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Abstract: One of the most important factors in a restaurant's success is its 
supply chain. The present study aims to reveal the application of quality man-
agement systems in the restaurant business and to build a modern supply 
chain quality management (MSCQM) in Bulgarian restaurants. This chap-
ter examines the criteria for evaluating the degree of application of quality 
management systems in the restaurant business, analyses quality manage-
ment practices, and identifies opportunities for its improvement. The research 
used Bulgarian and foreign literary sources, results of research projects, statis-
tical data, and analyses from conducted surveys. The conclusions are main-
ly aimed at revealing opportunities for creating modern supply chain quality 
management (MSCQM) in Bulgarian restaurants.
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1.	 INTRODUCTION

Food quality and safety are becoming an issue of global importance. The negative impact 
on business, the global economy, and people's lives of foodborne illnesses have been doc-

umented. Each year, hundreds of thousands of people become ill as a result of food poisoning, 
and each year the restaurant business pays out millions of dollars in compensation, suffering 
extensive damage as well as damaging reputations. Therefore, having a well-structured quality 
management system and food traceability system along the supply chain is an effective way to 
manage and control food hazards during their preparation and processing.

Modern supply chain management is a vast, complex and difficult task that manages a wide range 
of activities at the national and international levels. This often involves challenges, the solution 
of which requires a deep understanding of the causes of quality management in the supply chain.

A restaurant supply chain is a process by which restaurants connect with suppliers and distrib-
utors to produce menu items and fulfill customer orders. Restaurant supply chain quality man-
agement is a process that links the elements of quality management in the equipment, supply of 
products, and materials used by restaurants. Existing research remains equivocal regarding sup-
ply chain quality in the restaurant business and its impact on customer service.

The study aims to build modern supply chain quality management in Bulgarian restaurants by 
increasing the application of quality and safety management systems, as well as modern ICT 
technologies in the restaurant business.

2.	 LITERATURE REVIEW

Restaurant supply chain management involves managing the flow of food and non-food prod-
ucts from the point of origin to the point of consumption, i.e. "from farm to table". This includes 
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product purchasing, storage, inventory management, as well as human resource management, 
supplier relationships and supply channels. The multifaceted nature of supply chain management 
further complicates the quality implementation of processes and activities that occur throughout 
the supply chain in the restaurant business. For the quality management of the supply chain in the 
restaurant business, however, it is necessary to reveal the performance in the quality of customer 
service. According to Foster (2013) “customers want to have a clean restaurant, comfortable seat-
ing arrangement, tasty food, and responsive servers” (p. 164). Robinson and Malhotra (2005) de-
fine supply chain quality management (SCQM) as the “coordination and integration of business 
processes involving all partner organisations in the supply channel to measure, analyse and con-
tinuously improve products, services, and processes to create value and achieve the satisfaction 
of intermediate and end customers in the marketplace” (p. 319). Nikolaidis (2013) claims that the 
positive effects of quality management are related to the reduction of costs that are due to the poor 
quality of products or services, “better relationships with suppliers and customers, faster distri-
bution of products or services on the market, reduced waste, increased added value for customers 
and better working conditions” (p. 1). Gutierrez-Yllu et al. (2022) analyse the increase in food and 
beverage (F&B) costs and its economic impact on business. 

Foster et al. (2011) present the results of a comparative study of quality tools and methods used 
by operations and supply chain managers through a survey. Bastas and Liyanage (2018) conduct 
a systematic review that includes both descriptive analysis and thematic synthesis of the current 
literature on quality management, sustainability and supply chain management (p. 728). In the 
study, the authors identified integration synergies of quality and supply chain management, in-
cluding productivity improvements and integration. Shanker et al. (2021) examine the collabo-
ration between a restaurant and third-party logistics (3PL). These collaborations, resulting from 
a strategic partnership between the restaurant and 3PLs, play an important role in achieving 
good network management, logistics activities, online business, and many other services. Re-
searchers Isnaini et al. empirically examine the moderating effect of Supply chain dynamic ca-
pabilities (SCDC) (2020) on the relationship between SSCM practices and indicators of organi-
sational sustainable performance (OSP).

One part of the research on logistics service quality was conducted by Mentzer et al. (2001), 
who, in pursuit of competitive advantage, identified the needs and values ​​of current and poten-
tial customers by developing a logistics service quality scale. La Londe (1998) describes cus-
tomer service as a complex of three components: 1/ to satisfy consumer needs; 2/ to include 
metrics to ensure customer satisfaction; 3/ to be like the company's philosophy. Nevertheless, 
all these components are directed at the supplier of the firm, not at the customer. Similarly, other 
studies have developed frameworks for quantifying the value created by supply chain processes. 
Kanji and Wong (1999) examine the relationship between total quality management (TQM) and 
supply chain management, enriching an existing model of supply chain management in the con-
cept of Total Quality Management (p. 1147). The model is verified using data from 139 compa-
nies in Hong Kong. Quality management practices are related to supplier involvement and sup-
plier selection strategies. Among the studies in this area Kanji and Wong (1999) propose em-
pirically validated interrelationships between major suppliers. The authors conclude that prop-
er selection, evaluation, and management of supplier relationships can help reduce conflict, op-
portunistic behaviour, and transaction and inventory costs while improving quality, delivery, 
flexibility, customer service, and innovative possibilities. This, in turn, can help businesses gain 
a competitive edge in the marketplace and improve financial performance. Robinson and Mal-
hotra (2005) define the concept of supply chain quality management (SCQM) and assess its 



377

Modern Supply Chain Quality Management in Bulgarian Restaurants

relevance in academic and industrial practice. Autry et al. (2014) described issues by modelling 
supply chain connectivity as having multiple relational and process-based threads comprising 
linkages. Cho et al. (2018) examine restaurant dependence and autonomy in the supply chain 
and the impact on market responsiveness.

Modern trends in supply chain management theory and practice that are important to catering es-
tablishments are the interrelationship between the supply chain and quality and safety systems. 
They can be used to increase the level of customer service and the quality of the management sys-
tem. Rizou et al. (2020) demonstrate that the possibility of transmission of COVID-19 through 
the food sector is negligible, and tracking SARS-CoV-2 in work environments is not considered a 
priority by public authorities. Despite this, the adverse effects on the environment, food systems 
and people along the food supply chain are already evident. (Rizou et al., 2020). Many researchers 
(Nawrocka et al., 2009; Su et al., 2020) present studies that focus on the role of ISO standards and 
the role that quality management systems play in the supply chain. Quality management systems 
are systematised rules for arranging all the main processes in the organisation so that the individ-
ual elements work successfully in the overall structure. In this way, a systematic management ap-
proach is achieved, where actions and responsibilities are clearly and precisely regulated. A qual-
ity management system can be understood as a set of organisational structures, responsibilities, 
procedures, processes and resources for the implementation of quality management. The interna-
tional standard ISO 22000 "Food safety management system - requirements for food chain organ-
izations" can be applied in different types of organizations: from producers of primary raw mate-
rials to producers of ready-to-eat food, also in organizations that are engaged in transport and stor-
age and subcontractors who sell to retail, together with interrelated organizations such as manu-
facturers of equipment, packaging material, cleaning agents, additives and ingredients. ISO 22000 
contains requirements for food safety management systems in the food chain. Organizations must 
demonstrate the ability to control food risks to consistently provide safe products that meet the re-
quirements of both consumers and applicable legislation.

One of the most important requirements for restaurants is ensuring food safety for customers. 
For this purpose, the restaurants must meet sanitary and hygienic requirements, have developed 
technological documentation for the food groups that will be sold on the site and to have intro-
duced good practices for food production and trade and a system for Hazard Analysis and Crit-
ical Control Points (HACCP) or food safety management system.

In addition to food safety and quality, which restaurants must ensure, it is increasingly important 
to take measures regarding the waste that is generated daily. Raak et al. (2017) present a concep-
tual model of drivers for ‘processing-related’ food waste. Flynn and Zhao (2015) describe how 
the rapid growth of consumerism revealed many problems that Chinese consumers had with the 
goods and services they purchased, tainted food products, fake products and fake advertisements.

Ngai et al. (2008) describe the design and development of a radio frequency identification 
(RFID)-based control system in a conveyor belt sushi restaurant to improve operational effi-
ciency. The system is designed to achieve better inventory control, rapid replenishment and food 
safety control, as well as improve service quality. The opportunities that innovation and digiti-
zation provide in tourism are reviewed by Velikova (2019).

Improving the management of work processes in the restaurant business is key to their more ef-
fective and efficient functioning. Through the description of the work processes, a structured 
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model of how the restaurant carries out its activity is built. Pai et al. (2018) use the Kano mod-
el and the IPA to investigate the critical service quality attributes in the chain restaurant indus-
try. Kukanja et al. (2017) use the SERVQUAL method and prove that guests perceive restaurant 
quality according to three quality dimensions: people, location, and product (food). Hung-Che 
Wu and Mohi (2015) develop a conceptual framework and present a scale for measuring service 
quality in fast food restaurants. Harun et al. (2018) examine the factors that influence the posi-
tive behaviour of restaurant customers following complaints.

Liu et al. (2021) use the model of the European Foundation for Quality Management (EFQM) in 
the restaurant industry and use the fuzzy analytic hierarchy process to give each attribute and 
sub-attribute a new, accurate score.

3.	 THEORETICAL BACKGROUND

Some studies have used a case study methodology to explore ways of supplier selection, evalua-
tion and management. Lihong and Goffin (2001) investigated supplier management in a Chinese 
enterprise. They confirm that the main challenge is to simultaneously reduce costs by sourcing 
materials and components locally while maintaining high levels of quality. Edward Ku et al. 
(2020) examine the buyer-supplier relationship. This relationship is important because suppliers 
can provide a perfect quality product for restaurant companies. Murphy and Smith (2009) ex-
amine some key supply chain issues in the context of sourcing local ingredients as part of cre-
ating a culinary tourism experience. The authors document the relationship between producers 
and chefs, why and how local ingredients are included on menu lists, and how chefs communi-
cate the use of local ingredients to guests. Zúñiga-Arias (2007) argues that in a bargaining sit-
uation, two agents have a common interest in cooperating but face conflicting interests about 
exactly how to cooperate. According to Vodenicharova (2020), food enterprises in Bulgaria are 
characterised by a low degree of SCM integration and the opportunity to develop cooperation 
between participants in the supply chain.

Nawrocka et al. (2009) used three different research methods: interviews with environmental 
managers, focus group discussions and a study of two multinational companies and their oper-
ating units in several countries. Su et al. (2020) examine the performance benefits of ISO 9001 
which depend on the network topology that connects a firm to its supply chain partners. Lam-
precht (2000) claims that few hotels throughout the world have bothered to achieve ISO 9000 
certification. Wang et al. (2013) combine Green SCM and food and beverage management to de-
velop green restaurant standards.

4.	 METHODOLOGY AND DESIGN

There are many techniques and methods for quality management. In the present work, it is im-
possible to cover even a large part of them. However, an attempt will be made to present work-
ing variants of some basic techniques and methods. The framework for applying the methodol-
ogy is based on theoretical and applied research on the supply chain in the restaurant business. 
Statistical data as well as literature data were used to explore foreign experience and good prac-
tices in international trends in supply chain quality disclosure. According to Vodenicharova and 
Bankov (2021), supply chain quality management (SCQM) is a combination of supply chain el-
ements, supply chain management processes and quality management elements that is shown 
in Figure 1.
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Figure 1. Elements on the Supply Chain Quality Management (SCQM)
Source: Vodenicharova & Bankov, 2021

Modern supply chain management includes many elements, such as innovative services, and 
the use of quality management systems. Chen et al. (2019) investigate the modern supply chain 
system in China providing guidelines for theoretical research. To build MSCQM in the restau-
rant business, it is necessary to include several basic elements, which are presented in Figure 2.

Figure 2. Basic elements of Modern Supply Chain Quality Management (MSCQM)
Source: Author

The study aims to build modern supply chain quality management (MSCQM) in Bulgarian res-
taurants by increasing the application of quality and safety management systems, as well as 
modern ICT technologies in the restaurant business.

The thesis of the research is that the restaurant business needs to increase the application of 
quality and safety management systems, the application of modern information and communi-
cation technologies, and to use of sustainable systems and innovative services to achieve mod-
ern quality management of the food chain.

4.1.	 Research Questions

Question 1. Do restaurants in Bulgaria use QMS and to what extent are they applied?

Question 2. Are managers aware of the role of QMS in restaurants in Bulgaria?

Question 3. �Do the employees in the restaurants in Bulgaria have expert knowledge and is a mo-
tivational system applied?
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4.2.	 Object of the Study

The object of research are public restaurants, which include traditional restaurants, public cater-
ing establishments, pizzerias, café-patisseries, café-apéritif, bistros, drinking establishments, 
etc., which differ in terms of service and the assortment offered. A restaurant is a place for fine 
dining or a place where people will serve customers. For other types of establishments, it is nec-
essary to choose from already available food. A restaurant is an establishment that prepares and 
serves food with an emphasis on high customer service. Restaurants offer an extensive menu 
and pricing varies widely depending on the type of food served and the service provided. The 
restaurant may offer takeout or delivery services. Quick-service restaurants, bistros, pizzerias, 
and coffee shops are also food establishments that may or may not have seating. In quick ser-
vice establishments, food is served at the counter. Typically, pizzerias offer a variety of pizzas, 
spaghetti, lasagne, pasta, salads, desserts, etc., as well as alcoholic and non-alcoholic beverag-
es. Drinking establishments offer a wide assortment of alcoholic and non-alcoholic drinks and 
snacks, and coffee bars usually have a limited assortment of culinary products - salads, cold ap-
petizers, fries, semi-finished grilled meats, sandwiches, burgers, sugar and chocolate products, 
nuts, ice cream.

The COVID-19 pandemic has brought about massive changes in the restaurant industry. Many 
restaurants were forced to close and others had to decide to lay off or downsize their trained 
staff. By mid-2020, the restaurant industry has lost 5.9 million jobs worldwide, with restaurant 
jobs down 75%. 17% of restaurants were closed permanently, and laid-off employees had to find 
new ways to make ends meet.

4.3.	 Research Methods

The study is based on the integration of different analytical approaches to address quality and 
supply chain management. Not only is the quality of food of great importance to consumers but 
also customer service plays a key role in restaurants. Quality can be built as a continuous im-
provement process when consumer preferences, product characteristics and technological capa-
bilities are integrated into one system.

Finding common criteria for measuring supply chain quality is very difficult. The presented re-
search used criteria for the degree of application of quality management systems. These crite-
ria reveal the practical application of quality management systems and their certification and 
the relative share of organisations that have a certified QMS. Reflecting the supply chain pro-
cesses in the quality system documents is mandatory to meet the high requirements and stand-
ards of the European and world market and achieve higher competitive advantages. Statistical 
data processing was used. The method applied is a closed-ended survey, which allows for both 
qualitative and quantitative assessment of supply chain quality issues. The survey was designed 
to use an interactive scheme using answers to questions on a five-point Likert-type scale, sec-
tions with "open-ended" questions where respondents fill in their judgments on the issues cov-
ered in the previous questions. The primary data of the study were processed by applying de-
scriptive statistics.

An Ishikawa Diagram was used to identify the main quality issues along the supply chain in the 
restaurant business. The application of this model aims to improve supply chain business pro-
cesses that are related to quality, thereby identifying the most pressing causes. The diagram has 
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been used to analyse quality problems within a group work at all hierarchical levels, making it 
also suitable for solving supply chain problems.

A random sample survey was conducted in the period March-May 2022, among 50 catering es-
tablishments in Bulgaria. The research was conducted with the assistance of the Bulgarian As-
sociation of Restaurants, and senior restaurant managers were surveyed. A greater part of the 
investigated restaurants (64%) carry out their activity in one populated place, and the type of 
food establishments that participated in the research is presented in Figure 3.

Figure 3. Type of the investigated catering establishments
Source: Author

The largest number of public catering establishments studied are restaurants (36%), followed by 
quick service establishments (22%), and in third place are bistros, drinking establishments and 
coffee shops. For the period 2018-2021, there is a large variation of the studied restaurants with 
sharp amplitudes of the number of staff (see Figure 4). This is likely due to the Covid-19 pan-
demic on the one hand, and supply chain issues and delays on a global scale on the other.

Figure 4. Average number of personnel of the surveyed restaurants for the period 2018-2021
Source: Author

Regarding the actual conduct of the research, it is first of all important to specify that the ethi-
cal norms adopted in the research were respected. Second, the anonymity and confidentiality of 
the participants are respected at all stages of the study and they are informed.

The subject of the study is the theoretical and applied concepts of modern supply chain qual-
ity management and the opportunities they provide for the modern management of catering 
establishments.
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5.	 RESULTS	

Improving the quality of products and services is increasingly seen as an effective strategy for ob-
taining sustainable competitive advantages. In recent years, supply chains have had to deal with 
many challenges caused by crises, production delays, port congestion due to the pandemic, etc.

The higher share of the tourism sector and in particular restaurants in 2022. compared to the 
previous two years, is due to overcoming the negative consequences of the pandemic situation, 
which significantly affected the sector.

The main challenges in the restaurant business remain the problems of declining employment 
in the group. According to National Statistical Institute (NSI) data, the turnover index in the 
"restaurant and hotel industry" sector at current prices for the first quarter of 2022 is present-
ed in Table 1.

Table 1. Turnover indices in the "Restaurant and hotel industry" sector at current prices  
– 1st quarter 2022 (seasonally adjusted data) 

Economic activity Eurostat code 2015=100 Percentage change*
Restaurant industry I56 173.61 8.2
Hotel industry I55 127.97 10.1
Total I 158.79 13.6

Note: * compared to previous quarter)
Source: Preliminary data of the National Statistical Institute (NSI, 2022)

The implementation of quality and safety systems and their relationship with modern supply chain 
management is extremely important, as is the implementation of standards to cover supply chain 
processes and activities related to transportation, warehousing, storage, handling and distribution. 
To reveal the application of quality management systems in the restaurant business and to build 
a modern supply chain quality management in Bulgarian restaurants, it is necessary to investi-
gate the degree of application of quality management systems. The three most important parts of 
the restaurant supply chain are farms, stores, and restaurants. Farms provide ingredients for dish-
es and are also responsible for supplying restaurants with their food. Often, restaurateurs resort 
to stores to provide the necessary products and raw materials. The quality management system 
(QMS) is the basis of the overall management system of the organisation only in the most evolved 
stages of quality work - management through quality, management through total quality and other 
similar models for organisational excellence. The standards of the EN ISO 9000 series are concep-
tually close to them, and although they deal with the term "quality management", they lay down 
clear guidelines for "management through quality". The latter is based on "measurement and mon-
itoring" with the goal of "continuous improvement". The ISO 9000 family of standards natural-
ly summarizes the experience gained so far and is compatible with other management standards. 
ISO 9001 emphasizes identifying, implementing, maintaining and continuously improving the ef-
fectiveness of the processes required for a quality management system and managing the inter-
action of these processes to achieve the organisation's objectives. Supply chain quality can be ad-
dressed through the ISO, HACCP, IFS, BRS, etc. standard systems. This can only be achieved 
through supply chain process management. When building an ISO system, each organisation must 
apply different approaches, but it is mandatory to ensure customer satisfaction, continuous im-
provement of products/services, and improvement of the system itself, as well as the application of 
the process approach. Figure 5 presents the data from the study of the application of QMS in ca-
tering establishments in Bulgaria.
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Figure 5. Quality Management Standards (QMS) according to which  
the studied organisations are certified

Source: Author

Certification continues to be used as a tool to "legitimize" good management practices. The standards 
of the ISO series are increasingly being imposed as a unified system that allows applying uniform cri-
teria in the restaurant business and accounting for the results of service provision, environmental pro-
tection, etc. Of the surveyed public catering establishments, the largest share (66%) are HACCP cer-
tified, and 36% have an integrated management system. This is a good indicator, but still not high 
enough, because HACCP is mandatory for implementation under EU legislation. The surveyed organ-
isations are not certified according to ISO 22000:2018, which shows that the respondents are not yet 
aware of the need for this system. The next 14% are certified to the most popular quality management 
standard ISO 9001, which helps restaurants to be more efficient and effective in both overall manage-
ment and supply chain process management. The general picture for the coming years demonstrates a 
tendency towards increasing interest in the certification of a large part of the standards.

The identified processes along the supply chain and HACCP in the studied restaurants have a 
strong interrelationship, which consists in determining the place of the processes that take place 
along the supply chain in the safety system. This location is at the critical points of the production 
process in the restaurant where various risks exist to a large extent. On this basis, the critical limits 
are established for the individual critical points in the supply chain processes, where strict compli-
ance is required as a preventive measure related to the control of the critical points. In this way, the 
critical points in the supply chain processes are observed and the necessary control is maintained at 
these points. All of this leads to the establishment and implementation of supply chain procedures.

Food waste, packaging from inventory, and supplies can quickly accumulate in a restaurant. 
The restaurants surveyed use waste reduction strategies to a lesser extent to make the restau-
rants more sustainable. A minority of restaurants are auditing food waste and attempting to ad-
just inventory and supply orders. Using eco-friendly cleaning products or replacing traditional 
restaurant functions with greener products is a good way to modernize supply chain manage-
ment. More and more restaurants are eliminating paper menus and switching to using QR codes 
to display menu items. The ESG standard refers to three main factors to measure the sustain-
ability of investments – environmental, social and corporate responsibility. The application of 
the ESG standard leads to a higher level of efficiency in restaurants, they are more attractive to 
both investors and customers and have better financial indicators.

The main reasons for QMS certification are related to legal requirements, and this is evidenced by 
the presence of the largest number of certificates in HACCP catering establishments. Next, respond-
ents ranked customer requirements for food quality and safety, which are presented in Figure 6.
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Figure 6. Reasons for QMS certification in the studied organisations
Source: Author

The fact that in the studied organisations there is practically no person responsible for quality 
issues is worrying. All this shows the lack of awareness of the role of QMS and the low level of 
use of SCQM in restaurants in Bulgaria.

Data analysis shows that in catering establishments, the proportion of defects and complaints is 
5% for incoming materials, during processing and the final inspection and products returned by 
customers. From the answers to the questions and their statistical analysis, it can be concluded that 
when comparing the companies with their competitors according to the "product quality" indica-
tor, there is a lower percentage of marriage and a smaller number of complaints, which shows a 
statistically significant relationship between the marriage admitted and the number of complaints.

The most common reasons for restaurant customer dissatisfaction, according to the companies 
surveyed, are due to the shortage of human resources, as well as problems with the skills of em-
ployees (figure 7).

Figure 7. Reasons for customer dissatisfaction in the studied restaurants
Source: Author

It can be noted that even before the advent of COVID-19, the restaurant business was finding it 
difficult to hire and retain staff, particularly chefs and waiters. Recruiting new employees is a 
difficult task, as the restaurant industry has a reputation for poor quality of work. This type of 
job provides a lot of stress, few employee benefits, and often low wages. These long-standing 
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problems have a significant impact on job satisfaction. Restaurant managers should focus their 
efforts on attracting high-quality and motivated employees, not only through financial incen-
tives but also social and career-related incentives. According to the research data, highly-skilled 
employees have a higher motivation than medium and low-skilled employees (figure 8).

Figure 8. Average rating of employee motivation in the studied catering establishments
Source: Author

According to the survey data, employees have the most teamwork skills and the least time manage-
ment skills. The quality of employee skills in the surveyed organisations is presented in Figure 9.

Figure 9. Average skill quality assessment of the employees in the studied restaurants

Source: Author

Highly skilled employees possess expertise in customer service, followed by knowledge of suppli-
er selection. Employees rate their knowledge of quality and safety management systems, overall 
cost monitoring, and internal organisation within the organisation with a slightly average rating. 
At the lowest level, qualified employees know of innovative technologies in the restaurant busi-
ness, as well as schedule optimization and advertising and marketing, which is presented in Figure 
10. Practically, employees do not know the functionalities of information systems.

The results of the survey show that employees in restaurants in Bulgaria need to increase their 
expert knowledge and apply a motivational system for employees to build a modern quality 
management system in the supply chain.

Of particular importance is the information from the complaints of the customers of the cater-
ing establishments in order to establish the quality of the product and the level of service. It is 
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important to note that complaints and claims depend on the price of the product. Consumers are 
less likely to complain to fast food restaurants because the product is cheap, even if they are not 
very happy with it. Therefore, the absence of complaints about some products does not mean that 
fast-food restaurants have been able to satisfy the demands of consumers. In restaurants, the re-
sults also show that 5% is the proportion of rejects and complaints in the incoming material flows, 
but the products returned by customers in the majority of restaurants is 10%, and no reject occurs 
during storage. This is probably since the logistics processes during storage are at a high level and 
restaurants apply the principles of cold chain supply management. Figure 11 shows the main prob-
lems facing quality management in the supply chain through a Cause and effect diagram.

Figure 10. Quality of expert knowledge of qualified employees
Source: Author

Figure 11. Cause and effect diagram for supply chain quality management
Source: Author
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The analysis of the application of quality management in the supply chain shows that the restau-
rant business has a low application of quality management systems and needs to improve both in-
tra-firm and inter-firm integration. Implemented supply chain quality management systems show 
a low utilization rate. For modern supply chain quality management, it is important to increase 
the application of quality management systems and information systems and technologies. To in-
crease the quality of the supply chain in the restaurant business, it is necessary to increase the mo-
tivation of the employees and opportunities for career development and training of the staff.

Trends in quality management in the supply chain are related to the development of information sys-
tems and automated technologies that are increasingly being used in restaurants. The implementa-
tion of quality management systems and standards along the supply chain is extremely important to 
meet the ever-increasing demands of customers. The introduction of online ordering can free up em-
ployees' time and reduce order delays. Ordering software will lead to higher customer satisfaction due 
to the achievement of consistent quality and the subjective attitude of personnel will be eliminated.

6.	 FUTURE RESEARCH DIRECTIONS

The future development of logistics in the restaurant business should be directed towards in-
creasing the application of modern statistical methods for supply chain management. Through 
them, a higher level of customer service and higher competitiveness will be achieved. The au-
thor has the ambition to continue the research on quality and safety in the supply chain by fo-
cusing on sustainable and innovative practices in the restaurant business.

7.	 CONCLUSION

The achieved results of the research confirm the thesis that the restaurant business in Bulgaria 
needs to increase the application of quality and safety management systems, as well as the ap-
plication of modern information and communication technologies to achieve modern quality 
management of the supply chain.

Building a modern supply chain quality management in restaurants can be done by creating 
trust in customers, improving management processes and creating an opportunity to form com-
petitive advantages. Current trends in the development of supply chain management theory and 
practice are the interrelationship of supply chain processes in quality systems. They can be used 
to increase the level of customer service and the quality of the management system.

As a result of the conducted research, it is necessary to conclude that the quality in the supply 
chain is one of the important guidelines for achieving adequate competitiveness in the market 
due to the ever-increasing demands of the consumers for quality, price and speed of product de-
livery. Successful supply chain process management enables time savings by faster movement 
of information, details and products from one process to another. Opportunities to build MSC-
QM in restaurants in Bulgaria can be achieved by increasing the application of QMS, which is 
currently at a low level, as well as by increasing the expert knowledge of employees and the mo-
tivational system for employees. Modern supply chain quality management is an integral part of 
sustainable, social and environmental management in the restaurant business.

In conclusion, it can be noted that according to the studied indicator ‘degree of application of 
quality management systems’, the achievement of high levels of QMS use is a factor in high-
lighting the role of the supply chain in restaurants.



388

7th International Thematic Monograph:
Modern Management Tools and Economy of Tourism Sector in Present Era

References

Autry, C. W., Williams, B. D., & Golicic, S. (2014). Relational and Process Multiplexity in Verti-
cal Supply Chain Triads: An Exploration in the U.S. Restaurant Industry. Journal of Busi-
ness Logistics, 35(1), 52-70. https://doi.org/10.1111/jbl.12034

Bastas, A., & Liyanage, K. (2018). Sustainable supply chain quality management: A systematic re-
view. Journal of Cleaner Production, 181, 726-744. https://doi.org/10.1016/j.jclepro.2018.01.110

Chen, L., Lu, Y., & Zhao, R. (2019). Analysis and application of modern supply chain system 
in China. Modern Supply Chain Research and Applications, 1(2), 106–119. https://doi.
org/10.1108/MSCRA-01-2019-0004 

Cho, M., Bonn, M. A., Susskind, A., & Giunipero, L. (2018). Restaurant dependence/autonomy in 
the supply chain and market responsiveness: The moderating roles of information technol-
ogy adoption and trust. International Journal of Contemporary Hospitality Management, 
30(9), 2945-2964. https://doi.org/10.1108/ijchm-07-2017-0432 

Flynn, B., & Zhao, X. (2015). Global Supply Chain Quality Management: Product Recalls and 
Their Impact. In Global supply chain quality management. CRC Press. Taylor & Francis 
Group.

Foster, S. T., Jr., Wallin, C., & Ogden, J. (2011). Towards a better understanding of supply chain 
quality management practices. International Journal of Production Research, 49(8), 2285-
2300. https://doi.org/10.1080/00207541003733791 

Foster, T. (2013). Managing quality. Integrating the supply chain (Pearson).
Gutierrez-Yllu, L., Figueroa-Pomareda, G., & Cano-Lazarte, M. (2022). Cost of Sale Reduction 

in a Company Within the Restaurant Industry Using a Procurement Model Based on Supply 
Chain Management and Lean Philosophy. Human Interaction, Emerging Technologies and 
Future Systems V, 1201-1208. https://doi.org/10.1007/978-3-030-85540-6_154 

Harun, A., Rokonuzzaman, M., Prybutok, G., & Prybutok, V. R. (2018). Influencing perception of 
justice to leverage behavioral outcome: A perspective from restaurant service failure setting. 
Quality Management Journal, 25(3), 112-128. https://doi.org/10.1080/10686967.2018.1474675

Isnaini, D., Nurhaida, T., & Pratama, I. (2020). Moderating Effect of Supply Chain Dynamic Ca-
pabilities on the Relationship of Sustainable Supply Chain Management Practices and Or-
ganizational Sustainable Performance: A Study on the Restaurant Industry in Indonesia. In-
ternational Journal of Supply Chain Management, 9(1), 97–105.

Kanji, G. K., & Wong, A. (1999). Business Excellence model for supply chain management. Total 
Quality Management, 10(8), 1147-1168. https://doi.org/10.1080/0954412997127 

Ku, E. C. S., Hsu, S.-F., & Wu, W.-C. (2020). Connecting supplier-supplier relationships to achieve 
supply chain performance of restaurant companies. Journal of Hospitality and Tourism In-
sights, 3(3), 311-328. https://doi.org/10.1108/jhti-10-2019-0113 

Kukanja, M., Gomezelj Omerzel, D., & Kodrič, B. (2017). Ensuring restaurant quality and 
guests’ loyalty: An integrative model based on marketing (7P) approach. Total Quality 
Management & Business Excellence, 28(13–14), 1509–1525. https://doi.org/10.1080/14783
363.2016.1150172 

La Londe, B. (1998). Supply Chain Evolution by the Numbers. Supply Chain Management Re-
view, Spring, 2(1).

Lamprecht, J. (2000). Quality and Power in the Supply Chain: What Industry Does for the Sake 
of Quality.

Lihong, Z., & Goffin, K. (2001). "Managing the transition" - supplier management in interna-
tional joint ventures in China. International Journal of Physical Distribution & Logistics 
Management, 31(2), 74-95. https://doi.org/10.1108/09600030110387462 

https://doi.org/10.1111/jbl.12034
https://doi.org/10.1016/j.jclepro.2018.01.110
https://doi.org/10.1108/MSCRA-01-2019-0004
https://doi.org/10.1108/MSCRA-01-2019-0004
https://doi.org/10.1108/ijchm-07-2017-0432
https://doi.org/10.1080/00207541003733791
https://doi.org/10.1007/978-3-030-85540-6_154
https://doi.org/10.1080/10686967.2018.1474675
https://doi.org/10.1080/0954412997127
https://doi.org/10.1108/jhti-10-2019-0113
https://doi.org/10.1080/14783363.2016.1150172
https://doi.org/10.1080/14783363.2016.1150172
https://doi.org/10.1108/09600030110387462


389

Modern Supply Chain Quality Management in Bulgarian Restaurants

Liu, Y.-L., Pen-Fa, K., Chiang, J.-T., & Shyr, W.-J. (2021). Should the EFQM Excellence Model 
be Adapted for Specific Industries? A Restaurant Sector Example. International Journal of 
Hospitality Management, 92, 102694. https://doi.org/10.1016/j.ijhm.2020.102694 

Mentzer, J. T., Flint, D. J., & Hult, G. T. M. (2001). Logistics Service Quality as a Seg-
ment-Customized Process. Journal of Marketing, 65(4), 82-104. https://doi.org/10.1509/
jmkg.65.4.82.18390 

Murphy, J., & Smith, S. (2009). Chefs and suppliers: An exploratory look at supply chain issues 
in an upscale restaurant alliance. International Journal of Hospitality Management, 28(2), 
212–220. https://doi.org/10.1016/j.ijhm.2008.07.003 

Nawrocka, D., Brorson, T., & Lindhqvist, T. (2009). ISO 14001 in environmental supply chain 
practices. Journal of Cleaner Production, 17(16), 1435–1443. https://doi.org/10.1016/j.
jclepro.2009.05.004 

Ngai, E. W. T., Suk, F. F. C., & Lo, S. Y. Y. (2008). Development of an RFID-based sushi man-
agement system: The case of a conveyor-belt sushi restaurant. International Journal of 
Production Economics, 112(2), 630-645. https://doi.org/10.1016/j.ijpe.2007.05.011

Nikolaidis, Y. (2013). Reverse Logistics and Quality Management Issues: State-of-the-Art. Qual-
ity Management in Reverse Logistics, 1-19. https://doi.org/10.1007/978-1-4471-4537-0_1 

NSI. (2022). National Statistical Institute, www.nsi.bg
Pai, F.-Y., Yeh, T.-M., & Tang, C.-Y. (2018). Classifying restaurant service quality attributes by 

using Kano model and IPA approach. Total Quality Management & Business Excellence, 
29(3–4), 301–328. https://doi.org/10.1080/14783363.2016.1184082 

Raak, N., Symmank, C., Zahn, S., Aschemann-Witzel, J., & Rohm, H. (2017). Processing- and 
product-related causes for food waste and implications for the food supply chain. Waste 
Management, 61, 461-472. https://doi.org/10.1016/j.wasman.2016.12.027 

Rizou, M., Galanakis, I. M., Aldawoud, T. M. S., & Galanakis, C. M. (2020). Safety of foods, 
food supply chain and environment within the COVID-19 pandemic. Trends in Food Sci-
ence & Technology, 102, 293-299. https://doi.org/10.1016/j.tifs.2020.06.008 

Robinson, C., & Malhotra, M. (2005). Defining the concept of supply chain quality manage-
ment and its relevance to academic and industrial practice. International Journal of Pro-
duction Economics, 96(3), 315–337. https://doi.org/10.1016/j.ijpe.2004.06.055 

Shanker, S., Sharma, H., & Barve, A. (2021). Assessment of risks associated with third-party 
logistics in restaurant supply chain. Benchmarking: An International Journal, 28(8), 2432–
2464. https://doi.org/10.1108/BIJ-06-2020-0343 

Su, H.-C., Kao, T.-W. D., & Linderman, K. (2020). Where in the supply chain network does ISO 
9001 improve firm productivity? European Journal of Operational Research, 283(2), 530-
540. https://doi.org/10.1016/j.ejor.2019.11.042 

Velikova, E. (2019). Innovation and digitalization in tourism-restriction or development for 
business in Bulgaria. Trakia Journal of Sciences, 17(1), 252–258. https://doi.org/10.15547/
tjs.2019.s.01.041 

Vodenicharova, M. (2020). Supply chain study in food industry in Bulgaria. 48(9), 921–938. 
https://doi.org/10.1108/ijrdm-03-2019-0080 

Vodenicharova, M., & Bankov, K. (2021). Supply chain quality management at logistics ser-
vice providers (Scientific Proceeding of the Second Scientific and Business Conference in 
Logistics and Supply Chain Management, Dedicated to the 30th Anniversary of the “Busi-
ness Logistics,” pp. 72–85). UNWE.

Wang, Y.-F., Chen, S.-P., Lee, Y.-C., & Tsai, C.-T. S. (2013). Developing green management 
standards for restaurants: An application of green supply chain management. International 
Journal of Hospitality Management, 34, 263-273. https://doi.org/10.1016/j.ijhm.2013.04.001 

https://doi.org/10.1016/j.ijhm.2020.102694
https://doi.org/10.1509/jmkg.65.4.82.18390
https://doi.org/10.1509/jmkg.65.4.82.18390
https://doi.org/10.1016/j.ijhm.2008.07.003
https://doi.org/10.1016/j.jclepro.2009.05.004
https://doi.org/10.1016/j.jclepro.2009.05.004
https://doi.org/10.1016/j.ijpe.2007.05.011
https://doi.org/10.1007/978-1-4471-4537-0_1
www.nsi.bg
https://doi.org/10.1080/14783363.2016.1184082
https://doi.org/10.1016/j.wasman.2016.12.027
https://doi.org/10.1016/j.tifs.2020.06.008
https://doi.org/10.1016/j.ijpe.2004.06.055
https://doi.org/10.1108/BIJ-06-2020-0343
https://doi.org/10.1016/j.ejor.2019.11.042
https://doi.org/10.15547/tjs.2019.s.01.041
https://doi.org/10.15547/tjs.2019.s.01.041
https://doi.org/10.1108/ijrdm-03-2019-0080
https://doi.org/10.1016/j.ijhm.2013.04.001


390

7th International Thematic Monograph:
Modern Management Tools and Economy of Tourism Sector in Present Era

Wu, H.-C., & Mohi, Z. (2015). Assessment of Service Quality in the Fast-Food Restaurant. 
Journal of Foodservice Business Research, 18(4), 358–388. https://doi.org/10.1080/153780
20.2015.1068673 

Zúñiga-Arias, G. E. (2007). Quality management and strategic alliances in the man-
go supply chain from Costa Rica. International chains and networks https://doi.
org/10.3920/978-90-8686-621-2 

Additional Reading

Canevello, A., & Crocker, J. (2010). Creating good relationships: Responsiveness, relationship 
quality, and interpersonal goals. Journal of Personality and Social Psychology, 99(1), 78-
106. https://doi.org/10.1037/a0018186 

Cao, M., & Zhang, Q. (2011). Supply chain collaboration: Impact on collaborative advantage 
and firm performance. Journal of Operations Management, 29(3), 163-180. https://doi.
org/10.1016/j.jom.2010.12.008 

DiPietro, R. (2017). Restaurant and foodservice research: A critical reflection behind and an op-
timistic look ahead. International Journal of Contemporary Hospitality Management, 29(4), 
1203-1234. https://doi.org/10.1108/ijchm-01-2016-0046 

Galaskiewicz, J. 2011. “Studying Supply Chains From a Social Network Perspective.” Journal of 
Supply Chain Management 47(1):4–8. https://doi.org/10.1111/j.1745-493x.2010.03209.x 

Haddud, A., & Khare, A. (2020). Digitalizing supply chains potential benefits and impact on lean 
operations. International Journal of Lean Six Sigma, 11(4), 731-765. https://doi.org/10.1108/
ijlss-03-2019-0026 

Kumar, A., Heide, J. B., & Wathne, K. H. (2011). Performance Implications of Mismatched Gov-
ernance Regimes across External and Internal Relationships. Journal of Marketing, 75(2), 
1-17. https://doi.org/10.1509/jm.75.2.1

Kuzmin O., Pozdniakov S., Kiiko V., Akіmova L. (2018). Development of quality management 
systems in the hotel-restaurant business // Transformational processes the development of 
economic systems in conditions of globalization: scientific bases, mechanisms, prospects: 
collective monograph / edited by M. Bezpartochnyi, in 2 vol. / ISMA University. – Riga: 
«Landmark» SIA, Vol. 1. – pp. 221-232. (ISBN 978-9984-891-04-0) 

Mun, S. G., & Jang, S. S. (2018). Restaurant operating expenses and their effects on profitabil-
ity enhancement. International Journal of Hospitality Management, 71, 68-76. https://doi.
org/10.1016/j.ijhm.2017.12.002

Narayanan, S., Jayaraman, V., Luo, Y., & Swaminathan, J. M. (2011). The antecedents of process 
integration in business process outsourcing and its effect on firm performance. Journal of 
Operations Management, 29(1-2), 3-16. https://doi.org/10.1016/j.jom.2010.05.001

Parmigiani, A., & Rivera-Santos, M. (2011). Clearing a Path Through the Forest: A Meta-Review 
of Interorganizational Relationships. Journal of Management, 37(4), 1108-1136. https://doi.
org/10.1177/0149206311407507

Saeed, K. A., Malhotra, M. K., & Grover, V. (2011). Interorganizational System Characteristics 
and Supply Chain Integration: An Empirical Assessment*: Saeed, Malhotra, and Grover. 
Decision Sciences, 42(1), 7-42. https://doi.org/10.1111/j.1540-5915.2010.00300.x 

Schubert, С., Kandampully, J., Solnet, D., Kralj, A. (2010). Exploring consumer perceptions of 
green restaurants in the US, Tourism and Hospitality Research, 10(4) , 286-300.

Song, H., Turson, R., Ganguly, A., & Yu, K. (2017). Evaluating the effects of supply chain qual-
ity management on food firms' performance: The mediating role of food certification and 

https://doi.org/10.1080/15378020.2015.1068673
https://doi.org/10.1080/15378020.2015.1068673
https://doi.org/10.3920/978-90-8686-621-2
https://doi.org/10.3920/978-90-8686-621-2
https://doi.org/10.1037/a0018186
https://doi.org/10.1016/j.jom.2010.12.008
https://doi.org/10.1016/j.jom.2010.12.008
https://doi.org/10.1108/ijchm-01-2016-0046
https://doi.org/10.1111/j.1745-493x.2010.03209.x
https://doi.org/10.1108/ijlss-03-2019-0026
https://doi.org/10.1108/ijlss-03-2019-0026
https://doi.org/10.1509/jm.75.2.1
https://doi.org/10.1016/j.ijhm.2017.12.002
https://doi.org/10.1016/j.ijhm.2017.12.002
https://doi.org/10.1016/j.jom.2010.05.001
https://doi.org/10.1177/0149206311407507
https://doi.org/10.1177/0149206311407507
https://doi.org/10.1111/j.1540-5915.2010.00300.x


391

Modern Supply Chain Quality Management in Bulgarian Restaurants

reputation. International Journal of Operations & Production Management, 37(10), 1541-
1562. https://doi.org/10.1108/ijopm-11-2015-0666 

Villena, V. H., Revilla, E., & Choi, T. Y. (2011). The dark side of buyer-supplier relationships: A 
social capital perspective. Journal of Operations Management, 29(6), 561-576. https://doi.
org/10.1016/j.jom.2010.09.001

Wong, C. Y., Boon-itt, S., & Wong, C. W. Y. (2011). The contingency effects of environmental un-
certainty on the relationship between supply chain integration and operational performance. 
Journal of Operations Management, 29(6), 604-615. https://doi.org/10.1016/j.jom.2011.01.003 

Wu, Z., Choi, T. Y., & Rungtusanatham, M. J. (2010). Supplier-supplier relationships in buyer-sup-
plier-supplier triads: Implications for supplier performance. Journal of Operations Manage-
ment, 28(2), 115-123. https://doi.org/10.1016/j.jom.2009.09.002 

Zeller, M., & Drescher, F. (2017). Procurement Management in the German Restaurant Industry: 
A Comparison Between Top 100 Restaurants and Smaller Restaurants. Journal of Culinary 
Science & Technology, 15(4), 360-379. https://doi.org/10.1080/15428052.2017.1310072 

https://doi.org/10.1108/ijopm-11-2015-0666
https://doi.org/10.1016/j.jom.2010.09.001
https://doi.org/10.1016/j.jom.2010.09.001
https://doi.org/10.1016/j.jom.2011.01.003
https://doi.org/10.1016/j.jom.2009.09.002
https://doi.org/10.1080/15428052.2017.1310072



