 
e-Learning, International Journal of Environment and Sustainable Development, 
CYBERLAWS Conferences, African Journal of Marketing Management, International 
Journal of Consumer Studies, Academy of Management Annual Meeting 2010 and 
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Associate Professor Dr. Drita Kruja (Shkodra University, Albania) finished her 
graduate and postgraduate studies at the Faculty of Economics in Tirana, Albania. She 
has carried out scientific research at the University of Bologna and  Firenze in Italy; 
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She is currently the Head of Tourism Department and Head of Administrative Council at 
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his Masters. 
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Principal Lecturer of TMC School Business and Law. He holds a Master degree in 
International Marketing from the University of Strathclyde, United Kingdom and a 
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Ms. Diyana Abdul Mahad graduated with a Bachelor in Science (Mathematics 
Industries) from University of Technology Malaysia (UTM) in 2007. She also obtained a 
Master of Science (Mathematics) from UTM in 2010. She has taught students at various 
levels, which include the undergraduate, higher diploma and certificate levels for more 
than 6 years. Teaching is her passion and therefore she has developed exceptional skills 
to motivate and encourage student participation in class through teaching materials and 
engaging attitude. In class, she believed all students should contribute to the learning 
process and this philosophy has posted impressive results in colleges. She has some 
relief teaching experienced since January 2011. She is currently a Lecture of Business 
and Law Department at TMC Academy, Singapore.  
 
Dr. Rer. Nat. Claus-Peter Rückemann is a lecturer, researcher, and scientific member 
of the Leibniz Universität Hannover and the Westfälische Wilhelms-Universität Münster, 
Germany. He holds a University-Diplom degree in geophysics and a Doctorate degree 
for natural sciences in geoinformatics, informatics, and geosciences from the Faculty of 
Mathematical and Natural Sciences, WWU. He teaches Information Science, Security, 
and Computing at the University of Hannover, Faculty of Law, in the European EULISP 
Programme. Dr. Rückemann is the head of research of the LX Foundation and director 
of the Geo-Exploration and Information Consortium (GEXI). He is the founder and 
general chair of the International Conference on Advanced Communications and 
Computation (INFOCOMP), advisory chair and organiser of the GEOProcessing and 
CYBERLAWS conferences and ICNAAM symposiums. He is leading scientific advisor 
for international projects, High Performance Computing (HPC), natural sciences, 
information systems, geosciences, archaeology, environment, climatology, and 
governance. He is a member of international research grants committees, boards, expert 
panels, the Science and High Performance Supercomputing Centre and serves as 
scientific auditor, assessment reviewer, chairman, peer reviewer and editor. His research 
and teaching are focussed on computer science, Integrated Information and Computing 
Systems (IICS), and long-term multi-disciplinary knowledge resources and discovery, 
targeting sustainability in research and collaboration. For two decades Dr. Rückemann is  
in professional practice in natural and information sciences, advanced scientific 
computing and supercomputing, in research, management, and supervising positions. 
He is also on duty for HLRN, managing the largest supercomputer resources in Northern  
Germany. Dr. Rückemann is the founder of many research projects and author of 
numerous peer reviewed scientific publications, internationally awarded with several 
Best Paper Awards. He has been distinguished with the Grade IARIA Fellow of the 
International Academy, Research, and Industry Association for his scientific research on 
the state of the art improvement in HPC, information systems, distributed computing, and 
international collaboration. 
 
 



Brikene Dionizi & Donika Kercini  Continuous Improvement in H&T 

TMC Academic Journal, 2014, 9(1): 1 – 8   1 

Some key elements on continuous improvement in 
Hospitality and Tourism 

 
 

Brikenë Dionizi 
University of Shkodra,  

Agribuisness Mangement Department, Economic Faculty 
 

Donika Kërçini 
University of Tirana 

 Faculty of Economy and Agribusiness 
Business Administration Department 

  

Abstract 

 
Tourism industry is very important for the Albanian economy. It is treated as a 
significant exporter. Every year there is a lot of discussion about the tourists’ 
accommodation in different places of our beautiful country, in different seasons, as 
it’s important for the revenues it brings. Delivering quality service is one of the major 
challenges the tourism business managers face as it is an essential condition for 
success in the emerging, competitive, global hospitality markets. Visitors expect high 
environment quality, both at their holiday destination and in their accommodation 
establishment. 
In the area of hospitality, total quality management concerns a lot of things but in this 
paper we try to prove how important are its tools, especially continuous 
improvement. It’s important for hospitality and tourism businesses to consider all 
tools in order to gain competitive advantage in this dynamic environment.  
 
The objectives of this paper are as below: 

• Give the importance of continuous improvement 

• Treat the elements of continuous improvement applicable in tourism sector 

• Give an overview of the Albanian businesses and their practices regarding 
continuous improvement 

 
Keywords: Continuous improvement, Hospitality, Tourism  

 

Introduction 

Albanian business is part of the global market, where the competition is becoming more 
and more severe. The same happens also with the tourism, hospitality and leisure 
businesses. Today consumers have more choices. Each country promotes its tourist 
destinations, using the strengths of its geographical position and other, in order to attract 
more tourists. Albania in this context has a strong competitive advantage; it is well-
known for its cultural and natural heritage. There are many interesting places near the 
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sea and in the mountains, beautiful to visit in cold or warm weather. According to the 
Ministry of Tourism for the first half of the year 2013, it results more than one million 
people entering the Republic of Albania. From the same source it’s made known that for 
the entire year 2012 entered about 3.4 million, 1.4 million visiting museums all around 
Albania, which create a revenue of 47.7 million ALL1. But these are not the only 
interesting figures. We should have an interest also on the employees employed in the 
private business. So according to INSTAT the percentage of the employees employed in 
hotels and restaurants related to all the employees for the year 2012 is 2.2%2. While in 
2013 the total contribution of Travel & Tourism to employment was 15.2% of total 
employment, expected to rise by 4.1% in 20143. But we would have more positive 
figures if the private businesses would use more efficiently and effectively the resources. 
The managers should have vision for their businesses by adhering to a bigger plan than 
their individual business.  But what can the managers themselves do in order to stay in 
the market and ensure the long-term competitive advantage? A comprehensive 
philosophy in this regard is Quality Management, which is an all inclusive philosophy 
with its main focus on the customer. Ograjensek (2003) agrees that finding the means to 
identify customers in the framework of a loyalty program opens new possibilities in 
application of statistical methods to continuous quality improvement of service 
processes.  

One of the most important practices of quality management is also continuous 
improvement. The object of this study is precisely the continuous improvement in 
tourism, hospitality and leisure and the importance of this element on business 
performance. Every business strives to achieve profit but for achieving this, it must first 
understand the customer. The customer in the tourism business is diversified. According 
to Shaw & Morris (2000) it can be segmented into customers traveling for business and 
customers travelling for leisure. The latter are divided into individuals (individual 
travelling) and groups (group travelling). It is important to understand customers’ needs 
and desires in order to stay in the market. According to quality management there are 
two key elements in order to provide a quality service in the service companies. These 
two elements are precisely people and information technology. Albanian business is 
mainly small business (according to INSTAT for the year 2012, 90 % of the businesses 
have 1-4 employees4) and their use of information technology is in low levels. It is 
therefore important managers try to create competitive advantage and provide a quality 
service by efficiently and effectively managing human resources. According to quality 
management there are some elements that should be seen in this context as: 

 Caring for quality in the recruitment and selection phase 
 Training of employees 
 Delegation and empowerment of employees 
 Performance and reward 
 Maintaining good relations with employees. 

Chernish also in his article “Empowering service personnel to deliver quality service” 
(Kandampully et al, 2013) argues that empowerment of the employees in the hospitality 

                                                           
1
 http://www.mtkrs.gov.al/web/Treguesit_statistikore_te_turizmit_30_1.php  

2
 http://www.instat.gov.al/al/themes/tregu-i-pun%C3%ABs.aspx  

3
 World Travel & Tourism Council, Economic Impact 2014, Albania, retrieved from www.wttc.org  

4
 http://www.instat.gov.al/al/themes/regjistri-statistikor-i-nd%C3%ABrmarrjeve.aspx  

http://www.mtkrs.gov.al/web/Treguesit_statistikore_te_turizmit_30_1.php
http://www.instat.gov.al/al/themes/tregu-i-pun%C3%ABs.aspx
http://www.wttc.org/
http://www.instat.gov.al/al/themes/regjistri-statistikor-i-nd%C3%ABrmarrjeve.aspx
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industry, tourism and leisure firms can provide competitive advantage by motivating 
employees to work for product quality in order to ensure profits. Empowerment requires 
commitment and investment but the literature and experience suggest that these are 
costs that give benefits. 

Literature review 

Quality of service is an important element for the success of the service organization as 
it adds value to the perceived quality to the customer (Lau et al, 2005). According to 
Sahin (2010) in the hospitality industry there is a special relationship between the service 
provider and the customer. In this relationship the host understands the needs and 
desires of the customer and ensures the satisfaction of the customer in order to meet his 
needs and make the customer feel comfortable. One of the best ways for the managers 
to make a difference in the market in the hospitality industry is the provision of a quality 
service. It is a challenge for the managers to ensure service standards, but it is also 
important that everyone in the company understands, communicate and implement 
them.  

The first person who brought the concept of quality management in the hospitality 
industry is Gibson Price (Woods & King, 2012), a consultant who knew how to use 
quality concept in problem-solving processes. He promoted the use of quality circles, 
which are teams of workers and supervisors that meet regularly to address work-related 
problems involving quality and productivity5. Initially with a career in manufacturing, he 
was hired as an advisor by several well-known hotels which were interested in applying 
the concept of quality improvement in their organizations. This is how quality 
management was becoming to consider a key element for the success of the service 
organization, but it may be considered difficult to implement it. Quality Management is 
not just a way to offer a quality service but it’s also a philosophy to change the way 
people think, work and collaborate with each-other. Quality includes improvement of 
everything in the organization but management for high-quality may be stressful, with a 
lot of problems and ongoing challenges. According to Evans & Lindsay (2012) service 
has some elements different from products, which may vary also the way quality 
management practices are implemented. The customer is always part of the transaction 
when the company offers the service and the goal of a high quality service is the 
provision of a satisfied customer. However the implementation of quality management 
and all its practices are fully achievable in the hospitality, tourism and leisure 
businesses. 

The process of continuous improvement 

In terms of continuous improvement, this is a managerial concept that aims at making 
the process faster, better and at a lower cost, looking at steady distribution of products 
where, when and how the customer wants (Evans & Lindsay, 2012 ). Forms of 
improvement are: 

 Continuous gradual improvement – it aims small continuous improvement 
practices without much cost and can be undertaken by the employees 

                                                           
5
 Evans & Lindsay, 2007, The Management and Control of Quality, 7

th
 ed., pp.264 
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 Breakthrough improvement – it aims large upgrades, visible in the overall 
performance of the company, which carry much cost and generally are 
undertaken by the managers themselves (the owners in the small companies). 

Quality that requires high levels of performance begins with the managers’ focus on 
improvement (of any form) as a strategic tool. Each organization should work to improve 
the quality of the product or service, looking to increase customer satisfaction, 
eliminating waste and increasing profitability. A continuous improvement process may 
include the following steps : 

 Identification of the elements for improvement – there is always something to 
improve in the company despite its position in the market 

 Analysis of the improvement process – this is in order to guarantee the success 
of the process 

 Development and implementation of the improvement – the employees must be 
very careful in this phase as everything is concretized  

 Evaluation of the improvement – it’s checked if the process was successful and 
what can be done in the future. 

There are some simple tools used in the quality management, tools that can be used 
properly also in the small business. So a tool for generating ideas is brainstorming, a 
very effective tool that necessarily requires the involvement of the employees (one of the 
principles of quality management). While as a tool for analysis it can be used cause-
effect diagram or flow diagram, both usable also in continuous improvement process. 
According to Terziovski & Power (2007) the adoption of a continuous improvement 
approach, is a critical factor for high performing companies in achieving their strategic 
goals and objectives. 

Methodology 

A semi-structured interview is used for gathering the data in the field. As suggested by 
Ritchie and Lewis (2003) face-to-face interviewing may be appropriate where depth of 
meaning is important and the research is primarily focused in gaining insight and 
understanding. For the study the semi-structured interview is selected, which can be 
used in quatitative as well as qualitative research (Saunders et al, 2007). It’s used 
because it’s considered as the best way to get not only information about the practices 
used in the business regarding continuous improvement but also managers’ perceptions, 
values, and their experiences in the field6. It was written in a simple and understandable 
language and it was realized with the managers of hospitality, tourism and leisure 
businesses in Shkodra and Lezha areas (two cities in North-Albania), where there is a 
prevalence of small family business. There were taken 65 businesses and the 
interviewed person was the manager. In Albania most of business is SMEs7, where there 
is the owner/manager who usually makes all the decisions. The main focus of the study 
is to identify and analyze the behavior of the managers towards one of the most popular 
practices of quality management as it is continuous improvement. According to Käser 

                                                           
6
 Matthews & Ross, 2010, Research Methods: A practical guide for social sciences, pp.219 

7
 According to SBA Fact Sheet for Albania they account for  99.9% of enterprises, available at 

http://ec.europa.eu/enterprise/policies/sme/facts-figures-analysis/performance-review/files/countries-
sheets/2014/albania_en.pdf  pp 2 

http://ec.europa.eu/enterprise/policies/sme/facts-figures-analysis/performance-review/files/countries-sheets/2014/albania_en.pdf
http://ec.europa.eu/enterprise/policies/sme/facts-figures-analysis/performance-review/files/countries-sheets/2014/albania_en.pdf
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managers of small businesses “avoid” best practices suggested by the literature, seeking 
for their own practices adaptable to their businesses8. Research questions posed in this 
paper are: 

1. Do hospitality businesses consider continuous improvement as an important 
element for the welfare of the business? 

2. Where do the managers focus their efforts when realizing improvement 
processes? 

3. Do managers get feedback after realizing improvement processes? 

The information taken to the managers tend to answer these questions and get further 
information about what, how and when they implement improvement processes. 

Analysis and results 

Because of the domination of small business with more than 90%, this figure couldn’t be 
avoided nor in our study. These businesses generally are managed by the 
entrepreneurs/ owners themselves and according to Käser (2008) they tend to find their 
own practices to implement in the firm. The companies with more than 5 years of 
experience in the market have a domination of 80% and all are registered as small 
businesses. 

 

The ongoing focus is on the firms that have more than two years of experience in the 
market, that’s to say 95% or 62 firms. The two first years of existence of the firm are very 
difficult, the failure rate is relatively high9 and the main focus of the manager is finding 
the position and surviving in the market. 

                                                           
8
 Käser P., 2008, TQM for Micro-business in the Manufacturing Industry, pp 21 

9
 Scarborough N.M., 2014, Essentials of Entrepreneurship and Small Business Management, 7

th
 ed., pp.12 
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All the managers consider change as an important element in their activities and as it 
can be seen by figure 2, all the companies tend to undertake improvement processes. 
Here we can evaluate that for the business in hospitality and tourism continuous 
improvement is considered vital for the survival, but 65% of them tend to make 
improvements seldom than 1 year. Is it enough in this tremendous changing market? 

32% of the businesses make these improvements every year, but as it can be seen by 
figure 3 the most of them (60%) say that improvements in infrastructure have a positive 
effect on customer perception. 32% of the managers tend to make real changes on the 
product/service they offer and only 8% make changes on human resources (fig.3). The 
managers in fact don’t do things formally; they make changes based more on their 
perceptions of the customer needs or competitions’ strategies. And the financial situation 
is where they get feedback of their practices. So if they get good revenues, they deduce 
their practices were effective.  

 Figure 3. What’s the focus of your improvement processes? 
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Conclusions  

Tyagi et al. (2013) present a model for service business where among others it is 
presented continuous improvement with tools like Six Sigma, Lean etc having a positive 
impact on business performance. As in Albania there is a domination of small and 
medium enterprises (99.9%10), these practices are not formally known especially by the 
hospitality and tourism businesses; instead they find their own methods for achieving the 
required performance levels, supported also by Käser (2008).                                                                                  
The fact that all the managers consider change as an important element of daily 
business activities and 32% of them take action to improve something each year 
indicates the availability of business to stay current on changes in customer needs and 
desires.                On the other hand 60% of the businesses tend to make changes in 
infrastructure, changes that are costly but according to managers are important in the 
perception of the consumers. So here stands the main focus of the managers for 
continuous improvement. But how effective is this process? The feedback they get is not 
clear enough as they tend to analyze based on the financial situation, which may not 
depend only on one variable (the continuous improvement process).   

Recommendations 

So based on our study and the interviews made to the managers/business owners, we 
can give the following recommendations: 

 Hotel, tourism and leisure managers should realize improvement activities 
based on formal market studies 

 Managers should make greater efforts to improve the services offered 
 Managers should train the personnel who is in direct contact with the 

customer (even family members, since in this sector dominates the family 
business), here is to take in mind also that the customer is present in the 
service delivery 

 Quality of service affects customer perception, this is why it is important that 
the efforts of the company to improve are communicated and made visible to 
the customer. 

We are considering also another recommendation for doing further studies on the 
subject and more detailed research on the exact practices and their financial implications 
on the hospitality and tourism firms in North Albania or even in all the country. This is 
important as SMEs and Tourism are very important for Albanian Economy and it’d be 
very useful for them to give models and best practice in order to be successful in the 
market. 

 

 

 

                                                           
10

 http://ec.europa.eu/enterprise/policies/sme/facts-figures-analysis/performance-review/files/countries-
sheets/2014/albania_en.pdf    

http://ec.europa.eu/enterprise/policies/sme/facts-figures-analysis/performance-review/files/countries-sheets/2014/albania_en.pdf
http://ec.europa.eu/enterprise/policies/sme/facts-figures-analysis/performance-review/files/countries-sheets/2014/albania_en.pdf
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Abstract 
 

Many countries, particularly Europe's developed ones are experiencing 
significant changes in their population structure. The number of old age people is 
increasing to higher rates compare to the other groups of population 
composition. Albania, a small developing country in south-east Europe is 
following this trend, although the population is young, in the next three or four 
decades this will emerge serious challenges to the existing national social 
security system. 
 
Albania's population will experience small to negative growth rates due to low 
fertility rates and emigration. Meanwhile, increased life expectancy contributes to 
the increase number of old people. In the next three decades the number of old 
age people is expected to be twice as big as today. Low fertility rate, emigration 
and increased life expectancy are determinant factors that influence the 
demographic structure composition. The population pyramid will have significant 
changes. These trends of population demographic development will put serious 
pressure in the stability of social security system. 
 
Therefore it is the purpose of this working paper to analyze the demographic 
changes in Albania, and present the social security system financial sustainability 
in view of the upcoming demographic changes. 
 
Key words: demographic changes, pensions, contributions, public 
finance, social security system 

 
Introduction 
 
There are important influences of demographic structure changes on the 
sustainability of the public pension system finances (Auerbach, Gokhale & Kotlikoff, 
1991, 1992, 1994; Beetsma & Oksanen, 2007; Müller, Raffelhüschen & Weddige, 
2009; etc.). The population aging process in Albania will have financial 
consequences in the country’s social security system pay as you go (PAYG). The old 
age demographic tendency is likely to place considerable pressure on the existing 
public pension and health system which could absorb large transfers from 
government budgets. The PAYG social system has a good overall financial operating 
performance if changes in the number of beneficiaries is lower or to the same level 
with changes to the number of contributors. But the situation will be reverse in near 
future where the social security system finances will be affected by a sharp increase 
in the number of beneficiaries relative to the number of contributors that contribute in 
the system.  
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Research Questions 
 
The argument that "Demographic changes have impact on the sustainability of public 
pension finances" has been subject of many studies in developed countries in which 
the "aging phenomenon" begun to be present many years ago (Modigliani & 
Muralidhar, 2004). But for Albania the “aging phenomenon” is happening later in 
time, and the pension system has individual specific characteristics different from 
other countries. Therefore it is the purpose of this study to evaluate in a quantitative 
study which might be the financial situations encountering the PAYG pension system 
within next three decades through answering the research questions: How will 
evaluate the number of contributors in time and the total incomes from contributions?  
How will evaluate the number of beneficiaries in time and the total expenditures of 
the pension system? 
 
In the following sections are examined the main sources of existing long-run Albania 
demographic projections, with particular focus on increasing life expectancy, rising 
numbers of the “oldest old,” trends in fertility and net immigration, and changing 
dependency ratios. 
 
The main objectives of this study are: 

- to explore the main factors that effect to the change of population structure 
- to describe the forecasted age groups components of population structure 
- to analyze the effect of future population structure to the finances of social 

security system 
- to analyze the social system financial deficit projections. 

 
Population in Albania during Years 
 
The demography of Albania as many other countries in the world is effected by many 
changes. In the Census of 2011 (INSTAT, 2011) the total resident population of 
Albania was 2, 821, 977.  The trend of population growth rates in the last years were 
low positive to negative growth rates, this due to phenomenon such as the sharp 
decline of fertility rates and slightly the emigration process.  Meanwhile the 
population demography evaluation is characterized by an increase number of elderly 
people associated with the increased life expectancy years of this group category. 
Projections of U.S. Census Bureau estimate the population of Albania in 2050 will 
reach 2,824,012 inhabitants (U.S. Census, 2050). This means that after three to four 
decades till in 2050, Albania will have the same number of population as in 2011. 
While the population composition structure is going to have obvious differences in the 
categories proportion compared to the current population composition structure. In 
the projections period of this study 2014- 2050, the old age category 65 years and 
above will have higher weight to the total population compared to the 2011 and to the 
current situation.  
 
Albania started to keep a civic register after the National Congress held in Lushnja in 
1921 (Selenica, 1928). After the second census organized by Kingdom of Albania in 
1930, the population in the country was 1,003,097 inhabitants, with an average 
growth rate of 2.9 per cent for the seven years period between 1923-1930. In 1942, 
the Italian Fascist authorities reported Albanian population of 1,128,143 inhabitants, 
this figure as well is an estimate based on civic registers. In the census effectuated 
on 30 September 1945 from the post-war government, population in the country was 
1.12 million (Drejtoria e Statistikës Vjetari Statistikori R.P.SH., 1965). As it can be 
seen from the figure 1, population increased to its maximal levels in 1989-1990.  
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Figure 1. Population during Years. Compiled from Statistics, Albania, n.d., Groningen 
Growth and Development Center.                               

 
The population growth accelerated in 1950s and peaked in the five year periods 
1955-1960 with an average yearly growth of 3,1 per cent, one of the highest rate of 
growth in the world. Pace of growth decelerated in the following decades and fell to 
2.11 per cent for the decade 1979-1989 (INSTAT, 2011). 
 
Albania reached its highest population in 1991, after which the massive emigration 
brought a halt and later continuous fall. In the first decade after the fall of socialism 
regime the recent population of Albania fell by 0.35 per cent per year, while in the 
second decade, 2001-2011 the rate decreased to -0.92 per cent per year. On 1 
October 2011, the resident population of Albania was 2 821 977. The population has 
declined around 8.0 per cent, compared to the 2001 census, where the enumerated 
population was 3 069 275 (Census of Population and Housing, 2011). 
 
Projections of Population of Albania 
 
Population of Albania according to the projections of U.S. Census Bureau will have 
low increasing growth rates, followed by negative growth rates for the next four 
decades.  From the U.S. Census Bureau- International Data- Albania are shown the 
below demography indices until 2050. 
 
Table1.  2012 2020 2030 2040 2050 
Demographic Indices      
   Midyear population (in thousands) 3,158 3,075 3,103 2,994 2,824 
   Growth rate (percent) 1.5 0.3 -0.1 -0.5 -0.6 

Note. Compiled from Population Projections for Albania, Worldwide International 
Data, n.d., United States Census Bureau. 
 
Population growth rates have high amplitude changes due to several factors, mainly 
to the sharp decline in fertility rates and also due to emigration process.  

 

http://www.census.gov/population/international/data/idb/glossary.php#MYP
http://www.census.gov/population/international/data/idb/glossary.php#GR
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Figure 2. Population Growth Rates. Compiled from Population Data for period 1995-
2013, INSTAT; and from Population Projections Growth Rates Data for Albania for 
period 2014-2050, Worldwide International Data, n.d., United States Census Bureau. 
 
The number of population of Albania according to the projections of United Nations 
Census Bureau would have decreased fluctuations in the short and in the long run. In 
the short run, the population will increase by a small number in 2015; the increase 
will continue will small differences until the maximum number of 3,104,932 in 2025. 
This means a positive natural increase, which is characterized by a declining trend. 
Under these conditions, the decline of fertility is supposed to be one of the factors 
that were involved in the decline of the population decline. After the year 2025, the 
population number will be in continuous decrease till the end of prognosis to 
2,824,012 people in 2050 (International Data Projections, n.d.).  
 

 
Figure 3. Projections of the Population. Compiled from Population Projections for 
Albania, Worldwide International Data, n.d., United States Census Bureau. 
 
Determinant Factors of Demographic Development 
 
The long-term trend of aging population in developed countries and in developing 
countries is mainly caused by the increasing life expectancy and the declining fertility 
rate (Munnell et al., 2004). 
 
The demography in Albania like in many other countries in the world is experiencing 
changes like: 

-  the sharp decline in fertility (that in long time have a reduction effect in the 
working age population). In 1960, a woman has had a fertility rate of 6 
children, which resulted in high velocity increase of population, and in 2010 to 
1.5 children per women. 

- increase of life expectancy for old ages (that in long time have an effect in the 
increase number of old age people). 

 
Except the above characteristics in Albania there are also significant demographic 
age structure changes due to the emigration process (but in this study this is not 
presented due to limited page numbers). 
 
U.S. Census Bureau estimates the following fertility demography indices for the four 
next decades in Albania population:  
Table 2.  1995 2005 2015 2025 2035 2050 
Demographic Indices       
   Total fertility rate (births per 
woman) 

2.9 1.7 1.5 1.6 1.6 1.7 

http://www.census.gov/population/international/data/idb/glossary.php#TFR
http://www.census.gov/population/international/data/idb/glossary.php#TFR
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   Births (in thousands) 74 40 39 37 27 26 

Note.  Projections of the Fertility Rates. Compiled from Demographic Statistics, for 
period 1995-2013, INSTAT; and Population Projections for Albania, for period 2014-
2050, Worldwide International Data, n.d., United States Census Bureau. 
 
Based on international data provided by the World Bank (2012), life expectance in 
Albania has been subject of continuous change. Life expectancy indicates the 
number of years that a new born baby is expected to live, given that the conditions of 
mortality do not change over the course of his/her life. 
 
In Albania, in 2009, a new born male is expected to live 74 years, whereas a female 
80 years. The life expectancy indicator has continuously improved, especially if 
compared to the 1991 indicator, when life expectancy was 69 years for males and 75 
years for females (INSTAT, 2012). What is noticeable is that females have always 
had a longer life expectancy. The estimations of life expectancy are in continuously 
increasing in years. U.S. Census Bureau estimates longer life expectancy, 
specifically 80 years in 2025 and 82 years in 2050. These are average estimations in 
total for males and women.  
 
Table 3.       
.Life Expectancy indices 1995 2005 2015 2025 2035 2050 
   Life expectancy at birth (years) 71 76 78 80 81 82 

Note.  Projections of the Life Expectancy Indices. Compiled from Population 
Projections for Albania, Worldwide International Data, n.d., United States Census 
Bureau. 
 
Projection of Population According Five Years Groups 
 
The projection of population according five years groups of Albania given from the 
U.S. Census Bureau is presented in the below table from the year 2015 until 2050. 
As during the projections period there will not be any increase in the population, the 
structure according to the five years groups will have significant changes. The 
average age of the population in 2001 is increased from 30.6 years to 35.3 in 2011. 
 

Table 4.  
Projection of Demographic Development               (in 000) 
Age/Year 2015 2020 2025 2030 2035 2040 2045 2050 
0-19 839 752 720 720 680 611 545 502 
20-64 1,847 1,921 1,903 1,827 1,788 1,764 1,734 1,643 
65+ 342 400 481 554 593 617 632 678 
Total Population 3,029 3,074 3,104 3,102 3,062 2,993 2,912 2,824 
Dep. Ratio  

0.185 0.208 0.253 0.304 0.332 0.350 0.365 0.413 (65+/20-4) 
Note.  Projections of the Group Ages Structure. Compiled from Population 
Projections for Albania, Worldwide International Data, n.d., United States Census 
Bureau. 

http://www.census.gov/population/international/data/idb/glossary.php#BIRTHS
http://www.census.gov/population/international/data/idb/glossary.php#E0


Nevila Mehmetaj                           Albania’s Demographic & Financial Trend 

TMC Academic Journal, 2014, 9(1): 9 - 19  14  

 
Figure 4. Population Age Structure (in percent of total population). Compiled from 
Population Projections for Albania, Worldwide International Data, n.d., United States 
Census Bureau. 
 
Projection of New Born, Age 0-19: The number of newborns from 2015 until 2050 will 
be continuously declining because of the decrease of births per thousand 
populations. There are estimated to be 39 thousand births in 2015, while there are 
estimated to be 26 thousand births in 2050. This means there will be a decrease of 
33.3 percent per year (Census.gov.US/International data, n.d.).  From projections in 
2015, the number of new ages will be 839,248 people, while in 2050 is predicted to 
502,457 people.   
 
Projection of Labor Force, Age 20-65: As it can be seen from the below figure the 
number of labor force is also in continuously declining. From the projections of U.S. 
Census Bureau the labor force age was 1,847,656 in 2005 while it is estimated to be 
1,643,085 persons in 2050. This means that there will be a reduction in the labor 
force by 204,571 persons or 11.1 per cent.  
 
Projection of Old Age 65+: Therefore, as it could be expected the number of the old 
people will increase because of two main factors: first there are bigger flows of age 
groups people getting older, and second there is the phenomenon of the life 
expectancy increase for the old people. Based on the old-age index, the proportion of 
population 65 years old and over divided by the total population, is higher than in any 
other previous Albanian censuses; this value increased from 8.0 per cent in 2001 to 
11.0 per cent in 2011. In 2015 there will be 342,374 old people, while in 2050 are 
estimated to be 678,470 old people. There will be an increase of approximately twice 
of the number for the old people. The old-age index will be 11.3 per cent in 2015, 
while in 2050 will be 24.02 percent. 
 
Projection of Old- Age- Dependency Ratio (65+/20-65: The challenging situation in 
Albania is that the old age-dependency ratio will double in the next decades. Given 
the demographic projections and the aligned data sets, it is possible to derive the two 
sustainability indicators, the fiscal and revenue gap of pension contributions and 
pension liquidations.  
 
The estimated demography developments offers a challenging situation of  342,374 
old people to be afforded by a labor force of 1,847,656 in 2015, while  678,470 old 
people to be afforded by a labor force of 1,643,085 in 2050. From these figures could 
be derived the old age dependency ratio (the number of population over 65 years old 
divided per number of population in category 20-64 years old). 
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Figure 5. Old-Age-Dependency Ratio’s Estimations (65+/20-65). Compiled from 
Population Projections for Albania, Worldwide International Data, n.d., United States 
Census Bureau. 
 
Social Security System in Albania 
 
Social security in Albania is one of the components of the welfare state, along health 
care insurance, financial assistance and family benefits. In the social objectives 
articles of the Constitution of Republic of Albania is declared that every contributing 
worker has the right of social security benefit at old ages or when unable to work 
under a social security system scheme established by law. Everyone, who remains 
unemployed for independent reasons of his will and has no other means of support, 
is entitled to financial assistance under the conditions laid by law (Article 52 of the 
Constitution).Currently, the mandatory social security is regulated by Law No. 7703, 
dated 11.5.1993 "On Social Insurance in the Republic of Albania".  
 
Albania social security system is based in the Bismarckian PAYG (pay as you go) 
system, in which workers contribute fixed rates of their labor income, which the social 
system distributes later in the form of old age, disabled and survivor pensions. The 
basic principle of the mandatory  social security scheme operation is the principle of 
solidarity, according which a person that works as employee, self-employed or 
employer pays contributions and the accrued contributions are paid as benefits to 
those who are unable to work due to old age, illness etc. Through contribution 
payments during his work period, the individual gets own responsibilities to future 
risks as a part of his work income are removed aside for future economic security. 
Social Insurance Institute has the legal authority and is responsible of the social 
insurance scheme administration. But while social security system acts as a 
mechanism of collecting contributions at one side and disbursing benefits at the other 
side with the social objective of financial support and living maintenance, the 
mechanism scheme has to be financially sustainable and fair between generations. 
 
Challenges of Social Security System 
 
Demographic change that is leading to decline of the formal labor market is likely to 
have a negative impact in the financing of social insurance scheme. This is 
determinant especially for the PAYG social insurance scheme, where the number of 
active workers is crucial toward the increasing number of non-active population. In 
order for the scheme to be financially viable is required the number of old people 
should be increased in the same proportion to the number of the contributing work 
force. In Albania demographic estimations display increase number of old people 
more than twice from 11 percent in 2013 to 24 percent of total population in 2050 
compare to the working force from 60 percent in 2013 to 58 percent in 2050. While 
the ratio of pensioners beneficiaries to the total population has increased from 14.5 
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percent in 1994 to about 18% currently in 2012. This increasing trend indicates a 
negative impact on the social security scheme. The increase number of beneficiaries 
for a relatively long time is also result of the extending the average life of the 
population. The average life expectancy is 78 years in 2013 while is forecasted to 82 
years in 2050 (U.S, Census, International Data, n.d.). This indicator should be 
carefully considered because the resulting upward trend in the future. In social 
security scheme the future situation shows an increase number of old people that will 
have longer pension payments due to longer life. 
 
Such a possible eventuality is not restricted to the impact of demographic change 
alone. Albania has a young population with median age of 31 years old compare to 
developed European countries with median age of 48 years old. However the 
dependency ratio is 1.2 contributors to 1 pensioner (SII, 2012), while the scheme in 
order to be balanced should have the dependency ratio 4:1. The low dependency 
ratios have two major causes, first the contribution evasion or the informal economy; 
and second the high rates of unemployment. The large-scale informal employment in 
Albania has contributed to the current very low ratio (1.176:1) of active social security 
contributors to pensioners (SII, 2012). The current dependency ratio is lower than the 
projected ratio of the EU countries once the baby boom generation has retired (1.4:1) 
(ISSA, 2010a). High unemployment has effect to the decrease number of 
contributors and increase number of assistance pensions. 
 
Due to the low ratio of active contributors to current pensioners, the social security 
scheme in the absence of sufficient incomes from contributions and reserve funds is 
subsided from public budget funds. PAYG scheme is unable to meet its commitment 
to finance the pension benefit expenditures. Contribution revenue as the main source 
of income are not sufficient to finance pension benefit expenditures. 
 
Table 5. 
 Social Insurance Income and Expenditures in years (in million ALL) 
  2005 2006 2007 2008 2009 2010 2011 2012 
Income from 
contributions  33,629 36,025 37,663 42,795 44,246 45,021 47,884 57,318 
Social 
Insurance 
Expenditures 48,947 53,784 60,824 65,822 73,745 79,455 85,317 89,860 

Deficit 
-
15,318 

-
17,759 

-
23,161 

-
23,027 

-
29,499 

-
34,434 

-
37,433 

-
32,542 

Note. Compiled from Statistics in years 2005-2012, Social Insurance Institute.  
 
Prognoses of Social Security Scheme Financial Stability  
 
"Will the current social security pension scheme in Albania be financially sustainable 
toward the demographic developments in the next three decades?" 
Will the income from contributions be at the suffice level to cover the future pensions 
expenditures? The question noted here specifies if the scheme can be based on the 
contributions resources rather than to the public subsidies funds. Pay-as-you-go 
(PAYG) is basically a mechanism for the redistribution of income in the national 
economy; therefore, its viability depends on the amount of money collected and the 
number of people among whom the money should be distributed. It is important to 
note in our prognoses model that the outlined demographic developments will take 
place under the context of existing social security rules, institutional structures and 
benefits program. The most predominant mechanism for financing social security 
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remains social insurance, wherein covered workers and their employers are 
mandated to pay contributions.  
 
Pension expenditure as a percentage of GDP, noted pension to GDP, can be 
expressed as follows (Kripa & Luci, 2010): 
 

 
 
where: 
P                   : Pensions Expenditures 
Y                   : GDP 
T                   : Total contribution base 
Pop 65+         : Population 65 years and up 
Pop 20–64     : Population 20-64 years   
Cont              : Number of Contributors  
Pens              : Number of Pensioners 
AvePens        : Average Pension 
AveSal           : Average Salary/Average contribution base 
 
The above formula allows us to calculate changes in the ratio of pension to GDP 
through changes in constituent factors. Meaning of each factor in the above formula 
is as follows:  
 
The first factor, the ratio of the population aged 65 and up to the population aged 20- 
64 shows the dependency ratio of old age to the working people. This ratio measures 
the national demographic aging. 
 
The second factor, the ratio of the number of pensioners to the population aged 65 
and up, is the ratio of coverage of retirees. 
 
The inverse of third factor, the ratio of the number of contributors to the population 
aged 20 -64 years, is the rate of coverage of contributors. 
 
The fourth factor, which measures the average pension to average contribution 
salary, is the system replacement rate. 
 
The last factor, the ratio of total base contribution to GDP, is noted as the available 
rate of the taxable income. 
 
The product of the first three factors is equal to the ratio of the number of pensioners 
to the number of contributors, or noted as the system dependency ratio. 
The product of the first four factors is equal to the pension costs as a percentage of 
total contribution base, or P / T, which is the pension expenditure rate. Pension 
expenditure rate is a product of the system dependency ratio and the system 
replacement rate. System expenditure rate is comparable to the rate of contributions 
collection on contributory basis. 
 
Based on our projections are made some suppositions: the economic increase rate is 
supposed of 3 percent; the average salary is adjusted with the economic increase 
rate; and average pension is adjusted with the consumer price index which is 
supposed of 2.50 percent. The rates of contribution do not change during the entire 
period to the level of 27.9 percent. 
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Table 6.  
Pension Deficit in Value and Percentage of GDP                                                         (in millions) 
  2013 2015 2020 2025 2030 2035 2040 2045 2050 

Contributions 57,318 62,365 67,856 73,831 80,332 87,406 95,102 103,476 112,588 
Expenditures 89,860 99,249 109,619 121,072 133,722 147,694 163,125 180,169 198,993 
Pension 
Deficit 

-
32,542 

-
36,884 -41,762 -47,241 -53,389 -60,288 -68,023 -76,692 -86,406 

GDP (in 
billion) 1,473, 1,517 1,563 1,610 1,658 1,708 1,759 1,812 1,866 
Pension 
Deficit  

-
2.21% 

-
2.43% -2.67% -2.93% -3.22% -3.53% -3.87% -4.23% -4.63% 

in % of GDP                   
 
Conclusions 
 
This research study's main findings and conclusions were based on the actuarial and 
social security model and on the analysis of future demographic changes to the 
sustainability of public pension finances. The purpose of the study was to assess the 
demographic projections, labour supply, macroeconomic background, and the 
current social security legislation for the development of social expenditures. Another 
purpose was to study the actuarial valuation of the social security scheme and to 
examine its financial sustainability in the next three decades. The old age pension 
system composes the biggest element in the social pension funds in regards to 
incomes and expenditures. Consequently, the research study's conclusions are 
concentrated mainly in this aspect. 
 
Current global demographic changes towards an aging population are becoming 
more apparent. Albania a developing country is also following this trend of 
demographic development. Low fertility rates and increase life expectancy will 
change considerably the composition of population structure. Population pyramid will 
have significant changes, which will have negative effects to financial sustainability of 
the social security scheme. The current social security system will contribute to deficit 
situations with high public pension liabilities subsidized by public funds and weight to 
future generations.  
 
Reforming pensions under new demographic developments is one of the biggest 
challenges facing many developed national governments. The PAYG social security 
scheme in Albania under conditions of high informal employment and high 
unemployment rates has been facing financial difficulties to be self- sustained. Public 
government funds subsidies have balanced the lower contribution incomes to 
pension expenditures. 
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Abstract 

 
This paper will focus on the exploration of how to successfully manage cultural 
heritage and particularly museums in touristic destinations where sustainable tourism 
is a priority. The main objective of the paper will be to give a model of how a 
museum management could benefit from tourism management and vice versa. The 
current tourism development in Albania coupled with the desire for museums to be 
respondent to the market make a proper base for our research aiming to give a code 
of conduct for museum management.  Museums and galleries have a different 
bottom line because they are not set up to have a profit and many of them are 
constraint by governments rules and legislation and this makes a real challenge for 
museum management in Albania as a future touristic destination in Western Balkan. 
The paper will try to explore on the tools for better planning and developing museum 
projects and strategies for patrimonial communication and on the principles of 
administrative knowledge to the management of heritage centers in Albania. The 
paper will analyze different management models and experiences of museums from 
all over the world and will be focused on the case study of Shkodra Museum 
Management.  

 
Keywords: Museum, Management, Tourism, Sustainable, Destination, 
Culture, Heritage 

 
 
INTRODUCTION 
 
Cultural tourism is a growing phenomenon over the last decades. Being a product of 
demographic, social, cultural tendencies, cultural tourism has been identified as a 
profitable sector of the tourism industry. Individual organizations and communities have 
seen a potential economic savior in cultural tourism; Developed and also developing 
countries which have a great cultural potential have turned cultural tourism during the 
XXI century into a generator of economic activity, for providing income and the creation 
of jobs. However, the improper management brought negative impacts, such as 
environmental destruction, strain local infrastructure, change of precious cultural 
resources due to the increased number of tourists to a particular destination.  
 
There are many definitions of cultural tourism that focus on a particular area of interest 
or in key subject of the broad concept. LORD Planning and Cultural Resource 
Management Inc., defines cultural tourism as: "The visit of non-resident persons outside 
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the host community, motivated wholly or partly by history, art, science or lifestyle / 
heritage of a community, region, group, or institution." (Lord, 2002, p. 1) 
 
Development of cultural tourism has brought:  
• cultural exchange and understanding between different cultures;  
• incitement to try to preserve and maintain the heritage;  
• revitalization of traditional construction and craftsmanship;  
• the generation of economic activities and local and regional development;  
• the increase of community cohesion and pride in cultural identity. 
 
Development of cultural tourism has provided visitors to the city of Shkodra a mix of fun 
and educational experiences of another community, region, group, or institution.  
Cultural tourist profile: they have higher incomes and are better educated than other 
passengers, which translates into more money spent on visits and longer stays. 
 
The benefits of cultural tourism for the city of Shkodra could come under the careful 
management of resources. Without proper attention to the needs of the community, 
preservation, access, and a host of other factors, communities or organizations are 
directed toward a risk, creating an unstable situation. Tourism and uncontrolled 
development could undermine the value of cultural heritage and resources. Lord shows 
that the participation of populations and local communities living within or near heritage 
buildings is crucial for responsible management and conservation, achieving a balance 
between maximizing economic and social benefits, maintaining social and cultural 
traditions. 
 
Some of the newest trends influencing cultural tourism are:  
 
• Increased short trips: Educated, professional people that make up the main part of 

the cultural tourism market. They have busy lives with little time left for rest and 
recreation. They buy the weekend package, possibly in partnership with a local hotel 
or travel provider. They are also looking for many different kinds of experiences in 
their travels.  
 

• Elderly Cultural Tourists: The new cultural tourism trend is elderly tourists. 
"Traditional" cultural attractions as museums tend to have difficulty attracting young 
people and adults. However, there is a real opportunity for cultural tourism to serve 
this market by offering low cost, dynamic opportunities that respond to the values 
that are important to them, such as environmental sustainability, cultural sensitivity, 
adventure, and physical activities. 

 
• Experience / Object: Tourists are increasingly seeking cultural experiences instead 

of objects. Much of this trend is associated with a growing trend for tourists to seek 
experiences that are subjective or important to them personally. This trend is 
reflected in the growing popularity of food and shopping experiences, interactive 
museum programs and exhibitions, environments immersive of "high technology".  

 
• Changing the frame of museums: Museums have evolved in ways that reflect the 

growing concerns and interests of the population. One way in which museums have 
changed is to empower traditionally marginalized groups: for example, the 
emergence of what might be called "The first voice" museum through techniques that 
allow sound interpretation of the special culture without the presence of a guide this 
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through personalized technology. These museums challenge visitors to take a stand 
and make a difference. They tend to be much less object - traditional museums and 
therefore respond to the trend towards tourism experiences compared with tourism 
based on objects. Museum Bilbao is an example, Frank Gehry, Guggenheim Bilbao 
illustrates the trend towards signing architecture, in which the buildings themselves 
become an attraction. Such projects are well connected with city projects and 
regional revitalization, in which the government often plays a major role. 

 
• Convergence between "Popular" and "High" culture: The growth of museums 

such as Project "Music Experience" in Seattle and "Rock and Roll Hall of Fame" in 
Cleveland, reflect a change in the terms "culture". The new trend lies in providing 
cultural attractions with themes that were once considered outside their proper 
scope. This trend is partly linked to the need for museums to increase levels of 
attendance by appealing to a wider market, not only for financial reasons, but also to 
be relevant and responsible to the community in which they are located. Hong Kong 
Heritage Museum is an outstanding example, linking traditional Chinese culture with 
Hong Kong homes, toys, music and movies.  

 
• Growth of the Internet and the impact of technology: The Internet is playing an 

increasingly larger role in travel planning. Using the Internet is an opportunity to 
facilitate effective strategies: websites are offering visitors a perspective of integrated 
virtual tour, showing the diversity of experience. Museums web pages come to the 
aid of cultural tourists with awareness programs before, during, and after visiting the 
museum, to support visitors‟ interest. 

 
• Increasing the economic power of women in the family: With the financial 

empowerment of women by having more leadership positions in the company, they 
now control more income. Since they are the main decision-making factor for 
children's entertainment activities and for their learning from journeys, they become 
the main become the main promoter of cultural tourism consumption as part of 
package tours. 

 
• Increasing interest about environment: among educated people means that 

cultural tourists expect and demand from the tourist industry to contribute more to the 
sustainability of communities and their cultural and natural environment. 

 
1. Cultural Tourism in Albania 
 
Cultural tourism has increased significantly in recent years in Albania where the tourist 
industry in general is becoming a major contributor to our country's economic 
development. (See Fig.1 Foreign Tourists in Albania) 
 
 
Table.1. Foreign visitors who enter in Albania 
Period 2006 2007 2008 2009 2010 2011 2012 2013 

Total 926,056 1,098,765 1,330,138 1,786,045 2,302,899 2,733,650 3,513,666 3,460,103 

SOURCE: 
MTKRS 

19% 21% 34% 29% 19% 29% -2% 
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Fig.1. Foreign Tourists in Albania  

 
 
The number of foreign tourists who visited Albania in 2012 were 3,513,666 ,in 2013 a 
total of 3,460,103 visitors have entered through the border point ,so 53.563 visitors less 
than a year ago, with a decrease of 2%. These people fall into two categories: foreign 
nationals visiting Albania and foreign nationals transiting the territory of the state to 
switch to a neighboring state. 
 
It is very important to understand that at this stage of the development of cultural tourism 
in Albania, while several significant opportunities are presented by identified trends and 
patterns, they should be considered as cultural tourists' expectations: for example, an 
expectation about an experience more than about an object, about authenticity rather 
than fabrication, contributing in such a way to sustainable development of the country. 
The definition of cultural tourism according to (Girard & Nijkamp, 2009) is focused on a 
visit to cultural heritage in a given tourist site and is very sensitive to environment and 
cultural dimension of the respective society. Hence it offers a positive contribution to 
sustainable development of cities, regions, in contrast, for example, with beach tourism 
or sports tourism 
 
2. Museum and Cultural Tourism 
 
In our view tourism needs destinations and museums are the primary attractions. 
Museums serve not only as itinerary destinations, but also as the knot of an attraction 
network forming the recreational map of a Region or Macro destination. Museums today 
are serving as a genuine travel agent and organize exclusive tours to remote sites. 
Instead of waiting for tourists to come to them, museums should go to tourists. Museums 
need visitors and tourism industry, more than any other sector of the economy, can bring 
thousands to the doors of museums. 
 
The point in common that museum and cultural tourism have is what we call "cultural 
heritage". According to scientific dictionaries, the legacy belongs to "characteristics 
belonging to the culture of a society, such as traditions, language or buildings, which still 
exist from the past and have a historical significance." More academically, heritage 
refers to things, both tangible and intangible, in the present that are selected from the 
past and which we wish to take forward into the future (G.Wall, 2009). Museums play an 
important role, to preserve and promote cultural heritage assets, but they can also be 
seen as businesses which produce cultural heritage - and later this product can be 
regarded as immovable cultural heritage. In this context, the products of a museum can 
be considered the exhibitions, education and information programs outside the walls of a 
museum, fairs, publications and any other product that a museum can offer. On the other 
side, tourism is applied as a process of consumed experience including the experience 
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consumption of a museum and cultural heritage. Tourism is a process where the dream 
and experiences are sold to satisfy the desires and needs of consumers and "people 
participate in cultural and heritage tourism to have these internal needs fulfilled whether 
an individual is seeking a deep or superficial experience." Therefore, all touristic 
products must be configured to satisfy customers and "to design tangible products to 
deliver a certain type of experience by enabling attraction to meet both expectations of 
visitors and to control experience. Cultural tourism attractions including museums are 
more suitable to be developed as a touristic demand. In case we have a good 
performance when resources are not in danger to be harmed it can be seen in most 
cases already suitable for consumption. It is important to note that the attitudes of 
museums and tourism towards resources are very different. In the case of museums, the 
source has social value that museums want to protect - whereas tourism considers the 
source from the user‟s perspective and evaluates it in relation to the appeal towards the 
customer. Tourism in general has the primary goal of maximizing the number of tourists 
to the source, whereas museums can be described as they care better for the 
maintenance of the source as to limit access to it. This discussion about cultural heritage 
as a product and its consumption appear more market-oriented and occur when cultural 
heritage loses authenticity and even becomes artificial. However, the question lies in the 
presentation of cultural attractions, since they should be presented with intelligence and 
creativity. This is already known even by the tourism sector especially in a world of 
globalization and uniformity where the products of a state do not differ greatly from one 
state to another. In this context, it is necessary to promote and highlight the importance 
of the concept of cultural diversity which can be achieved through cultural tourism and to 
place in its function the historical and cultural museums. It should be clarified that in their 
essence museums have tourist potential, which can be a very important contributor to 
cultural tourism. 
 
The relationship between tourism and cultural heritage management is characterized as 
a competition for the use of the same resource in place for it to be considered as 
collaboration to achieve common goals with benefits. In this sense, tourism management 
and management of museums must find common ground since both sectors have a 
common goal: the sustainable use and development of resources. Therefore, 
collaboration to sustainable development seems to be the key to success. 
 
3. Cultural sustainability 
 
In the case of tourism, sustainable development is a vital concept and the importance of 
its implementation is already widely known. The original idea of sustainable development 
addresses three dimensions: economic, environmental and cultural according to figure 1. 
 
Fig.2. Three dimensions of Sustainable Development (Brundtland Commission, 
Rio, 2012) 
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Most studies on sustainable development are focused on tourism and most of them is 
related to the natural environment or as it is called natural heritage. But the concept of 
sustainable development finds its applications even in the field of cultural heritage that is 
dealt by the museums. Cultural sustainability (Benediktsson, 2004) can mean the act of 
"developing, renewing and maintaining human cultures that create enduring 
relationships with other people and the natural world." The importance of sustainability 
has become popular within the field of cultural tourism since it is already accepted that 
"the future of the tourism industry depends on the protection of cultural resources, 
heritage and environment of a tourist destination." But how does this relate to the 
museum management? Like all management of cultural heritage, museums work both 
with heritage and culture - and one of their main roles is related to storage. They should 
keep what they collect both cultural and historical objects and information - the tangible 
and intangible legacy. But at the same time with maintenance, museums are obliged to 
make their collections accessible and useful for current generations to use - whether it is 
for fun, study or research. Therefore, all challenges to sustainable development for 
museums addresses an important issue: the relationship among conservation, use and 
collection - it often turns into a social and managerial "battle" for all museum activities.  
 
Therefore, in modern times is very important for the management of museums to be 
viewed according to the concept of cultural sustainability by reviewing the generalist role 
and the responsibility of these institutions by shaping a new image for the professional 
staff of museums. Museums are part of the existing cultural infrastructure of host 
destinations and therefore many museums expect by their potential visitors, the tourists 
that will not harm the collections and assets of the institution. In this sense, museums 
are an important part of tourist attractions that can provide cultural consumption without 
risking the damage of fragile resources. A good relationship between the museum and 
tourism, built on the ideas of sustainable cultural development, has the potential to serve 
both partners and also the source: the cultural heritage. 
 
4. Case Study - Shkodra Historic Museum 
 
In this section, it is considered Shkodra Historic Museum, where it is intended to give 
some guidance and models of its successful management. The methodology used in this 
section is taken from the literature related to market planning and strategies for 
sustainable management of museums as an important part of the development of 
cultural tourism in a destination. As important sources of information served the data 
obtained from the study of organization and functioning of Shkodra Historic Museum. 
From interviews with the director of the Museum and other employees we got insights 
into how the museum has been managed so far, what activities were conducted and we 
were able to suggest what can be done for its modern management in the future. 
 
Shkodra Historic Museum has commenced its organization since 1947 (under the name 
"National Museum"), but it achieved its full shape in 1949. He was placed in the center of 
town, in a 19th century monumental building, which values were added by the "Clock 
Tower" attached to it the museum was originally established on the basis of old 
collections of Jesuit and Franciscans assemblies, established by end of the nineteenth 
century, as well as collections of Shkodra families, random findings and archaeological 
excavations. 
 
In 1953, with further enrichment, was performed its reorganization, being divided into 
several sectors, where, due to ideologization of the monist system, it takes advantage 
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that of National Liberation War and socialist construction. During the following years, 
museums and museum-houses were established, creating a museum network of seven 
centers. After changing the system in the early 90s, this museum network was crumbled, 
leaving in function only the central Museum, which collected all museum objects of 
earlier centers. After that, they were added through donation, purchases, random 
findings and archaeological excavations. 
 
In 1996, the Historic Museum moved to the restored monumental building (characteristic 
Shkodra house, named "Oso Kuka”), where it is seated today. In parallel to it, continues 
to function the Museum of Castle "Rozafa", located in the Master Building that became 
efficient in 1987. 
 
Shkodra Historic Museum is a local museum and is part of the network of cultural 
institutions subordinated to the City Hall, which it is funded from. It consists of the 
Central Museum (located in the house of O. Kuka) and the museum of Castle "Rozafa". 
Its function is to promote the local and national history and cultural traditions to the 
citizens of the community at home and abroad. However, during all its life it has 
conducted even research activities at a local level, involving several collaborators, 
specialists and lovers of culture. Within the city it successfully cooperates with the 
University L. Gurakuqi, the Library "Marin Barleti", the Art Gallery and Theater "Migjeni" 
and other similar institutions in Albania and the region. 
 
The museum regularly organizes commemorative events, conferences and seminars on 
various topics and it has managed so far to publish a series of scientific-promotional 
books, journals and albums. 
 
Currently it continues to publish its own magazine "Kumtari" (“Herald”) (9 numbers 
published so far). Also, it managed to publish 10 volumes of the Seminary "Shkodra në 
shekuj" “Shkodra in Centuries”), including studies in the fields of history, archeology, 
ethnology, folklore, linguistics, literature and arts. 
 
5. Shkodra Historic Museum Organization  
 
Shkodra Historic Museum is comprised of four sections as follows: 
 
A. Archaeological Exhibition 
 
The exhibition, in terms methodical and scientific, is set according to chronological-
thematic principle. So objects follow the course of time, from the  end of Neolitic until the 
Middle Ages, but inside are placed within each period, the possibility existed, objects by 
theme (the function of the facility, type of material), sometimes forming interesting 
collections including, currency, weapons, the inscriptions, the sculptures etc.. 
 
This exhibition will serve as home visitors, especially pupils and students, who can 
specifically see the ancient history of values created by previous generations, as well as 
foreign visitors who want to know the historical and cultural traditions of the city of the 
province of Shkodra. 
 
B. Department of Ethnography 
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This sector has a fund of about 1500 objects belonging to the 18-th century until the 20-
th century. They are handicrafts from Shkodra and its nearby geographical areas - Kraja, 
M.Madhe, Shllaku, Postrriba, Zadrima, Anamali , and Puka regions. 
 
Some of them are produced by individual citizens or rural families, while the remaining 
products were made from artisanal masters of Shkodra during the centuries following 
local tradition, but with new elements, influenced by contact with foreign cultures, in 
different times. 
 
Materials used for making them are mostly local sources, but also used materials are 
imported, mainly in urban and more products in recent times, with the launch of industrial 
materials. 
 
C. Department of History 
 
Archive: Contains written documents and relics of historical and cultural character. 
Albania's museum network is among the richest. It is divided into 55 funds. 
Documentation includes the entire Shkodra region and beyond. The main part is original 
and written in English, but also in Italian, French, German, Serbian, etc. 
 
The subject contains historical character, economic, cultural, artistic, linguistic, 
educational, administrative, museum, social, memorable values. It is also stored in 
Albanian translations of the publications of the museum after 1949. 
Archives is part of the historical material with films and old photos in the Central State 
Archive (a total of 3000).  
 
The oldest document is considered a four-page paper parchment un-deciphered yet, 
which is thought to date back to the XIV century. Other written documentation climbs to 
continue with the beginning of last century, which separated the old writing alphabet of 
Shkodra (1827). Fund historic buildings of the Museum consist of four main collections 
documenting the period from the XV to date: 
 
D. The Library 
 
The Library and the Museum since its founding served and serves not only to the 
internal employees but also to his collaborators and other external researchers. 
It has managed to provide a relatively rich fund that covers all areas of Albanology, but 
also other literature, the Albanian and foreign authors, in many languages of the world, 
numbering about 15 000 titles. 
 
Older books belong to the 17th century - of which we can mention the book "Dottrina 
Christiana" the Pjeter Budi (1618), the book "Istoria di Giorgio Castrioto detto SCANDER 
- Begh" The G.Biemm's (1742). 
 
An important place has on the library the collections of books, magazines and 
newspapers periodically starting from late 19th century. Fund of over 2,000 volumes of 
the family library "Pipa" donated History Museum of Shkodra, has grown even more this 
library.  A great importance has also the collection "Albania" of Faik Konica and the 
collection "Shejzat" of Ernest Koliqi. 
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History Museum of Shkodra has already accumulated a good experience in terms of 
organization of scientific activities, collaborating closely with scientific and cultural 
institutions, intellectuals and scholars City native or foreign to explore the history of our 
rich local traditions. 
 
First steps have been taken in publishing guides and other promotional materials of 
nature tourism as a contribution to the development of tourism in the area of Shkodra. 
We can mark some of them: "Shkodra Guide" (1994) album with postcards "Journal of 
Albanian iconography (I) "and another guide," The Castle "Rozafa". 
 
6. Shkodra Museum Management 
 
The staff number is 3 persons and the museum staff on the administrative level is under 
the Shkodra Municipality administration. Since Shkodra Museum belongs to the city of 
Shkodra, the museum has to take notice of the city‟s policies, because the Shkodra 
Municipality has developed an economic strategy 2010 – 2015 with its vision as 
following “"Shkodra will be an important economic, university and regional exchanges 
center, which will harmonize the wonder of nature with history, culture and people.” 
(Municipality of Shkodra Strategy of Economic Development). It is clearly defined on 
Shkodra city vision how culture, history and hospitality are embedded in a single future 
objective where Shkodra city should pursue. According to that strategy the overall aims 
are to preserve and use the cultural heritage, support both local and international cultural 
influence and create and attractive living environment in the town.  
 
One of the innovative solutions that Historical Museum of Shkodra has undertaken has 
been on redesigning like structure. Visual conception of the exhibits in the museum 
space, and museum exhibits is created in a way that the relationship between the 
objects is based on content. At the same time the connection between them is 
conceived in a way that they do not lose their authenticity. Conception is done in such a 
way that a visitor with the first glance realizes that he has entered a culture identity in an 
another cultural dimension. Such conception of the museum has allowed the relationship 
with visitors to become stronger. Exhibits are disconnected from the traditional method 
using three elements, iron, glass and light. This is because these elements are resistant. 
The element iron is processed and used as an element of the Illyrian culture "fibula", a 
hook that served to fix the cloak. It has the form of a concentric circle. It is broken down 
into a spiral retaining Andre shaped line. Detach and reconnect continuously showing 
the form of the original facility, designed sporadically resolve, dissolve. Elements of the 
ornament in accessory form, are used for explanatory tables. They are created in the 
plaques that depend on a spiral. The boxes are made from glass, objects are connected 
in chronological order just as our history. So the choice of format is attached with 
identity.  
 
The first floor consisted of objects early cultures, is designed with elements such as 
earth, sand, stones. Objects are covered by dust, sand and stones, used in such a form 
to create the idea of objects emerging from the ground, some of them filled with sand. 
Some items are out in such a way as to create an emotion. Facilities used have no 
problems with contact with atmospheric conditions. It is conceived in a technique 
tangible, sparking curiosity to visitors. Practicing bilinguale standards is another 
innovative solution. The total number of visitors at Shkodra Historic Museum during the 
last years is referred to Fig.3 
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Fig.3. Shkodra Museum Visitors (Shkodra Historic Museum) 
 

 
It is obvious the trend on the increase of the number of visitors from 2009 to 2010 by 
40%.  
 
The total revenue of the Shkodra Historic Museum for 2013 is 1,217,500 in thousand 
leke and the trend is as following on the last years is referred to Fig.4. 
 
Fig.4. Shkodra Museum Revenues (Shkodra Historic Museum) 
 

2009 2010 2011 2012
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There are visitors who pay with a differentiated price on 150 leke for adults and 50 leke 
for children. Students and pupils of all Shkodra city schools are excluded from ticket 
payment. The number of visitors is particularly higher during summer and they are 
coming from Poland, Switzerland Germany, USA, Italy etc. 
 
Tourism in Shkodra city is a growing activity and the number of tourists visiting the city 
was over 120 000 in the year 2012 and 134 000 in the year 2013. (Shkodra 
Municipality). The main trend regarding tourism in Shkodra city in recent years is the 
increasing number of people visiting the city during the summer. Cultural tourism has 
also been growing and eco-tourism related to family tourism and agro-tourism. There are 
other tourism products in Shkodra region competing for people‟s leisure time and 
attention such as Shkodra Lake (the biggest lake in Balkan) and Velipoja beach – a 15 
km of sandy beach but these attractions could be considered as a great chance to 
combine cultural tourism product with beach and lake tourism products. According to 
that, quality of life in the city can be increased with the help of tourism, since tourism can 
contribute to the development of the society by increasing various activities in the region, 
strengthening the infrastructures and create cooperation between different chains of 
tourism offer. For instance on 8th March 2011 on the International Women Day it was 
organized by Shkodra Historic Museum a very wide activity that could be considered the 
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same as much local as international titled “Dreams on Yarn”. This activity was organized 
with the support of the Foundation Cultural Heritage without Borders (CHWB) and the 
main focus was the preparation of the Bride‟s Dowry. All this exhibition has been 
displayed live stream on the official website of the Shkodra Historic Museum.   
 
7. Shkodra Museum Objectives and Policies 
 
Among the main objectives of the current management of Shkodra Historic Museum is 
the transformation of this institution into an open recreational place according to the 
concept "Museum beyond walls." Thereby, establishing itself as an open place where 
various projects can be organized in the function of the development not only of historic 
tourism, but also of the projects that have an impact on the development of society, 
namely the city of Shkodra in various fields, such as tourism; albanological sciences; 
local, national and international interagency activities. 
 
Another objective is to make the museum accessible as a reference point from which 
you can move to other museums and historical-cultural centers by applying the concept 
of sun rays. This practice will be applied on the ground and through the media by 
changing the museum logo into a knot from which is released the necessary information 
for the people interested in various fields. 
 
The most important domain in which the museum operates is the collection and study of 
scientific materials as essentially it is a scientific research place where exposures help 
not only visitors, but also students and researchers. 
 
8. Media as performance: Room interactive exhibitions, songs, dances, theater, 
gastronomy and museum  
 
The future of culture‟s artistic communication in various forms such as film, theater, 
dance, gastronomy, exhibitions and options narrative tends toward a blend of real and 
imaginary worlds in which move image, graphic, text, interaction between people in 
conveying a message. Through this paper work, we seek to present a model, an 
innovation on museums where through the use of media, interactive methods and 
techniques of knowledge, a new tourism experience for visitors can be created. Through 
these media players we seek to engage visitors in a meeting with the culture, traditions 
and customs of the city of Shkodra expressed through these sectors. Through 
applications such as dance courses, theater, gastronomy, let‟s add to traditional stage 
recognition a performance with images, video, music, and text, interactive activities 
between visitors and Shkodra‟s culture in order to create a reliable experience, esthetic 
and expressive. 
 
Transmission of information through channels requires new tools that are able to 
respond not only in a reliable way, but with action, in a natural way, with full body 
movements, hand gestures, facial expressions, objects and location detection.  
 
Interactive experiences in community service are natural interactions, compelling 
communication, and ease of implementation. Interactive media architectures can be 
categorized as written, responsive, learning, behavioral, or intentional.  
 
Media elements have turned objects into expressive texts, photographs, movie clips, 
audio, and sound clips with coordinated cognitive intelligence, desirable behavior, 
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personality, purpose. With such media elements we seek to engage visitors in meetings 
with virtual characters that express themselves through them. These are an example of 
intentional modeling architectures of interactive media environments. 
 
8.1. Interactive Museum 
 
In this paper, the focus of our work will be the interactive museum. Creating spaces 
within a museum for dancing courses, gastronomy, theater, art, interactive stage 
between a performer (connoisseur of Shkodra‟s culture) and a visitor in order to 
coordinate and synchronize interpretive gestures, body movements, and speeches with 
projected images, expressive texts, and music. 
 
8.1.1. Techniques  
 
Nowadays there are many interactive museum of relying on computer graphics, 
autonomous agents with colorful characters that give sense to the environment through 
real or virtual sensors and respond to user input or environmental changes by modifying 
their behavior in accordance with their goals. 
 
8.1.2. Key behavioral methods 
 
In the field of multimedia and electronic art, the term "based behavior" is used to express 
the content of programs that move routine behavior that man undertakes in its culture, in 
new cultures. These programs carefully list all possible interactions, temporary 
restrictions and content based on presentation. Planning an interactive art piece by this 
methodology is a difficult task, complicated and can slow down the creative process in 
place to enhance or expand it, if not properly planned.  
 
These programs share the idea of a centralized "brain" that runs the key system of 
operations of symbols of a culture derived from direct sensory inputs. Interactive media 
is considered a similar approach as the one between the conductor of an orchestra and 
musicians, which leaves little room for interaction, virtual experience, and reality. 
Therefore we suggest a based behavior which is an interactive recognition technique 
that allows the user to be able to participate, to be active.  
 
In gaining a deeper understanding of a culture is required an interactive experience, 
visual elements, objects, characters that appear in the same position on the screen, and 
their appearance is caused by the same event based on action. This environment 
encourages visitors to adopt a kind of exploration on culture. This kind of experience 
conveys a message, a story, an emotion. 
 
"Based behavior" method is an artificial intelligence that provides rapid response in a 
dynamic and changing environment. In multimedia, performance and electronic arts, 
experience designer and the public and are often involved in more complex forms of 
interaction and communication that require a revision of the current model based 
behavior.  
 
Classification of interactive systems: the writing, responsible, behavior, learning, and 
intentional. We consider our inclusion in the multimedia communication field, digital text, 
photographs, movie clips, sounds, art, electronic audio, performance (interactive), and 
entertainment in general. 



Arjeta Troshani, Sadije Bushati and Sead Baraku  Museum Management – Shkodra 

TMC Academic Journal, 2014, 9(1): 20 - 49  32 

 
Through this technique we will have these benefits:  
• The interpretation of external data through sensory system and the generation of an 

internal perception filtered by the participants.  
• Updates of the situation in line with the basic perceptions, generated by the 

participants, and in the visitor‟s profile.  
• The selection of the appropriate measures based on expressive actions.  

 
The aim is to create a general model of behavior and predispositions that determine how 
a person will think, feel, and act. This model of interaction in the museum will create 
more feeling than emotions, because emotions are a response to an event, while 
feelings are created and assimilated by activities.  
 
In relation to based behavior on classical approach we would have:  
• A cognitive layer, a "user model" that contributes to the interpretation of the intent of 

the participants.  
• A link between actions so fundamental reactions can create pleasure.  
• Desire to communicate, to promote an emotion or to articulate the transmission of a 

message.  
• Creation of feelings that generate expressive actions.  
 
8.2. Interactive space  
 
Our work consists in creating expressive ranges for interpretive opportunities and will 
extend to traditional arts in interpretive contexts. Interactive activity will translate into 
"Performing add" and "enhanced reality".  
 
If historical museum located in a city should contain all its history, from ancient times till 
nowadays, it should be at the top of the list to be visited by persons attending cultural 
tourism. The list should include the specifics of the city, such as:  
• castle, as a very important building that meets its history;  
• religious objects belonging to three religions: Muslims, Catholics and orthodoxies,  
• Museum of Communism works in the city and beyond;  
• pedestrian zone, etc. 
 
8.2.1. Department of Shkodra’s popular songs  
 
Shkodra‟s popular songs are well known and bring joy not only to its citizens, but also to 
Albanians all across the world and also to foreigners. 
 
To highlight the beauty of the music of the city of Shkodra and to meet desired 
expectations we will create a corner, where visitors can sit and listen to a selection. For 
visitors it will be made available the video and lyrics in English so they can understand 
and interpret Shkodra„s aria. For this space, we will use a traditional approach with 
headphones, through a high technology (spotlights audio). Virtually tourists will be 
offered a bunch with flowers, which are mentioned in the songs, in the moment that the 
visitors will approach and request the song will start. Establishing an exhibition dedicated 
to shkodra‟s popular songs, will be a chance to let in the memory of several generations, 
the music, the words and the singing of these songs. Considered as a great asset for the 
city of Shkodra and also a national asset, this museum will surely be a pleasant place for 
tourists both local and foreign. 
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The exhibition can be built completely new (as a building), but can also be located in one 
of the museums or landmarks home town. In certain conditions in rooms can be placed 
TV, which broadcast video nonstop and singers from different periods or types of music 
(folk songs, lyrics, etc). Environments can be filled with great photographs of singers in 
concerts, song texts written on large sheets, even in handwriting, clothed folk etc.. 
 
8.2.2. Shkodra’s Dancing Department 
 
A dancing space will be dedicated to traditional music and to Shkodra‟s authentic dance 
movements, where visitors can be instructed by a choreographer. A group of Shkodra‟s 
authentic musical instruments will be attached to the body of visitors generating a sweet 
music in accordance with the background. In this context, the role of the choreographer 
is to be able to improvise in music and an accompaniment visual performance using his 
body as a model for visitors. The choreographer will create a dance based on 
performance, with a pure expression of body movements. 
 
 Artistic and technical details in the dancing space  
 
The dance space is an interactive stage that takes full advantage of the ability to track 
the movements of a dancer in real time. Different parts of the body (hands, head, legs) 
are fully put in motion instruments and require visitors interactivity, as a virtual keyboard. 
An ideal example of a responsive experience for visitors with sensory inputs where the 
body is in motion.  
 
The search in virtual studios is closely related to the work of building the virtual and 
interactive immersive environments in which people can interact with virtual objects. 
Although real-time interpretation of the actions of the performers is essential for 
interactivity, as a timely response, smoother and coordinated. Using a mixture of 
techniques simply responsible and based on behavior, we will be able to distribute 
complexity, to respond appropriately in accordance with the context of interaction without 
needing other techniques. 
 
8.2.3. Theatre Department 
 
A theater space dedicated in which the actor can place a situation and interact with 
visitors in Shkodra‟s typical performances with music, humor, games. In this context, the 
role of the actor is to be collaborative and performer in communicating with the public, 
the visitors. Actors may submit public participation in their improvised work. 
 
 Artistic and technical details of the theater spaces  

 
Improvised theater space will be an interactive stage that takes full advantage of the 
ideal playground that combines actors and the media to generate a history of interaction 
between them and visitors. An interaction history is strictly connected with a script.  
Media will be used to add a game to the actor's inner thoughts, memories, images, 
writings. Actors will use full body gestures, tone of voice, and simple phrases to interact 
with visitors. Improvised theater will be fun and will engage and allow visitors to drive a 
part to play.  
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Each visitor can take the place of the performer to interact with the actor at any time 
during the performance. Scenarios will predict that the performer will play improvisational 
games with visitors. 
 
8.2.4. Interactive exhibition  
 
Museums have recently developed a strong interest in technology as they are 
increasingly part of the leisure industries. They are confronted with the challenge of 
designing attractive exhibitions, with handling the large number of visitors, and the 
preservation of precious works of art. Technology as a partner will come to help to 
achieve a balance between leisure and learning, to assist in monitoring the effectiveness 
of understanding of history and culture.  
 
One of the main challenges which the exhibits design in the museum faces is giving life 
to objects on the screen to tell their story in the context defined by other objects in the 
exhibition. The traditional way of storytelling for museums are text panels with labels set. 
Most visitors express concern for written information. Time spent reading labels 
interrupts the rhythm of experience and requires a shift of emphasis in reading and 
understanding. Another challenge for museums is the right choice of representative 
objects. Most of the interesting and relevant objects are not displayed due to physical 
limitations of available surfaces.  
 
Interactive exhibits will be successful on the nature of the objects that will show. The 
goal would be visitor engagement, transforming them from a passive viewer to a 
participant as a user of interactive devices. Through technology we will install buttons for 
demonstration - activation of touch-sensitive panels, providing additional information at 
the request of the visitor. It will be used a proximity sensor to increase the levels of light 
on an object or to activate a process when a visitor will be close. 
 
Historical Museum of Shkodra has a great collection of works of art such as paintings, 
sculptures and objects, unexposed due to the absence of space for exhibition. In order 
to bring these objects to life we will use audiovisual materials to give visitors a 
background and a coherent work narrative  by offering the audio through headphones 
during the exhibition.  
 
Another technique that we propose in sections of the exhibition is the design of short 
documentaries about audiovisual material. Films will show works of art along with a 
description of their creation and other historical materials about the author and his time. 
The documentary will be a well orchestrated visual narration with music and dialogue. 
Based on the above observations, we identify two technological areas that help visitors 
to enrich their experience during a visit.  
• Overlay information in intelligent rooms (technology in the museum space).  
• Spatialized Interactive Kasas (adding technology to the visitor).  

 
Using a variety of sensors such as cameras and audiovisual equipment set (projector 
and speakers) in the museum, we can use technology to increase and enhance the 
exhibition area. This will allow us to select and show more items from those available in 
the form of images.  
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The exhibition experience will satisfy the curator‟s needs who will be able to display a 
large amount of objects in a limited physical space, and visitor‟s needs whom will benefit 
from a coherent transmission of objects in a display. 
 
• Design of exhibition space  
 
Interactive exhibits will be in a large room, in the center it will contain a square table on 
which will be mounted a camera and a projector. The table will be surrounded by four 
large screens, parallel to the four sides and situated a few meters away to provide an 
ideal viewing area. The table will contain the projection of the image of the schematic 
plan 3-D model.  
 
Schematic plan will be supported by a computer table that will contain graphics, 
symbols, objects for selective projects in the interest of the visitor's desire. When a view 
is selected, the side screens will show a reflection of what visitors will see in 3-D version.  
An example is the exhibition which was open for one month at Compton Gallery at MIT 
in February 1999, which was called "The destroyed ruins" which revealed the 
architecture of the houses. This exhibition got enthusiastic feedback from visitors, 
architects, curators. 
 
8.2.5. Gastronomy Department 
 
Those who eat share a relationship with design. (Lam, May 09, 2011, p. 5) Gastronomy 
Department will have a whole space for a meaningful experience, a relationship between 
food, culture, and design. A symbolic placement dedicated to the heritage of traditional 
dishes, will transmit heritage to the public. This museum will have an open traditional 
indoor kitchen environment, dedicated to celebrating the cultural heritage throughout the 
cooking cycle preparation and consumption of food with the presence and participation 
of visitors. Customers will have the opportunity of an intimate relationship with food, with 
the method of preparation, as an expression of culture, style, and use of available 
resources. 
 
In the gastronomy museum the environment architecture is an unifying source for the 
creation of the relationship between food, people, and design as an interactive 
experience. The focus of innovation is associated with a topic which i would call the 
"architecture of cooking". This combines the feelings and emotions of the experience of 
cooking with nutrition, learning, in a designed cooking space inside a museum. A 
museum where you can experience a variety of emotions through different spaces 
dedicated to cultural tourism.  
 
Constituent elements: 
testing; 
a desirable sense of activity;  
material testing; 
kitchens; 
equipment; 

mixing of the materials; 
cooking techniques; 
effective design; 
desirable space; 
execution;  

 
Gastronomy exhibition will serve to connect cooking experiences with relationships and 
designing, this exhibition will test the culinary heritage throughout the full cycle of food 
consumption. 
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8.2.5.1. Gastronomy interaction with visual art through the philosophy of John 
Dewey  
 
Through close reading of Dewey's definition of the terms "aesthetic", "experience" and 
"perception", gastronomy can be seen associated with the visual arts through mutual 
relationships between makers (Cook) and perceiver (visitor).  
 
Despite their differences, the experience of eating and experience of art can be seen 
both related to the creation of an aesthetic unity that brings participants closer to what 
you are experiencing, in an exhibition in the framework of a kitchen. The scope of 
practice brought about between nutrition and visual art. On this theory to the museum, 
we will analyze the visitor‟s experience in museums, as a way to analyze the process of 
perceptual sense of satisfaction.  
 
An environment traditional decorated, bio ingredients, authentic cooking, colors, scent, 
are all elements of a framework menu that will offer us a package for visitors on the 
history of the country's gastronomy. The sight, sounds, taste, the art of preparing a 
course on gastronomy leaves a feeling, not only in terms of nutrition, but a familiarity with 
the plate, a memory, a knowledge of the culture of cooking. 
 
Concept "psychic distance", is a term that explains the physical and mental separation of 
aesthetic experiences. Taste and smell, will be an integral part of the gastronomic 
experience, but not enough for an intellectual experience, as our focus on the body and 
therefore do not create a genuine aesthetic experience. Similarly there is a difference 
between physical and aesthetic satisfaction, between touch and sight that through them 
we will create a unique experience. Essentially aesthetic experience will create to 
include participants an "aesthetic attitude" attitude or disposition that promotes aesthetic 
evaluation including facilities for the importance of practice and knowledge and learning 
a cooking preparation. 
 
The visual art and the process will be viewed as art objects focused on aesthetic 
experience. For this particular practice, perception is obviously important for the 
perceptual process of experiences which incorporate more senses. "Aesthetic attitude" 
requires selective return of the senses, in their minds, for the construction of aesthetic, 
artistic judgment. (Rubin, June 2010)  
 
Experience will include contemporary art multi-sensory engagement, multiple senses to 
develop "perceptual consciousness" in aesthetic environments:  Physical senses will 
play an active role, for receiving data from external stimuli, such as an integrated 
sensorium, as part of the matrix of perceptual awareness, direct engagement of the 
conscious body as part of a complex environment. 
 
(Berleant, Jan. 1, 2005) states that we act and respond to the world around us, colors, 
quality, shapes, scents, with our skin, in our musculature, as a result the process of 
looking at art can be described not only aesthetic , but also sensual. Mental evaluation of 
objects, the resulting experience will be closely linked to the value of our intellectual 
acuity.  
 
My proposal is to link the aesthetic experience during a stretch of time with mental and 
physical activities in the creation of aesthetic unity, which brings aesthetic pleasure on a 
unique experience for visitors.  
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"Aesthetic pleasure" will be an important element that i believe will clearly serve to 
connect gastronomic experience with aesthetic experience in the art of cooking. With the 
word  aesthetic pleasure i refer to experiencing, evaluation, reflection, learning and 
enjoyment. 
 
8.2.5.1.1. Food as an experience  
 
Aesthetic pleasure will be associated with activity. What would make the act of feeding, 
aesthetic and the sense of taste valuable is the link that will offer between complete 
cooking and the preparation act. Experience will be based on preparation and 
absorvation of the qualities of the product itself by seeing, hearing, proving and 
preparing it.  
 
Experience will be expressed as consumption, fulfilling the aesthetic quality of the 
integral ingredients of the whole food that will happen only sporadically, as a process:  
• Consumption will be associated with the experience of eating, as a consumed meal, 

with the process of preparation, with the commitment of both parties maker (Cook) 
and participants (visitors).  

• Aesthetic quality will be referred to as evaluation and tasting. What the customer will 
receive and not the manufacturer's position, which is the tradition, culture, taste, 
cooking, opened action, interactivity.  

• The small circle between the recipient and the perceiver will be an integral part of the 
experience.  
 

The effect will be the separation of each, in a word we will see art as something 
superimposed on aesthetic material, and on the other hand, art as a creative process, 
perception, that will create values. Excellence in execution will be determined by the 
inclusion of visitors who will perceive and enjoy the product.  
 
Experience will be extended within two limits: the interaction between (makers-
participants) and mechanical connections (used tools-methods of preparation). 
Experience will be restricted from all causes that interfere with the perception of 
relationships before, during and after the interaction.  
 
Commitment to the environment will be part of the experience, affecting the aesthetic 
perception. This connection to the environment has to do with aesthetic "whole meaning" 
versus "partial meaning": Partial meaning is important in the experience and it‟s created 
by the value of objects mainly based on their physical appearances, while the whole 
meaning includes not just appearances of objects, but also certain qualities that objects 
reflect and convey to visitors. The idea of "whole" and “partial" are important for both 
visual arts and gastronomy and will serve to reassess sensual acts. 
 
8.2.6. Cinematic department 
 
Theaters in good conditions, we aim to make the visit to the museum visually 
indistinguishable from a film or a theater. This movie is a bit different from what we are 
used to, it will unfold a story for us as we wander through the museum space, but it is 
equally as engaging and immersive as traditional films.  
 
Museum context offers a great experimental platform for interactive documentaries. A 
cinema space dedicated to old albanian documentaries and films subtitled in English or 
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dubbed in English, will serve to create an interactive cinematic experience. The focus is 
to orchestrate the content and build an immersive experience carefully guided by the 
perception of the senses, using a perceptive model.  
 
As support for this department we thought a partnership between Marubi phototeque 
and the Albanian National Center of Cinematography. 
 
8.2.7. Department of Handicrafts  
 
One of the greatest assets of the city of Shkodra are the work of craftsmen, that despite 
the continuous development of technology, with golden hands continue to produce 
interesting objects with variety of forms, ideas and cultures, authentic evidence that 
express the culture of Shkodra (Leka & Dibra, 2007). These works are well known and 
enjoyed not only by its citizens but also by all the albanians across the world, as well as 
foreigners, who appreciate them the most.  
 
The city has a tradition in the field of handicrafts which carries in itself workmanship, 
uniqueness, fantasy, taste and artistic feeling. The technique used in today's is 
watermarks. Whereas textiles are distinguished ornomentich, loom, needles which as 
tools are a separate asset.  
 
To highlight the beauty of these works of Shkodra‟s craft and meet desired expectations 
will create a corner, where visitors can see, touch and select them. Visitors will be made 
available labels in English to understand and interpret these handicrafts.  
 
This space will be divided into several sections:  
• Stone works, part of the tradition of Shkodra‟s handicrafts. Stones shaped carefully 

polygonal, rectangular or trapezoidal. 
• Metal works, silver elaboration, works of decorative art with the national popular 

features. The most used technique is watermark. Works such as jewelery, bracelets, 
tray, side arms, with traditional motifs of Shkodra.  

• Wood works, carved with beautification motifs, worked with simple tools like saws, 
axes, razor, scrappers etc. Musical instruments are among the most beautiful 
objects.  

• Works of textile fibers that weave, colors that combine and the motifs of their 
choice, Shkodra‟s textiles have perpetuated the culture of the city. Practiced 
techniques for weaving, special lubrication, etc..  

• Leather works, with different colors. The main works are shoes, slippers, bags, 
belts.  

• Porcelain works, marble, plaster, are fine works, elegant and stable.  
• Bulrushes works, objects such as chairs, tables, souvenirs.  
• Masks works, with specific shapes, with different motifs.  
 
Therefore, the establishment of an exhibition dedicated to Shkodra‟s handicraft, would 
be a chance to let in the memory of generations, facilities, techniques. Considered as a 
great asset for the city of Shkodra and also a national asset, this museum will surely be 
a pleasant place for local and foreign tourists. A space will give to tourists the possibility 
to wear traditional outfits and to have a photo as a souvenir.  
 
8.2.8. Free angle  
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Free space dedicated to art students, prospective musicians where with the support of 
the educational program in partnership with the high school "Prenk Jakova" will have the 
opportunity to practice their art in the museum grounds.  
 
8.2.9. Revenue Corner  
 
In order for the museum to create revenue for maintenance, we can create a site to sell 
to tourists: postcards of the city of Shkodra, Shkodra‟s singers, CD with songs from 
Shkodra, goods produced by artisans of Shkodra, products made from wood, silver, 
ceramics, fabrics, T-shirts printed with the image of the popular song museum, pens 
printed with photos of the museum, etc. The contents of the gift shop should reflect the 
content of the message of the museum.  
 
8.3. A perfect exhibition as a symmetrical 4 - peaks star. 
 
Building the museum with the suggested departments and developing the exhibition will 
be based on four aspects:  

i. Design - beautiful, dramatic, fashionable, of a high standard. 
ii. Visitor needs - will be attractive, accessible, realistic for a real audience. 
iii. Innovation - original and unique.  
iv. Content - inclusive, research, with set goals. 

 
8.3.1. Good management practices  
 
Main conclusions that we aim through this research project:  
• Willing guests rather than confused ones - providing something beautiful, more 

effective.  
• Simple and clear choices for visitors - simple activities, attractive and challenging. 
• Numerous opportunities so that visitors with prior knowledge about the content could 

use the museum in different ways, but equally enjoyable for visitors with less 
knowledge.  

• Design based in interoperability, key phenomenon without causing the 
disappearance or degradation.  

• Providing for the visitor an interaction without sacrificing the other visitor‟s 
experience.  

• Informational labels will offer challenges and goals rather than instructions and 
explanations.  

• The design will encourage visitors to develop questions and search for answers 
through interaction. 

 
Education is the basis of experience. How we think, argue, if what we suggest remains 
suspending, waiting for examination, and the suspicion of an idea of the visitor will bring 
to us an investigation. It provides a stand, a platform, a method of investigation. 
(Gammon, 2008)  
 
The design is a difficult task, because the environment is more complex:  
• Objects have implications for the formation of emotional experience;  
• Cultural rules and restrictions of the museum play a role in the interaction 

possibilities;  
• The variety of included objects and their mutual relations require a flexible approach 

to designed interaction.  
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To keep the interest of users and high engagement, we will offer various activities while 
providing the ability to engage participants in a progressive sequence of actions to 
deliver successive surprises and discoveries. Interactive activities will come in support, 
with the combination between gestures and verbal interaction between individuals. 
 
8.3.2. Activities  
 
Interactive activities will provide:  
• insight into the life of objects, historical context;  
• added visit value, information integration (lecturer and informational materials); 
• a trace visit and interactive link with objects;  
• a sense of commitment.  
 
9. Technology in the museums management service 
 
The use of Virtual Reality technology (VR) is a recent trend in the field of scientific 
visualization in multidisciplinary fields, such as education, art, culture, and humanities. 
(Roussou, 2009) Historical Museum of Shkodra, can use the advanced technology of 
virtual reality to present a combination of effective interactive environments between 
learning and recreation. Of particular interest for the museum, is the interactive 
experience which will allow visitors to travel through space and time without leaving the 
museum. Exceeding the physical location and the growth in the educational function of 
the Museum, Historical Museum of Shkodra should reconsider virtual reality as a 
necessary component in the arsenal of tools to educate, entertain visitors. When used 
for cultural purposes, it gives knowledge in a completely new way of communication. 
Besides quite photo-realistic representation of countries, people who never existed, it 
has two main advantages: immersive experience and interactive capabilities. Interaction 
enables audience members (residents, visitors) to not be merely spectators, but active 
participants in the program in order to create their own experience.  
 
9.1 Application in Shkodra’s Historical Museum  
 
This workmanship art will help the flow of Shkodra‟s culture view in a different light. 
Historical Museum of Shkodra, a cultural heritage institution with a mission to preserve 
and propagate Shkodra‟s culture, history and tradition should use creative art ways and 
multimedia.  
 
The purpose of the application, will promote understanding of the past and synthetically, 
the whole history, the life and values of the Shkodra‟s world. Shkodra‟s Historical 
Museum stands in the place of an old house in Shkodra and is converted into an 
attractive modern building. Overall design, architectural, electric and acoustic plans, 
leave much  to be desired if you make a comparison with modern cultural centers in 
Europe, but on the other hand everything is authentic, and it should take that as an 
advantage against global world. 
 
One of the key projects that I would suggest, that would improve the current situation 
and trigger interactivity would be: the reconstruction and the virtual journey through the 
ancient city of Shkodra, an interactive educational environment that brings to life 
Shkodra‟s costumes, bazaars, streets and typical buildings.  
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The program will include important events to the culture formation. "A journey through 
the ancient Shkodra", that will push visitors to a journey of discovery in the city of 
Shkodra as it was hundreds of years ago; city center, bazaar, typical buildings, 
traditional dresses and everything else, as part of the largest city in northern Albania. 
Participants have the opportunity to explore the city stretching through time and 
experience the glorious life of that culture, people and customs, habits, lifestyle. They will 
have the opportunity to review the architectural and landscape details.  
 
The castle on the other hand will provide visitors the opportunity to experience the glory 
of many centuries that this old cultural monument has, old famous statues brought to life, 
which nothing remains today. 
 
9.1.1. Implementation in Shkodra’s Historical Museum  
 
To implement this program it would come to our rescue the cooperation with the 
company EVE Enjoy visual experience, the 3D technology, with experience in many 
countries around the world, starting from our Italian neighbors with the rivalry that the 
Vatican museums make.  
 
The application of virtual reality VR Shkoder Historical Museum will operate in two basic 
ways: as an educational / entertainment tool and as a historical search, simulation, and 
reconstruction tool, using very advanced 3D technology. To realize such a thing for the 
city of Shkodra it is necessary the:  
 Collection of findings and data conversion in digital form. (In aid would come Marubi 

phototheque, with old photographs, museum archives with maps, documents etc.)  
 GIS team to use terrain information to create views, city polygons.  
 Team 3D Graphics to use scientific data for the digital reconstruction of objects.  
 A data transfer then to the VR team to allow a real time and interactive virtual world. 
 
In particular, interactive learning environment will take into account the physical context 
of the public space, supported by the conceptual and aesthetic standards of the learning 
goal, and will be functional and accessible. 
 
9.2. Digital technologies  
 
Digital technology will be used in three segments, first in the structuring of paths, second 
in the digitalization of documents, third digitalization of Shkodra‟s Historical Museum 
objects.  
 
Structuring pathways for visitors through digital technology, through personalized 
activities will affect the learning experience. Structuring of paths will consider the 
museum„s visitor as a storyteller with authority. Every object in the museum will evoke a 
memory. Every visitor interaction will be in conformity of collections in personal frames.  
 
The efficient model for the museum visitors will: 
• have in a narrow focus the objects and the manageable amount for data capture;  
• create a story or a conversation;  
• convey assets to help the construction of knowledge. 
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(Walker, 2008) The word "visitor" shows inactivity, a visit to the museum collection. 
"Constructiveness" would be a more appropriate word to show how knowledge will be 
produced by the museum with the focus on the individual learner. Visitors will have the 
power to build meanings without authority. But in doing so, the museum not only risks 
losing authority, but also frees itself from interpretive responsibility for the meanings that 
produces and the culture that circulates. At the museum, meaning will be built by 
objects, and by the place itself. 
 
Shkodra‟s museum will be seen as a tourist package, and not as a separate 
attractiveness. Visitors will have a predetermined idea of what they will do or learn, so 
we will structure the visit. To implement the program, to the aid will come the technology 
such as handheld PDA, wherewith will be added information in the museum ambience.  
Facilities will be linked thematically or conceptually, where their location will boost the 
interest of visitors, as a way to the space museum‟s map, where visitors can walk into a 
thematic, narrative sense.  
 
Visitors will be in conversation with words and pictures, art works on display and 
curatorial purposes. Interpretation will be negotiated in the form of dialogue:  
• a silent dialogue between the visitor and the curator,  
• an internal dialogue between the individual and the environment,  
• an external dialogue between the people gathered around an object. 
 
Digitalization of documents for visitors through digital technology, in a 
personalized way, will affect the learning experience. Creating a database with written 
documents, electronically will promote interactivity of individuals by using portable 
technologies like (iPod, the electronic browsers) as a way to provide information. 
Digitalization of documents will come to the aid of the library department of Shkodra‟s 
Historical Museum, and in turn will facilitate the management and preservation of 
records. The application will be modeled through a menu, with different sections. Each 
section will have sets of documents, literature with a logical link between them, the time, 
writer, and institution, content. The visitor will be free to make the selection according to 
personal interests.  
 
This shift of focus from the delivery of content to social construction will reflect a societal 
shift in digital media from centralized control to user-generated content and personalized 
learning.  
 
Digitalization of facilities for visitors through digital technology, so personalized, it will 
affect the learning experience. Museum still relies on simple text panels to provide 
information to visitors about museum objects. Applying this visual technology through 
hybrid design will promote cooperation between participants and objects, in the 
discovery of exhibits, and in interactivity learning as an innovative experience in 
museum. 
 
SHAPE (The Situating Hybrid Assemblies in Public Environments) is a European project 
on the hybrid objects, which has manipulated the physical and digital materials in a 
visible and interesting way for many visitors to the museums, in a coherent experience. 
(Bannon, Benford, Bowers, & Heath, 2005) Implementation of the project in Shkodra‟s 
Historical Museum will avoid simple didactic forms of display, where passive visitors 
receive information, creating stimulating environments in the exhibition, exploring, 
questioning, debating, reflecting on the nature of museum collections. 



Arjeta Troshani, Sadije Bushati and Sead Baraku  Museum Management – Shkodra 

TMC Academic Journal, 2014, 9(1): 20 - 49  43 

 
9.3. RFID  
 
RFID technology (Radio Frequency Identification) called eXspot comes as a good 
management practice, created to help exploration in the museums in San Francisco. 
EXspot system consists in a RFID reader package for museum exhibits, an RF tag, a 
card, a registration box, a dynamic web page. (Hsi & FAIT, 2005)  
 
Implementation of RFID system eXspot in Shkodra‟s  Historical Museum will enable 
visitors to get equipped with an RFID card, where a fee which will allow them to use the 
card to get digital material, information on visiting, take photos, souvenir in the museum . 
RFID technology as an educational application, will be attractive to the museum not only 
because of the relatively low cost compared to alternative technologies such as barcode 
readers, but also because of the potential for improving the learning experience, and the 
feeling of belonging to the museum.  
 
9.4. Interactivity in exhibition  
 
The reality will be understood as an integration between real world and virtual world, 
offering technical possibility to create an interaction with digitized pieces of art. The 
proposal lies in the presentation of paintings on a canvas with new methods computer-
human interaction. Combining intuitive interaction techniques and presentation of 
multimedia content in a digitized paintings projection screen will be used to generate 
experience during a visit to the exhibition. Interaction in virtual exhibition will directly 
increase the level of user interest in influencing the quality of education through 
experience. The visitor will be able to create his own exhibition, to choose between 
different painters, artistic themes or just different images for exploration. Having chosen, 
he can interact with the selected picture in an easy and intuitive way.  
 
The emergence of digitized pictures on an interactive screen helps the museum because 
of the space limitations to present all the paintings in a traditional way. Moreover, direct 
interaction with art pieces will lead to a deeper involvement and understanding of art 
pieces. Using a videobased system would enable the emergence and manipulation of 
images with high 3D resolution of digitized pictures in real time. 
 
10. SWOT – Analysis of Shkodra Historic Museum 
 
Strengths: 
 
 Shkodra Historic Museum is an important source of knowledge and can be seen as a 

key to understand the history of the city. 
 The building itself as one of the traditional Shkodra families‟ houses is outstanding 

and very attractive and the museum departments are very symbolic and a real asset 
to Shkodra cultural heritage. 

 The museum‟s location in the centre of the city makes it very easy to find and very 
accessible. It is close to Shkodra University Rectorate Building and to public 
transportation. 

 The organization of the museum is quite clear, the staff is skilled and the political 
support towards its operation and objectives is quite good. 

 The museum has a long history and tradition (especially linked to the old building). It 
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is recognized as a very important part of cultural itineraries published by Shkodra 
Municipality and Shkodra University.  

 
Weaknesses: 
 
 Lack of tourists focus to offers shown by Shkodra Historic Museum. 
 Lack of practical information for Internet users in the Museum Website. 
 Lack of focus on marketing strategies of the Museum in relation to the suitable 

communication for different types of tourists. 
 Lack of knowledge on the part of museum directors about the needs and desires of 

tourists. 
 Lack of financial autonomy to manage the Museum revenues and be more motivated 

to maximize the revenues and involvement in international projects. 
 Lack of major exhibition and preservation spaces since the Museum has a capacity 

to supply almost 4 other museums of different disciplines, that might give to the city 
of Shkodra the historical right,  as a space with broad economic and touristic 
expansion. 

 
Opportunities 
 
 The museum has a greater potential to diversify the touristic offer in the region of 

Shkodra and to be in the function of tourist demands. 
 The interest in the history of the city of Shkodra might grow and there is a very 

interesting perspective to promote and shed light on the history of this 3000 year old 
city to a broad spectrum of tourist and non-tourists groups (pupils and students). 

 The number of tourists visiting the Shkodra Historic Museum is increasing from year 
to year as a result of the increased number of visitors to the city of Shkodra as a 
microdestination and to Albania as a macrodestination. 

 The Municipality of Shkodra with its collaborations with Western partners and 
international projects might support more Shkodra Historic Museum in the wider 
participation in international cultural exhibitions and fairs. 

 The construction of the Bypass would bring further development in the city of 
Shkodra as roads crossing the intersection of Eastern Europe to Western Europe.  

 
Threats 
 
 Lack of a management strategy of the Museum according to a contemporary model 

where it is clearer the mission, vision and objectives for the future as well as the 
financial management with developmental projects and a calendar of activities. 

 Competition with other cultural activities is increasing as the proliferation of events in 
the city of Shkodra (Festival of Flowers), increasing the number of artisanal fairs 
organized in the city, concerts, theaters etc. 

 The museum can be considered almost unknown and uninvolved in international 
cultural itineraries. 

 Competition from other cultural attractions and places of worship in the city of 
Shkodra, which are unavailable to visit simultaneously in a short time such as 
Fototeka Marubi, Church Cathedral, Lead Mosque, Shkodra Castle, Mesi Bridge, etc. 

 Lack of more intensive promotion of the city of Shkodra as a destination for cultural 
tourism as promoted in Kruja, Berat and Gjirokastra. 
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11. Conclusions and Recommendations 
 
11.1. Recommendations 
 
Based on the theoretical part treated as above and in the analysis of Shkodra Historic 
Museum Management we propose these suggestions on the future of its reorganization 
into a contemporary context, as follows: 
 
1. Drafting a developmental strategy, where the mission and vision of the Shkodra 

Historic Museum is based on principles of sustainable development of cultural 
heritage of the city of Shkodra. 

 
2. Working on a platform and in line with the strategy of economic development of the 

city of Shkodra, especially the development of sustainable tourism focusing on the 
philosophy of orientation from the requirements and expectations of actual visitors 
and also from their future projections. 

 
3. Cooperating with the sector of tourism is very important for museums. Adapting to an 

environment which is changing repeatedly and in particular to the touristic market is 
the essential requirement for a successful museum management. 

 
4. The museum can benefit from the touristic sector some profit approaches, such as 

the development of audiences – markets, after which the museum should go. The 
touristic market is the one after which the museum should go and develop its 
management strategy. 

 
5. The museum must take into account the multicultural nature of touristic markets by 

bringing in this way the global dimension towards itself. Is very important to 
understand that museums are not just a local phenomenon, but they are part of a 
world that is becoming increasingly global. The cultural heritage that each museum 
represents is part of the world‟s cultural heritage. 

 
6. Diversification of the offer of Shkodra Historic Museum would be a good alternative 

of adaptation to today‟s trends, where more and more visitors seek to learn more 
knowledge in a faster way. The idea of creating a museum department dedicated to 
Shkodra popular songs would serve more to this idea. 

 
7. Improving the marketing strategies related to the promotion and communication with 

target audiences will lead to a successful museum management. 
 

8. Cooperating with educational institutions, such as schools and universities by 
considering them as partners to expand audiences and add the products offered 
according to their requests and ideas. This cooperation can be expanded even in the 
field of publications of cultural tourism maps, informing books about cultural heritage 
and in the organization of conferences, fairs and joint exhibitions. 

 
9. Creating networks and partnerships between museums of the Balkan Region, 

Europe and beyond, taking advantage of their models of management and working 
to establish joint bids, where the historical, cultural and economic similarities create 
such an opportunity. 
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10. Involving it in the event calendars of the city of Shkodra as a tourist destination. 
 

11. Involving Shkodra Historic Museum in national and international cultural tourist 
itineraries. 

 
11.2. Conclusions 
 
By this thesis, we tried to explain the connection and relationship between tourism and 
museum showing how the two can complement each other and benefit from each other. 
In this context, the possibilities for an effective future collaboration seem endless. 
Naturally, Tourism and museums include various operations but there are some 
common issues that they might treat. In this thesis was demonstrated that these two 
areas are intertwined and share some basic interests. Both museums and cultural 
tourism have certain obligations and responsibilities in common. What is related to the 
access of culture and its understanding and intercultural communication. The source that 
museums and cultural tourism share is cultural heritage - and even if every sector 
handles it in a different way, a responsible and sustainable use has an enormous 
importance for both these sectors. Tourism tends to see the source from the consumer‟s 
perspective, while the museum represents its conservative dimension. It remains a 
future challenge finding a balance between use and conservation of resources and 
exactly the platform where these two sectors are linked with the concept of sustainable 
development of cultural heritage. 
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Abstract 
 

This paper analyses the role of visitor tourist in the archaeological site and museum 
of Apollonia. The archaeological park includes different historical areas like the 
monastery, the archaeological museum and the site itself. This cultural patrimony 
makes the management of park facing new challenges, especially in terms of flux of 
tourists’ management and their relationship with this inherited patrimony. According 
to the concepts of management, the research will treat different purposes of park 
and museum environment and the need of adopting new policies in museum studies. 
 
Keywords: Heritage, Museum, Behavior, Tourism, Apollonia Park 

 

Introduction 

The archaeological park of Apollonia, is one of the main issues to  study from different 
perspectives to the following doctoral studies in Museology. In order to have a critical 
view on development growing of this park it is necessary to visit it several times to have 
a critical perspective and understanding also the many characteristics of the evolving of 
park and museum. It is also necessary to recognize the different problems related to with 
its management activity focusing mostly in tourist studies. Some of the questions 
mentioned in the Heritage Interpretation Manual for a good experience include: how 
accessible is the site in regards both virtual and physical location, its promotion, the 
hospitality, the quality of the paths and physical access, places to sit and talk, and the 
service of staff, which composes important parts of the experience at any attraction. 

Museums as the archaeological parks include tourists as the major interest of their 
everyday work and understanding their necessities and types is mandatory demand 
(Moscardo, 1996; Goulding, 2000; Gavazzoli, 2003; Boniface & Fowler, 2003; Delclaux 
& Hinz, 2009). Some of the issues to be analyzed are the location of park, types of 
tourists, the importance of its heritage in Albanian heritage legislation, and analysis of 
archaeological museum. This park arouses interest for archaeological discoveries and 
history, therefore our aim raises questions about its usage purposes and also create a 
clear visitor framework including their opinions, in order to have the possibility to improve 
the offered services.  

Understanding cultural tourism in heritage sites 

The literature on tourism and museums offers different issues related with cultural 
heritage and new strategies adopted to improve a unique cultural experience inside a 
heritage patrimony. One of this places mostly visited in Albania is the archaeological 



Dorina Xheraj-Subashi                                  Tourism in Apolonia Park 

TMC Academic Journal, 2014, 9(1): 50 - 56  51 

park of Apollonia, situated in Fieri district 
(http://en.wikipedia.org/wiki/Apollonia_%28Illyria%29), near Pojani village. This place 
has always been classified as archaeological potential for its underground and antique 
ruins, dating from the 6-th century B.C 
(http://www.balkansgeotourism.travel/content/apollonia-fier-
albania/see00706415638901F57). It took great importance regarding the administration 
autonomy after being declared as “archaeological park”, with the decision nr. 396, on 
31.3.2005 (for approval of borders regulation and administration of archaeological parks 
of Shkodra, Lezha, Apollonia, Bylisi, Amantia, Orikumi, Antigone, Butrint and Finiqi). Its 
heritage importance deals in the article 3, clause 20, when an “archaeological park” in 
Albanian legislation includes: “environmental and spacious values, where are preserved 
ruins constructions discovered from archaeological excavations and protected by the 
state”.  

Even though it has a long distance, from Durres by car, almost 90 km/h, the journey 
takes about 1.30 min (Personal author experience), is known from tourists, like 
Diaspora1 and foreign tourists. The cultural attraction embodies gives it a competitive 
role to accomplish in the list of places to be visited in Albania, therefore tourists that visit 
it came from many countries, and may have learned about Albanian history from 
different sources like friends, studies or internet. Their will to travel abroad comprises 
inspiration and curiosity to explore places of inspiration and different culture from theirs. 
Like Apollonia there are other well known archaeological heritages since the antiquity 
period, but they could not be explored even by Albanian citizen during the twentieth 
century. During the regime of communism the visits for leisure were not perceived in the 
cultural mentality, but even for the long distances because of the infrastructure. The 
infrastructure did not exist as now. The only ones that had the possibility to explore these 
places during their expeditions. So like the other ex-communist countries, Albania with 
its particularly rigid form of government, did not allow tourist from the West at all, and all 
aspects of a visit to the country had to be arranged in advance, including an obligatory 
tour guide (Taylor, 2011). This made the youth generation of 1950`s grow up without 
motive tourism attraction and culture of traveling for leisure or curiosity, along their 
country. This made that even two decades starting by 1990 generation yet did not have 
the culture of tourism, especially leisure or culture tourism including museum visits.  

Today, anyone who is interested in visiting and also having some information about any 
place is simple, by searching on the internet. This might be the first step to know about 
the place to visit, and then decide whether to choose the way of visit, or by contacting an 
agency. Visiting a place virtually, or by reading books and websites is not the same as 
„being there”, “(Heritage Interpretation Manual)”. Herreman (1998), Richards (2001) 
describes tourism as a reality and as a modern form of pilgrimage, which we must learn 
to live with and for which we must be prepared. It should be mentioned that everyone 
who comes in heritage sites, has the curiosity and make a free choice for learning 
something new and is motivated by a desire to gain information and satisfy one‟s 
curiosity about the world (Falk et al., 2006). In the heritage sites visitors who are drawn 
to heritage want to know something about why is worthy, what has happened there and 
how that is related to them. It links us to the stories of the generations who were here 
before us. 
                                                 
1 Diaspora tourists are even though Albanian citizen from Kosovo or other countries but speak Albanian 
and have knowledge for Albanian history and its culture in generally.  
 

http://www.balkansgeotourism.travel/content/apollonia-fier-albania/see00706415638901F57
http://www.balkansgeotourism.travel/content/apollonia-fier-albania/see00706415638901F57
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Visitors and heritage domain 

The methodology used comprises visitor surveys, use of questionnaires, several 
observations, and conversations with natives of Pojani village that have begun in August 
2012. In addition are used website sources from the Ministry of Tourism regarding data 
statistics for visitors‟ entrance in park and museum during all year 
“(http://www.mtkrs.gov.al)”. The visitor statistics who entered and visited the park and the 
archaeological museum in Apollonia during 2012 are divided in:  

Visitors – Home citizen 16306, 

Foreign – 6353-  

Total – 22659 visitors,  

Amount of 2,933,600lek  

“(See references below, Ministry of Tourism statistics)” 

The statistics were made by the archaeological park of Apollonia in collaboration with the 
Agency of Tourism, in the Ministry of Culture, Tourism during the year 2012 from 
January to December. These data refers also that to most favorite period to travelling are 
spring and summer season, showed by the number of visitors, that also indicates the 
interest of foreign citizens in visiting this park.  

Instead, the compilation of qualitative and quantitative information was taken in situ after 
visitors have seen all the archaeological park and museum. This because after they had 
made their tour, could have an opinion and be aware about the landscape in general in 
order to give their opinions. All visitors had the time they needed to think about the 
answers, and explain whether they had any question related. The questionnaires had 
the scope to get qualitative and quantitative information about their opinions. The 
„qualitative‟ according to (Kawashima 1997) is being more and more popular in the 
museum world. The „qualitative information‟ tends to mean wide-ranging things: for 
example, people‟s motives for visiting museum and perceptions about museums or 
archaeological sites. 

According the statistics and several surveys in the archaeological park of Apollonia, is 
continuous use of park for different purposes, not only for different types of tourism 
(Gavazzoli, 2003), but even for matrimonial ceremonies or wedding photos. In this case 
is noted another interest which is not linked with tourism target, but the use of landscape 
for individual purpose. In other words the heritage site is subject of different visitors‟ 
approaches that Moscardo (1996), divided in two sets of factors that influence visitors to 
build heritage sites: Setting Factors and Visitor Factors. Setting Factors include exhibits 
and displays, guided tours, sign, maps, guide books, brochures and walks and Visitor 
Factors include familiarity with the place and with heritage sites in general, motivation for 
the visit and companions. The two sets of factors are crucial to determine visitors‟ 
behavior like mindful or mindless. The site is well composed as regards the Setting 
Factors, with a large map in the entrance in the frontdoor of the site, brochures which are 
given in the moment you pay the bill, or in the entrance in the desk of the museum.  
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Mindful visitors are conceived as different than mindless visitors to enjoy their visit, 
express satisfaction with their visit, learn more from it and are interested in discovering 
more about a topic or a place. Meanwhile, mindless visitors should be also more 
conscious of their behavior and more appreciative of the heritage site and museums 
(Moscardo, 1996); (Lindauer, 2006). During the questionnaire statistic was perceived 
different types of visitor behavior expressed in many ways, like interested willing and 
pleasure to fill up the questionnaires and unwillingly to respond. 

Museum and the Visitors 

The archaeological museum of Apollonia is recently “(December 2011)” 
“(http://www.mtkrs.gov.al)”, reconstructed after a long time from his first establishment. It 
had to be reconstructed in order to be contemporaneous and to be able to welcome 
tourists. The museum is an integrated part of the archaeological park, together with the 
monastery of Saint Mary in front yard of the museum. All these monuments belong to 
different historical periods of time, and express also a historical past of Albanian culture 
heritage. In the museum are collected some of the discoveries of archaeological park, 
which also are a heritage patrimony, not only for the park but for all the community. 
'Heritage', is defined as something 'inherited from the past' or 'handed down by tradition'. 
It is regarded as something of great value, often beyond monetary worth. Furthermore it 
is not something which is necessarily bounded in either space or time. Although 
'inherited from the past', it is something which also exists in the present and may also 
incorporate nonphysical elements of our culture, such as way of life` (Ross 1996).  

In front of the door as you enter is the reception and also on this desk you can find the 
brochures for the park and some books. On the right of the front door there is an 
explanatory panel of Apollonia history, written in English.  

In this point it is to consider that there is not so much space for all tourists if they want to 
read in the same time. In that space only two or three people can stay. After this 
everybody can see the exhibition following or not the guide. Each object has the 
explanation below. The space inside is enough to hold a group of 20 people hearing the 
explanations about a period of time, and then move to the other side of museum. While 
you pass through the centuries you can feel the calm of the atmosphere, and this feeling 
was showed even in the questionnaires. Tourists inside the museum feel calm and 
motivated to explore the long great hall which separates one period from another. The 
entire museum follows the chronological flow of events. The lightning and the alarm 
system also are very important elements of security. As regarding the light is positioned 
over each object. In a museum, visitors bring a multiplicity of interpretations to the 
reading of displays and the fact that artifacts may be subject to multiple interpretations 
has important implications for the way how museums are represented (Goulding, 2000). 
From a constructivist perspective, learning in and from the museum is not just about the 
museum wishes to teach the visitor. It is as much about what meaning the visitor 
chooses to make to the museum experience. Museums and heritage play an important 
role in this area, (Falk et al, 2006). 

The observations during in situ surveys are also arguable in Moscardo, 1996; Boniface & 
Fowler 2003; Delclaux & Hinz, 2009. They argue about the importance of educational 
behavior, sustainable behavior and the importance of landscape use. People tend to 
behave in a tourist sort of way, differently from their domestic lives; as tourists, they 
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inhabit and use characteristic artifacts (Boniface & Fowler 2003). Much of the danger to 
build heritage sites according to (Moscardo, 1996) results from destruction of tourism 
development, crowding and congestion or from the inappropriate behavior of visitors, 
such as touching delicate surfaces, littering and vandalism. The arguable issue concern 
in educating tourists about the nature of the host region and culture, informing them of 
the consequences of their actions, enhancing their experience and encouraging them to 
engage in sustainable behavior should be issue of the day, by the organization staff of 
park. Delclaux &Hinz (2009) stress also the importance of measures reflected in 
education, awareness and reflection adopted by specific institutions, when visitors can 
“enjoy and not destroy”. Inside the museum environment museums need to be prepared 
to manage visitors, also is necessary to make museums aware that an excessive 
number of people at an exhibition will surely spoil the visitor experience. In this point it is 
necessary preparing additional staff. The observation inside the museum and park raises 
questions like: is that right having only a person to guide all the visitors? Is he prepared 
and motivated to welcome alone and have the willing to collaborate and motivate the 
tourists during the guide, does he know their motives of visit, is he aware about the 
cognitive capacity and the model of their behavior during the visit? From this point even 
tourists also need to know how to behave in historic places and become aware of the 
consequences if they do not. The museum, galleries and archaeological sites must have 
their rules and educate their visitors, according to the nature of the exhibition, the fragility 
of the remains or digging spoil from the excavation before (Delclaux & Hinz, 2009). The 
education role of museum exhibition which even was part of the questionnaires made, 
aimed to facilitate visitor meaning-making, and also implement the impact of the nature 
of the exhibition (Hein, 2006). Visitor Factor studies, is another topic to be improved in 
the future. The implementation of such studies will help administrator raise new 
ambitions that include involvement and major motivated visitors from inside country, by 
using a high impact cultural events, offering a unique cultural experience, offer 
information on local culture and traditions, allow active participation, multilevel 
interpretation and multiple languages (Waltl 2009).  

Conclusion 

Obviously, as mentioned since the beginning managing this park and museum in the 
same time is a big challenge for the administrator, but to facilitate some management 
topics, it will be adequate by start using an educational model. This can be arranged with 
large informative panels inside the park and museum that helps to an effective 
interpretation and reduce crowding and congestion, alter behavior, and can create public 
support for conservation for building heritage sites through positive visitor experiences 
(Boniface &Fowler, 2003). They help increase awareness to everybody, for protecting 
the park from the worst habit of dumpsite. Education according to Falk et al, (2006) not 
only helps one to “make something of oneself” but teaches flexibility, adaptability, and 
how to survive and even prosper in a chancy world. It should also be recalled the risks of 
environment destruction by the persons that are free to walk in park, without the guide. 
Tusa (2010) notes the necessity of putting more waste bins all around the park in order 
to minimize the problem and to be controlled constantly and argues about the 
improvement of placing information panels to explain through maps, drawings, three 
dimensional photos of ancient landscape and limited text (Tusa, 2010).  

This paper is a first effort in visitor survey in the archaeological park of Apollonia, that 
has begun in August 2012.The methodology used comprises the visitor surveys, using of 
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questionnaires, observation, and conversation with the natives of Pojani village. Most of 
recommendations during the conclusion are key points of the long observations during 
the frequent visits in the park and museum. Sme of the previous recommendations that 
are noticed in situ and from the analysis of quantitative and qualitative information held 
are described as follows: 

1. Applying the visitor quantitative information studies, (in order to understand the needs 
of their visitors).  

2. Implementing during spring and summer season assistant staff (The tour in the site is 
performed by the museum guide, who makes even the tours in the park with the 
tourists. This mean that the museum is closed for the other visitors, or even it stays 
open; they might not receive the appropriate guide inside). 

3. Training staff (different kind of visitors). They have to know before the nature of visitor 
in order to be prepared for the type of the guide. Not all the visitors are mindful during 
the tour so in addition of this the park have to put more often explanatory panels.  

4. Raise awareness not only to the audience but to the community around, how to 
participate in the welfare of the site. 

5. More cleaning staff.(Inside the museum and site should be more maintainers 
especially during spring and summer season, when the flux of tourist grows). 

6. Special permission in occasionally events. (It is to be considered that in this case we 
do not know the public how enter, and we do not know their cognitive perception). 

7. More explanatory panels long the path in the park. 

8. Creation of atmosphere of the life of the people how lived there. 

9. Start operating the alarm system (which since  August 2013 does not function yet). 

10. Conditioning system is another element which should be considered, (it does not 
operate since August 2013. In fact this was one of the most element requests by the 
tourists when they entered inside the museum. 

11. More collaboration with tourism agencies especially when previously booked, (in this 
case the museum can be prepared to satisfy all, and not press the guide.  

12. Consulting museum specialist in visitor behaviors (this will be useful for the 
archaeological park to create a data collector). 

13. Finally should have much more signage orientation panels, inside Fieri, where tourist 
can have a good orientation on the direction to the archaeological park. 
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Book Title: Peter C. Bell & Gregory S. Zaric.  Analytics for Managers with 
Excel.  Routledge Taylor & Francis Group, New York and London, 2013.  
322pp. 
 
 
Analytics for Managers is written with the corporate managers in mind – to 
introduce them to the subject of analytics without overloading them with too 
many technical details. It is suited for management, business undergraduate 
and postgraduate students who want to understand the depth and relevant 
models of marketing analytics from a manager’s perspective. 
 
The book consists of nine chapters, covering topics such as models, 
predictive modelling and other statistical techniques which support better 
decision-making in managing revenues, setting prices and gaining competitive 
advantages. It begins with an introduction to the concepts, follow with building 
the model and making clear of the connection between business analytics and 
management decision making. It then dwells on each major analytic topic 
such as sequential decision problems, simultaneous decision problems, data-
driven decision making and predictive modelling. Within each topic, the author 
addresses how an analytical modelling technique can be used to assist in 
solving specific business problems and making better decisions. Microsoft 
Excel has appropriately been chosen as the software for illustrating analytical 
modelling concepts and how such models may effectively assist in solving 
complex business problems. 
 
The book emphasises the strategic advantage global corporations can gain 
from the use of analytics and the role analytics play in competitive market 
situations. Learners are exposed to real cases of business analytics 
applications and the transforming effect it has had on organisations and 
industries.   
 
It should be noted that this book is not intended as a training tool for one to 
become a sophisticated analyst. As mentioned earlier, its main objective is to 
expose corporate managers who are not familiar with business analytics and 
its transformative power to this field. Regarding this aspect, the authors 
achieved its objective reasonably well. It will widen the reader’s understanding 
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of the analyst’s tools and techniques and on how these may be utilised to 
empower management and outdo competition. For those intended to pursue 
this field more extensively, this book had included references to many useful 
cases recommended for further research and learning of the subject. 
 
On a different note, this book is not easy for readers to comprehend the 
content without having some basic statistical knowledge and knowledge of 
“analytics” in the context of today’s business when the internal and external 
environments are constantly changing. Also, readers without managerial 
experience may face challenges on how and when to apply analytics to create 
competitive advantages for firms and to prevent any “leaking of information” to 
firms’ competitors.   
 
Therefore, it is suggested that readers need to comprehend each topic in 
each chapter before moving onto the next topic. Also, readers should attempt 
any exercises and/or practice in order to really master the techniques and be 
able to apply in the real life scenarios.   
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Book Title: Dawn Iacobucci.  Marketing Models: Multivariate Statistics and 
Marketing Analytics. Vanderbilt University Business School: South-Western 
Cengage Learning, 2013. 206 pp. 
 
 
Marketing Models was written with advanced learners in the field of marketing 
in mind. True to its set objectives, the content of this book is intended for final 
year undergraduate and postgraduate students seeking to strengthen their 
analytical abilities. It is also useful for practitioners and professional who have 
to apply marketing analytics seeking deeper knowledge in the field of data 
analysis. The reviewers found several strengths of this book. 
 
There are not many books in the market that discusses in-depth treatment of 
data modelling. The author, Professor Iacobucci, an expert in the field of 
research with numerous academic articles to her name, addresses issues 
associated with marketing modelling in this book. Another strength of this 
book is the extensive discussion by the author of the various marketing 
applications of each of the modelling techniques. This approach makes this 
book useful not only for the data analyst but also for the end-users seeking to 
extract more useful information from data within his or her organisation.   
 
Marketing Models consists of many key statistical concepts, techniques and 
models which are applicable and relevant to marketing. Readers can apply 
such statistical measures and models to recognise and appreciate the links 
between the relationships among variables, such as customer satisfaction, 
brand choice and new product development, which are essential for marketing 
and strategic decisions.  For example, the book guides readers on  analysing 
ROI (return of investment), and the use of statistical methods in analysing  the 
effects of word-of-mouth and social networks on a firms’ marketing strategies 
and performance.  
 
Another useful feature is the array of accompanying resources that comes 
with this book. Resources include online materials such as datasets, cases 
and other marketing related supplementary materials.  However, the 
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reviewers had found that a few of the links may not work all the time. Thus, 
this may limit access to some of the mentioned resources. 
 
Finally, the author adopted a practical approach in introducing the various 
marketing models to learners. With a direct and personal tone in the writing, it 
made for enjoyable and engaging reading.  
 
As mentioned previously, this book will be very useful for advanced learners. 
However, apart from the broken links to some resources mentioned above, 
readers should note the following points when using this book. Readers 
without any foundation in statistics and marketing may find it difficult to grasp 
what has been discussed in each chapter. For those starting out in data 
analysis, the technical details may be a little overwhelming. Readers are 
reminded that there are linkages among topics within each chapter and 
among chapters. Thus, it is suggested that readers comprehend each chapter 
before proceeding to the next one.  
 
Overall, given the all-inclusive coverage, this book can be considered as a 
“mini dictionary” in marketing modelling. For end users who do not want to be 
involved in doing the data analysis themselves, they will still have much to 
gain from the exposure to marketing models and their applications discussed 
in the book.  
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