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As we consider ourselves to be hospitable people, the entrepreneurs of 
Romanian rural tourism may be under the impression that learning how 
to welcome their guests is a whim; however, a host is defined by the way 
they greet their visitors. If a traveler should seek shelter past midnight, 
after having traveled a long way, and be greeted by inner warmth, 
cleanliness and smiles at the opening of a door, the burden of tiredness is 
lessened, and the initially planned one night of stay might be prolonged. 
Guest welcoming management plays an important part in maintaining 
rural tourism prosperity. 
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INTRODUCTION 
 

All around the world, the current economic crisis makes itself known 
through a decrease in the number of travels and hotel occupation rates, 
amongst others. In the U.S.A., the number of flights to Europe has 
decreased by 6.2%, in comparison to the travels to the Near East, increased 
by 44%, and Africa, increased by 54.7%. In Romania, the end of 2008 has 
brought on a decline in tourism agency profits during the last trimester, due 
to a decrease of approximately 5% in ticket booking. Even under these 
circumstances, tourism stirs up masses of people, who travel the world, 
either driving to nearby destinations, or using other means to reach farther 
away. The current situation requires additional efforts in order to surpass the 
crisis, which is forecast to last for at least two years..  

As a form of tourism, rural tourism has extended more and more 
during the second half of the past century, throughout the entire European 

                                                
* Tibiscus University, Timisoara, Romania 

 



FACULTATEA DE MANAGEMENT AGRICOL 

continent, with the exception of Eastern countries. A vacation at the 
countryside has become a habit for people who love nature and fresh air. 
The rural environment is sought after not only for rest and relaxation, but 
also in order to seek out one’s roots. The increasing interest towards this 
form of tourism has lead to thinking out local policies of rural tourism 
development.  

While in larger cities we might say there is a strong bond between 
historical heritage, attraction towards visitors, arts, sports and events, in 
rural tourism some additional key factors are geography, landscapes, flora 
and fauna. A sustainable development of rural tourism must take into 
account the needs of the locals as well as the tourists, even if rural tourism is 
practiced at a small scale and has a minimal impact on the environment, 
despite of being directly connected to nature. Rural tourism policies must 
take note of aspects concerning territorial arrangements which focus on 
balance between the rural and the urban, in social changes which might 
appear as a consequence of the practice of rural tourism. 

 
RURAL TOURISM CHARACTERISTICS 

 
Rural tourism is portrayed by the fact that welcoming a visitor 

becomes an art which implies a behavior different from the one required by 
other forms of tourism, in that the host needs to show their guests respect 
and kindness, so as they no longer feel anonymous, but distinguished, and, 
over time, even a family friend. As a consequence, tourists repeatedly return 
to the same guest house, often in consecutive years, in order to develop the 
relationship between hosts and guests.  

Many times, a pension is opened in order to obtain some income by 
offering good food and a comfortable room in regions considered attractive 
because of surrounding nature, or historical attractions. Managing a housing 
unit (pension, motel or small hotel) in rural tourism  consists of the 
administration of certain activities from fields such as: 

− general management – the implemented management system must 
be simple, but efficient during no vacancy times; 

− marketing – there is an unbreakable bond between marketing and 
management, in that even if publicity convinces a guest to arrive, 
efficient management is what makes him stay; 
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− administration – this concerns the filing of information regarding the 
activities carried out: files for marketing, for reservations, for 
memberships in various specialized organizations, for customers, for 
food and drink supplies etc.; these files can be maintained manually 
or with the help of a computer; 

− finances – any lodging unit implies the existence of a financial 
management system which must ensure financial survival, security, 
and prosperity of the enterprise; 

− human resources – the image and success of a lodging unit are 
influenced by each member of the team that the guest comes into 
contact with; this contact can be either direct (for instance, when 
greeted), or indirect (examples are cleanliness and food quality). 
Every employee must know their precise attributions, even if there is 
only one person (as is the case for some pensions in our country). 
Every member of the team must look like a clean, healthy individual 
(good dental hygiene, clean, often washed hands, clean shoes 
appropriate to the workplace etc.). The personnel must be instructed 
regarding cleanliness as well as general attitude, gestures, language, 
and maintaining the standards promoted by the company. 
 
As we consider ourselves to be hospitable people, the entrepreneurs 

of Romanian rural tourism may be under the impression that learning how 
to welcome their guests is a whim. The hosts must appear authentic and not 
feel like they are playing a part especially designed for their visitors. During 
any guest interactions, the host must considers the fact that every single 
gesture or spoken word has an impact which, if it does not meet the client’s 
expectations, creates a negative impression. A host is defined by the way in 
which they welcome their guests. If a traveler should seek shelter past 
midnight, after having traveled a long way, and be greeted by inner warmth, 
cleanliness and smiles at the opening of a door, the burden of tiredness is 
lessened, and the initially planned one night of stay might be prolonged if 
during the following day this place reinforces the feeling of the 
grandparents’ home, or the house of a caring aunt in the countryside.  

The main purpose of guest welcoming is to facilitate their services. 
All hosts must keep in mind the fact that a guest always forms an opinion, 
which, if negative, is most often shared not with the host, but with close 
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people at home (friends, coworkers, family). Guest housing is divided into 
four distinct stages: pre-arrival or reservations, arrival, room occupation and 
departure. Possibilities of making online reservations are numerous in our 
country as well, particularly helpful being tourism agencies, magazines and 
informing documents published by organizations specialized in the field 
(such as ANTREC), Web portals focused on rural tourism and agro tourism, 
and even sites or personal WebPages made available to the potential 
customers over the Internet. Choosing a pension from the wide array 
presented on the Internet relies heavily on the way in which the potential 
guest is attracted through information and imagery. Unfortunately, tourism 
portals for our country lack coherence in this matter. For example, the „Casa 
Rai” pension in Bucovina has an article made up of an interview, a 
presentation and photographs on the infotravelromania.ro portal, a short and 
unattractive description on the vacanteinbucovina.ro portal, an informative 
section consisting in details about the Internet page of the pension and a cell 
phone number on the ghidinfoturism.ro portal. Despite all this, the pension 
has turned out to be a study object for a paper concerning the presentation of 
a touristic product, and is recommended on discussion forums. 

Guest welcoming is generally done by following the steps which 
make known the room, facilities, meal and beverage options. The hosts, be 
they owners of the business or employees, must know and maintain the 
quality standards of the lodging unit as well as the ones of guest welcoming. 
If a visitor is convinced they are undergoing a positive experience, the 
business is on the right track and may become successful and develop a 
continuity. The control of all meeting points between the guest and the 
lodging unit must cover every step, from the arrival to the departure of the 
visitors. Obviously this control requires an effective management of all 
lodging unit functionalities, and guest welcoming management has its own 
rules. 

 
GUEST ARRIVAL 

 
When guests arrive at a previously specified time, the reserved 

rooms must be available and already cleaned. This aspect is important 
because it leaves the impression of good organization, efficiency, and 
striving to meet the customer’s expectations – one of which may be to be 
able to lie in bed after a long hard journey. However, if guests wish to arrive 
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at an earlier time than the hosts expect to be ready with the arrangements, 
the time the room is expected to be prepared should be suggested. Sincere, 
straightforward explanations are preferable in a relationship with the 
customer making a reservation, as he will understand that he will most 
likely not be pressured to hurry when departing. This way of handling 
reservations may also have a positive consequence in the fact that the future 
guest will try to book another room a night earlier, in order to ensure 
vacancy on the morning when they have planned to arrive.  

In Romania, tourism accompanied by young children is not common 
practice, therefore infant facilities are unlikely to exist in many pensions or 
hotels. A request for a high chair to seat a child will frequently yield a 
response of „We don’t have any!” and a shrug, at most. Even if the host sees 
the child, they will not associate him with issues specific to a younger age. 
It is advisable that at the time when the booking is carried out the guests are 
inquired concerning this matter, leading to a more suitable preparation. For 
instance, once visitors have settled in a pension, a sign of interest and 
concern which will deeply touch a parent may be the proposal to supply 
fresh goat’s milk daily, as it is well known for its nutritional and fortifying 
qualities. 

Usually tourists who wish to experience rural tourism expect to 
come upon an atmosphere different from a city home or hostel, and wish for 
this ambiance to be sustained in a professional manner. Whenever guests 
arrive in front of a pension or a small hotel, their first impression decides, 
on a conscious or subconscious level, if that building meets their touristic 
expectations or not. This first „face to face” encounter must be thoroughly 
managed with respect not only for the customer, but for the future of the 
business itself. Often, Romanian pensions meet these expectations by using 
visual tricks which enhance the look of the building (climbing flowers, rich 
floral shrubbery, restored old rural equipment, bridges with artistic 
banisters, hand painted plates etc.). However, at times, showy façades, 
barren yards, dusty windows and the smell of uncleaned septic tanks makes 
the traveler unhappy for stopping in front of the gate, for phoning and 
trusting the voice of the host on the other end of the line, ensuring that 
everything looks beautiful at their place. Of course, some of the biggest 
nuisances are a lack of parking space or a muddy parking lot. 

If the guest has made it to the front yard or the reception desk 
satisfied of what they have seen over the course of the few steps taken, the 
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first contact with the host, the registration procedure, and the way in which 
the host wishes them „Welcome” are all just as important as the façade of 
the building. Kindness and smiles must not appear fake or automatic. Even 
if they look tired (a feeling that the customer is very familiar with), it is best 
that they be honest..  

In Romania, the first contact with a pension host may come in 
various forms, sometimes delightful, and at other times less pleasant, such 
as: 

1. the host may wait for the guest at the corner of the street, guiding 
them to a suitable parking space; 

2. the guest enters the yard, many times fearing some hidden dog, and 
the host comes out of a building sometimes wiping their hands, 
carrying something, or smoking – generally exhibiting extremely 
free behaviors, which some people may not mind, but others might 
find primitive; 

3. in place of the host, away on unexpected business, an unprepared 
replacement might do the welcoming, attempt an awkward 
presentation of the house and facilities, but will generally fail to be 
convincing; 

4. if it is late at night and a reservation has not been made, many places 
provide a door bell in order to wake up the owner. Unfortunately, 
sometimes the room may turn out to be cold, the fire may take a long 
time to be started or heat up the place, and the negative impression is 
amplified by the accumulated fatigue of the customer. There are also 
situations in which a mobile phone number is displayed, but calling 
it yields no answer. 
 
In the case of hotels, the first contact with the receptioner, who is 

representing the host, can be pleasant even if it is a more impersonal act, 
compared to pensions. However, many times, there is nobody at the front 
desk, or, if anyone is there, the client finds out the booking has not been 
recorded, or has been cancelled for unknown reasons, or the room has not 
been cleaned yet because of a late check out.  

Another aspect that may pose issues, especially for pensions, is the 
way in which the host accepts to be addressed: either formally, using 
courteous language (Madam/Mister etc.), either by first name, sometimes 
accompanied by a traditional personal pronoun or regional word (it is hard 
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or impossible to translate in English: nea Vasile, baciu Ion, nenea Iancu, 
uica Sava, her Hans, tanti Dana, lelea Ileana, tuşa Floare and so forth). 
Agreeing upon addressing methods can be done upon first contact. In most 
cases, traditional names are more likeable and easier to remember over time, 
even if surnames tend to be forgotten. 

Usually, in Romanian pension registrations consist of handing in an 
identity document (identity card or passport), from which the host records 
all information of interest. At a hotel, guests are required to fill in a form. In 
both cases, required data is: name, code and series of the identity document, 
address, telephone number, date of arrival, date of departure. When the 
form, which may contain clauses regarding damages, is signed, it is 
regarded as a contract between the host and the guest. Unfortunately, this 
aspect is not considered by many pension owners, which makes them 
vulnerable to damage caused by tourists. Sadly, this situation is also 
encountered in case of pensions built out of SAPARD funds, in addition to 
the lack of receipts or invoices for performed services. 

If the guests are accompanied by children, they can be pleasantly 
impressed by a presentation of specially designed playgrounds, or games 
made available for days with unpleasant weather. These „extras” may be 
shown to the customer when the booking is being made, or, without any 
additional effort, when the room is being presented. Concern towards child 
safety, shown by explanations such as „the house is far from traffic” or „the 
hotel playground is secluded and safe”, can turn out to be additional proof 
that the host meets the guests’ expectations. 

Carrying their luggage may be an issue for customers due to the 
large number of bags as well as fatigue. Help is always welcome, even if it 
is only for the „first round” of carrying, or the distance from the front desk 
to the elevator. Taking into account the road that the guests have traveled, 
the suggestion of a hot or refreshing drink may lighten up the customer, 
making them feel comfortable, and more inclined to accept other proposals, 
even costly ones. Sometimes, in pensions, drivers are tempted by a local 
strong drink or fruit liquor, or by a home made pie, freshly baked. Very 
often, the owner’s voice shows the pride of being able to offer a self made 
product, making the food or drink become irresistible. 
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CONCLUSIONS 

 
In Romania, most pension owner learn proper behaviors on the go, 

from first contacts with the client up to their departures. The significance of 
communicating with the guest, starting with the first handshake, is well-
known, even if not completely understood. Some owners are aware of their 
lacks, try to educate themselves, and even succeed, to the point that their 
instinct becomes so refined that they immediately know which customers 
they will develop a  good relationship with, even if they are foreigners. Self 
respect for their professionalism may even determine them to recommend 
the more suitably equipped neighboring pension to a family with young 
children, even if the two have been competing neck and neck for years.  

Hotels, of which we assume that are populated by specialized 
personnel, always disappoint more and more deeply when the greeting 
process is lacking. Unlike in pensions, late hours cannot be considered an 
acceptable excuse.  
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