Budapest Business School
Faculty of Commerce, Catering

and Tourism

The situation of the Hagymatikum of Mako6 on the Hurgarian

spa market, possible ways of attracting more visits there

Consultant:
Nagy Irén

Guest Lecturer

Besse Boglarka Annamaria
Tourism and Hotel Management

in English

Full-time training

2015



Budapest Business School
Faculty of Commerce, Catering and Tourism
Tourism and Hotel Management in English (Bachelor)

Dissertation Consultation Progress Report

Name of the Student: Besse Boglarka Annamaria

Title of the Dissertation: The situation of the Hagymatikum of Maké on the Hungarian
spa market, possible ways of attracting more visitors there

Date Topic of the consultation Consultant’s signature
1. 2318 ; Pember | praft Finalization and Timing OO -
th [
2 go%ctober Fifty percent preparedness Napn s
Lk y " i
3. | 167 Novamber Ninety percent preparedness U LT
2015 ik
4.
5,

Statement certifies that the student appeared in the consultations at least three times.

I have seen the last version of the dissertation - by definition not be the final - even the
version of the proposed minor changes do not take into account a meeting dissertation
imposed on the form and content requirements. The structure of dissertation follows the
requirements of higher education.

Budapest, 2. c 15 /| 2

Academic S"upervisor



DECLARATION

I declare that the dissertation hereby submitted in partial fulfillments of the
requirements for the degree of Bachelor of Artsin Tourism and Hotel Management at
the Budapest Business School has not previously been submitted by me for a degree
at this or any other institution. This dissertation and the work presented in it are my
own and have been generated by me as the result of my original research; it is my
work in design and in execution and that all material contained therein has been duly
acknowledged. | understand that my dissertation may be made available to the
public.

Budapest, 30™ November 2015

Signature



Contents
L 0] (=] 01 £ PSPPI 1
R [ 1 o o 18 o 1o o 1R PR U TP P PP PP 3
3 A o o oY= = ox 1 o o 3
I o 1Y/ 010 ] 1 =T 3
1.3  Aim of the DiSSertation ............oooiiiceeemriiiiine e 4
O O | o] [T ox 11V ST 4
1.5 Structure of the DiSSertation..........ooeeiiiiiiiiiiiii e 4
1.6 SUMIMAIY ..ottt et e e e e et e e e e e et e e e e e enemmnsna e eas 5
2 LITErAtUIE TEVIEW ....ceiiiiiiiii ettt e e e e 6
P20 R = 7 T ol 0o ] o =T o) £ 6
2.2  Thermal Water and Spa in Maké — the First Years........ccccccvvvvvcceenennnn. 7
2.3 AWISh fOr @ NEW SPa.....ccuuuuiiiiiiiieeeeeeiiiiiss e e e e e e e 9
2.4 The ldea of a New Spa RetUIMNS ... 10.
2.5 The Construction of the New Spa ........ceuuuceiiiiiiiiiii e 11
2.5.1  Financial HardShips...........uuuuuuiorceeeeiiiiiiceeee e 12
2.5.2  The CONStruCtioN StartS..............cemmmmmiiieieieeeeeeeeeeeeeiveiiiiees 13.
2.5.3 Debates and INVeStigations..........coeeeeeeeeeiriiniiiinnineeeeeeeeeenes 4.1
2.5.4  Celebrating the Progress .............oummmmeeereennniniinneeeeeesssereeeennnn. 16.
2.5.5 Challenging Plans, Creative SOIUtIONS..............cuvvviiiiiiiiiiiieeeeee, 16
256 ThE FIr e emeem ettt 17
257  0pening the SPa.......ccccceeiiiiiii e 17
2.6 The Building of the Spa.......cooooi i 18
2.7 SUIMIMATY ..ttt e et et e e e et e et e e e e e eeeba e e e e e e e sbmneaeeas 21
3 Research Methodology ..........uuueeeiiiimm s 22
1 700 R [ 011 £ o [0 [od 1 o] o RO RUSTPRPPP 22
3.2 Secondary RESEArCH .........cccooiiiiii e 22
3.3  Primary Research Methods ..............uceemmmmeie e 23.
3.3.1 Secondary Data ReSEarCh............ccccccmmieeeeeeeeieeiiiieeiiiien e 24
3.3.2  Primary Data Research............coieeeeeiiiiciiii e, 24.
3.4  Data AnalysiS Methods ............oiiiiiiccceiii e 26
3.4.1 Quantitative ReSearch ............ccoovuiiieiiiiiiiie e 26.
3.4.2 Qualitative RESEArCh ........c.ccoiiiiceeemmc e 26

3.4.3 The AuthOr's ReSEAICN.......o.eei e 26.



4  Research Analysis and RESUILS .........vvuceeeeeeiieeiiies e 27
Nt R | 0 To [§ [ i [o ] [T E PP PP PP 27
4.2  Hagymatikum: the First Months of Operation................ccooevvvevveiiiinnnnns 27

4.2.1  The First Months of Operation.........cccccccueiiiiiinneeeeeeeeeeeeeeeeiiiiiennns 27
4.2.2  Summer: the Months of Profitability .....ccceueeeeiiiiis 29
4.2.3  Financial Hardships and Debates........cccccooiiiiiiiiiiiiiiiiiiineeeeee, 30
4.2.4  Marketing and ReCOgNItioN...........occeeeeeiiiiiie e 32
4.3 The Second Year of Operation..........ccccceeuvvrvruiiiiiiiieeeeeeeeeeeeeeennnnns 33.
4.3.1  Financial PIans ........ccccuuiiiiiiiieeeeeeiiiiiiiie e nnnes 33
4.3.2 Changesin 2013 ..o 34
4.3.3 Investigation and Criticism from the Stated&ffice of Hungary..35
4.4  The third Year of Operation .............ccceeeeeeeiiiiiiiiiiiiaeeeee e eeeeeeeeeeeiieees 35
4.5 The Most Important Events in 2015......co oo 37
4.6 Research AMong the VISItOrS..........u cemmmmiiiiiee e 39.
4.6.1  The results of the SUIVEY.............cemmmmeiiiiiiiie e 39.
4.7  Primary RESEAICK .......ouviiiiiiiiiii s ceeeeee e e e e 40
4.7.1  Introducing and Analysing the ReSUIS eeovveiiieieiiiicccieee e 40
4.7.2  Guests’ Recommendation to Improve the Spa........cccccccvvveceennn. 42
4.8 Comparison of the Results of the TWO SUINVEYS............cceeevvvvvvvveiininnnns 45
4.9  Personal ObServation...........oooeeiiiiiiiiiiiiiiiiiiiierr e 45
410 SUMIMAIY ..eiiiieiiiee e et e et e eems e e e e eee e e e e e eeesaa e aaaeessnn s aaaaaaaeeenes 47

5 CONCIUSIONS ... ..ottt e e e e e e e e e e e e eeeeeseeneneeeessennnes 48
S0 R | 011 o To [8 [ i o o PP 48
5.2  Conclusions of Analysed ReSUItS ........ccceeeeiiiiiiiiiieiiiiiiiiee e 8.4
5.3 Recommendations for the Improvement of the.Spa..........cccccceeeeeeee. 49

IR 70t R Y/ - =3 1] T U 49
SR T2 1 oo o U 50
5.3.3 NEeW INVESIMENTS ........iiiiiiiiii e et e 50
5.3.4  Accommodation DevelopmeNnt............. e eeeeeeieeeeiiiiiiiiieeeee e 51
5.4  Reflection and Evaluation of the Author's ReskaMethodology............ 51
5.5  Suggestions for Further Research..........ccooouviiiiiiiiiiieeis 52.

5.6 SUMMAIY euniiiiiiiiiiie et e et e et e e e e e e e s e eeeenas 52



1 Introduction

1.1 Topic Selection

When | started my studies at Budapest Businessdichtiad a general
interest in the tourism and hospitality industrgdéhad no specific plans about my
future career. As | progressed in my studies, ngrast turned towards health and
wellness tourism. Hungary is a country with an toédlition of spas, and | was more
and more eager to explore this mysterious and rfiagni world. The fact that | come
from Gyula, a spa town with long traditions was omere reason that supported my
interest in the motivations of the guests who st spas, and the forms of treatments
and activities they can choose from at their dastn.

In December of 2012, 1 was in Mé@zegyes with my partner, and among other
towns we visited Maké as well. As the Hagymatikuad been inaugurated only
nearly a year ago, we decided to see the buildimg butside and the hall as well. |
was rather surprised how empty it was: there wasdyplining at the reception to buy
tickets, and the gift shop that would sell locatipoduced gourmet products and
souvenirs did not operate anymore, even thouginéiebath was operating for only
11 months. | was astonished as although it wasewirthe novelty of a spa, the
forthcoming Christmas and the impressive buildifidgnare Makovecz should have
been enough to attract more visitors even in thase of the year.

Two years later | recalled this memory and decidestudy the history of the
thermal water of Maké and the challenges that #he spa had to face in the first
years. The city has an ideal location as it isetodhe Romanian and Serbian borders,
and the spa, designed by Imre Makovecz, is spdetaso the circumstances are ideal

to manage a successful spa in Makoé.

1.2 Hypothesis

The popularity of the Hagymatikum of Maké can ber@ased by proper

actions in order to attract more visitors.



1.3 Aim of the Dissertation

The aim of this paper is to examine the possiblses of the low number of
the visitors after the new spa was opened, anddpoge methods how to improve

these figures.

1.4 Objectives

1. To introduce the history of the thermal water ofkdda

2. To describe the plans and the project of the Hagikoma of Mako.

3. To find out details about the initial hardshipstioé¢ Hagymatikum and
the actions done so far to solve them.

4. To make a research via the Internet in order t dat what services and
facilities would make the Hagymatikum more attreaetito potential
future visitors.

5. To propose further methods how to improve the Hagikum and to
highlight their future positive impact on the regio

1.5 Structure of the Dissertation

The dissertation is organised in the following way.
The first part deals with the history of thermakgran Maka. | will introduce

the construction works and the reconstructionsaingin the decades.

The second section of this paper will examine tbastruction of the
Hagymatikum and the problems that arose duringvibrés.

In the third part of the dissertation the situat@inthe Hagymatikum after
having been opened in January 2012 will be examifikd spa had to face serious
problems in the first months, which | will introdeicn my dissertation, together with

the actions done to solve these problems.



The next session deals with the research that wesuged with the aim of
revealing what customers expect from a spa. Mynirda with this survey was to
obtain first-hand information from a wide rangep&fople about their expectations

regarding a spa like the Hagymatikum.

In the final part of my dissertation | will proposeme further ways that can
make the Hagymatikum better known and more populdre region. The basis of my

findings is given by the results of the primary aedondary research that | have done.

The summary at the end of the paper will reviewrtiest important points

and findings of the dissertation once again.

1.6 Summary

This thesis is to introduce the history of the thakwater and spa of Mako,
their effect on the life of local residents. limsended to search for the reasons of the
initial hardships of the beautifully designed Hagygikum of Makao, to show what has
already been done to solve them, and to find methbdt can further enhance its

development and success.



2 Literature review

2.1 Basic Concepts

Before introducing the history of the thermal waiEMako, | feel it essential
to describe some basic concepts to enhance thestiaudding of the dissertation.

Mineral water is any water occurring in nature thas a dissolved mineral
content exceeding 1000 mg/litre, or one litre corgat least as much of the different
elements as prescribed. We can speak about cold@ndineral water, the latter is
known as thermal mineral water. In Hungary there 228 mineral waters
acknowledged by OTH (Hungarian Chief Medical Office

Thermal water is any water in nature that burstgh surface with a
temperature exceeding 30°C.

Healing water is a mineral or thermal water witktsphysical and chemical
properties that bear a healing effect, and thispragen by medical experiments.

Spa is any bath where acknowledged thermal watstsexand provides
medical services.

Thermal water with alkali hydrogen-carbonate, &eown as alkali water,
has a dissolved mineral content exceeding 1000tneg/4nd one litre should contain
at least 200 mg sodium ions. This type of water lsarfound in the mineral water
springs of Bukkszék, Gyula, Balf, Parad, Mako amdded.

Therapeutic mud is usually mixed with thermal wated used in the form of
mud-pack. It has two basic forms, organic and ianigtherapeutic mud, and they are
often combined as well. In Hungary we can findiGied natural therapeutic mud: in
Maka, In Alsépahok, in Hajdluszoboszlo, az Tiszaslidg in Héviz.

Balneotherapy is any therapy that is carried ouh whermal water and
therapeutic mud. (Bede, 2014)

The following paragraphs will introduce the firgars of the thermal water
in Makd, and the construction of the first bathldhinig in the settlement.



2.2 Thermal Water and Spa in Makd — the First Years

The first drillings in Maké were made in 1956 iretlgard of the district
council hall, which was the town hall at that timEhe water containing alkali
hydrogen-carbonate came from a depth of 993 metneshad a temperature of 41°C.
(Halasz, 2011)

According to the customs of the time, 3 pools wayestructed first: a 50-
metre swimming pool, which was a rarity alreadyhait time with its 3-metre depth,
a children’s pool and a thermal pool. (Spa, 2013)

The construction of the bath over the pools stanetP61, the plans of the
construction were amended several times in the tilmanThe final establishment,
opened in 1963, included a wading pool, a thermal with benches and a 50-metre
beach pool. The flat roof of the new building senas a sunbathing terrace, and the
clock of the tower became the symbol of the spaldst, 2011)

The main focus in the bath was still on bathing] & this reason there were
12 bathing pools that served local people with efootable bathing opportunity.
There was a common changing room with wardrobessandary facilities as well.
(Old Mako, 2015)

The residents of Makd discovered that the mud enstiores of the Maros
eased their arthralgia once they slushed it orr $iens. The tests initiated by Dr.
Istvan Batka rheumatologist proved that the mud &agbod composition and an
exceptional ability to transmit heat. As its heglieffect was also revealed, it was
gualified a therapeutic mud in 1961.

After the qualification of the Maros mud the batladually shifted towards
therapeutic treatments, however, until the 198@simharily functioned as a bathing
facility. (Spa, 2013)

As we can see from the above paragraphs, the laath lbeen playing an
important role in the lives of the local residefaisseveral decades. The public works
in Hungary were gradually introduced in Hungariaus$eholds from the mid-1960s
onwards, the spa was important for local resideatonly as a leisure facility where
they could socialise, but a place for bathing a.we

In 1982, the bathing pools were replaced by a naédiepartment. The

mineral water was classified as thermal water i88L90Ild Mako, 2015)



According to the official leaflet of the spa (201B§ thermal water of Makéd
has curative effects for the following health peahb:

* joint and vertebral column diseases

* soft tissues rheumatism

» chronic inflammation of joints

* inflammation of the nerves, neuralgic pain, neraeaysis

e atrophied muscles treatment.

In 1990 the range of medical treatments were ex@gnchud therapy and
different electric therapies became available d& Wnel991 the bath was qualified as
a Regional Spa. This means that local residentdtanditizens of the neighbouring
villages could use the medical treatments of the 8jth a referral of the general
practitioner on a reduced price. (Old Mako, 2015)

By the end of the 1980s, beginning of the 1990wy 30-year-old pools
became outworn, and it often happened that theg wet able to function perfectly.
The city council realized this problem on time, &nely used the examples of the spas
of Gyula and Sarvar to implement renovations. (204.3)

The development of the spa remained constant: glexnbathtub was
installed in 1993, thus the medical services becave® more diverse: Effervescent
bath treatment, electric bath treatment, whirlpoath and underwater jet massage.
From 1995 underwater remedial exercises were dlajland they also started to
organise therapeutic swimming classes for groughitddren under 18 years.

In 1994 the beach pool was transformed into amiiyfipool with a water
rotation system, and it was covered for the wisason so that the guests could use
it in the winter as well. (Old Mako, 2015)

The above data show us that the city council mreat effort in the constant
modernisation of the establishment. Although the wjps mainly used by local and
regional residents, but the town leadership fotmdsential to provide them services
and medical treatments of a wide range.

The following paragraphs will introduce the emeof¢he idea and plans of

the new spa of Mako.



2.3 A Wish for a New Spa

According to the several impact studies that wemeedon behalf of the local
government of Maka, tourism could be one possibemic stimulus of the town.
They commissioned Imre Makovecz in 1998 to plamtioelernization of the spa. The
plans included a wellness area besides of theghati& department.

In 1999 the local government organized consultationtwo rounds, both
with experts and local residents.

In 2001, the local government applied for the dpaelopment proposal of
the Széchenyi Plan with a complex development pfdmre Makovecz. It included
the construction of the wellness department, withtal cost of 600 million forints.
The application was rejected.

However, the local government continuously developlee spa in the
following years as well. A modern adventure po@sidned by Imre Makovecz was
opened in 2002. (Makai Hirek, 2008)

It contained a wave bath, wild water and hydro-rages One year later an
open-air slide was opened with an infinity pooh&S2013)

Although several developments were accomplishetth@ibath in the 2000s,
the problem of seasonality deriving from the laéknmloor pools had not yet been
solved. By 2007 a new building was opened, inclgdimew, gradually deepening
25-metre indoor educational pool, a sitting podal anchildren’s pool, together with
an open-air adventure children’s pool and a babgl.p8 33-metre open-air
educational pool was also opened for the childrkea @ould already swim. The reason
behind the design of this building was to sati$fg heeds of local residents and to
create a place for their children here they canreg learn to swim. (Spa, 2013)

An Art Nouveau style house was demolished for grgect, even though
several local residents and architects expressaddisapproval, arguing that the town
would lose a significant cultural heritage. (Delmagl, 2005)

A new well was also drained within the frameworktloé project of 2007.
The water is 62°C hot, and it comes from a depth3&6 metres. (Bede, 2014)

As we can see from the above paragraphs, expemsdaved that tourism
could have positive impact on the economy of th#deseent. Beside the studies that

were carried out, the positive example of othetteseents in the region such as Gyula
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and Orosh&za must have also been bases of thisAlfleaugh the application for the
funds was rejected, the council felt it importamfurther develop the spa.

However, we can also see the first signs of disagrof the local residents
for the demolishment of a building that was consdea monument carrying
important cultural and architectural value. Althbugis dissatisfaction is not against
the project of the Hagymatikum yet, but it alreadpresents the attitude of the city
council towards the feelings and opinion of thealaesidents regarding the issue of
the spa construction. This nonchalant attitude didel a typical characteristic of this
issue in the future years regarding this projeatvels

The following paragraphs introduce the second, es&fal application for a

fund financing the new spa of Mako, and the sththe construction works.

2.4 The Idea of a New Spa Returns

In 2007 the leaders of the town organised a healihsm conference, the
main conclusion of which was the fact that futuevelopment of the spa was
necessary for the development of the town. Theafiertic mud of the Maros gives
Makd an extraordinary opportunity to be an extrawd/ spa town of the Southern
Great Plain. However, besides the further developrokthe spa, the construction of
spa hotels and apartments was also necessaryyiamdduired private capital as well.
(Szabo 1, 2007)

The need for the further development of the spa alss supported by the
fact that the number of visitors in the Spa of Male&rly doubled in 2007 compared
to the previous year, and roughly every secondorisvas a Romanian guest. The
reason behind this phenomenon was the accesskRonoénia to the European Union.
The Romanians consider the spa of Makoé cleanethendiater warmer than in Arad.
(Szabd 2, 28 July 2007)

For this reason, the city council decided to baildew spa. Imre Makovecz
was commissioned with preparing the plans of thielimg again, and Imre Vorés was
responsible for the plans of the medical departpanadventure pool area of at least
400 square meters, a family area and a sauna vamididthe extension of the wellness
department. (lllyés 1, 2007)
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The local government of Mako applied for a fundhe European Union in
February 2008. The estimated total costs were dar@ub billion forints, and the
government applied for a fund of 1.75 billion faenThe local government planned
to issue bonds to cover the rest of the money. (Vidkek, 2008)

According to the plans of Imre Makovecz, the newvilding, constituting
about 10 thousand square metres, and possessmgLe appearance, would include
therapeutic and wellness departments, and a spaal for families as well in
Marczibanyi Square. The local government expedtedproject to have a positive
impact on the economy of Makd. The original plamdigated that the project would
be finished in 2010. (Makdi Hirek, 2008)

The most critical point of the plan was the abatigint of the 50-metre pool,
where junior swimming contests were often organidastal residents collected
signatures against this part of the plan, but th@gpowere not amended. (Szabd 3,
2007)

The plans of the new spa eventuated several deilmaths city council as
well. The representatives questioned the necesditguch a huge investment,
wondered the reality of the payback of the investimand expressed their opinion
about the crammed establishment. They also ardwadie huge risk of the loan that
would be needed for the investment proves thatallsmninvestment would be more
realistic, by keeping the original image if thelding. Nevertheless, the concept was
accepted. (lllyés 2, 2007)

2.5 The Construction of the New Spa

The plans of Imre Makovecz achieved a great retograt the end of March
2008 in the committee that evaluated the planshi®mnew spa of Maké. The unusual
shapes and concept of the building complex washigppreciated even by Sandor
Fegyverneky, the chief architect of Hungary at ttiaie. The designer, the chief
architect of Mako and the chief architect of Hungagreed that this project could
give Mako an opportunity to change its situatioraafmall town on the periphery of
the country. The application for the European Urfiomd was handed in, and there

was a positive expectation regarding the evaluaifdhe plans. (lllyés 3, 2008)
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In the first days of July 2008 the city councilMfké decided on signing a
contract with the Raiffeisen Bank to issue bonds&walue of 2.5 billion forints, 1.75
billion of which they intended to use for the dex@hent of the new spa. (lllyés 4,
2008)

2.5.1 Financial Hardships

In September 2008 the project received the appiviile committee of the
Regional Operative Program, however, accordingnéar topinion 3.2 billion forints
should be enough for the construction of the new: Jjhe town leaders were yet
positive about the result, and did not intend talifyothe original plans because they
expected the economic recession to be on their Slteconstruction was planned to
start in the first months of 2009, and last for gear. (Bakos 1, 2008)

However, the constructing companies that gave t¢joota for the tender
would have prepared the spa complex for much margeyt Szeviép quoted 5 billion
750 million forints, KESZ 5 billion 498 million famts, and ZAEV 4 billion 987
million forints. This news generated hot debateshia city council, as the family
corner had already been removed from the planghwiould have attracted families
with small children. Construction companies expdaithat the costs could be reduced
if they had more time for the construction. Expesésd that the reason behind the
enormous difference between the anticipated cosistlze quotations was a wrong
pre-calculation. (Bakos 2, 2009)

As a result of the discrepancy in the expectedraadcosts, the procurement
was pronounced unsuccessful, and the city counaibanced in March 2009 that the
construction works could not start according to @nginal plans. The mayor of the
town listed several possible reasons of the disereyp for example the change in the
exchange rate of the euro and the forint. He higjitéid that before submitting the
tender they created the pre-calculation of thegutaand received quotations with 2.6
billion and 3.2 billion forints as well. He suspedtthat the construction companies
may have quoted a larger final amount than necgs@akos 3, 18 March 2009)

In April 2009 the city council announced that thejpct would be realized
in spite of the hardships, but the plans had tonbeified because no more money
could be raised for the spa. Imre Makovecz woulérhthe plans so that the area of
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the new spa would decrease by 2500 square mettth@nosts by 1.4 billion forints.
During the amendment of the plans they removed silezhents that could be added
later in the future. The 25-metre indoor swimmiraplpand the outdoor adventure
pool would not be built. The new procurement wdagdannounced in the second part
of May, the result would be announced in June, #@edbuilding would start in
September and October. (Bakos 4, 2009)

2.5.2 The Construction Starts

The revised project was handed in on 13 August92860d it was accepted
and supported by the committees of Hungary anddetssalike. The estimated total
costs were 3.6 billion forints, and the Europearodifinanced 50% of the investment.
KEVIEP Constructing and Trading Ltd. won the tenfierthe construction, and they
planned to finish the project during the summe2@it1. (Delmagyar 2, 2009)

KEVIEP Ltd. had previously constructed several im@ot sport, cultural
and public facilities, for example theéiix Multifunctional Event Hall, the indoor
sports pool and the Kdlcsey Conference Hall of Bebn, and the Municipal Sports
Arena of Dabas. (Miklossy, 2011)

The new plan included a sauna world in the basetegal, three adventure
pools and a family area on the ground level, anvess area, a beauty centre, and a
medical department with two indoor and one outdi@rmal pools and medical
treatment rooms. The family area included a baly,@oslide and a nursery operating
in the building of the spa. On the first floor theyso planned to construct a
multifunctional loft with a relaxing room and aesiice room. (Delmagyar 2, 2009)

The working area was handed over to the constmiatompany on 19
November 2009. The old building was demolished,thateducational pool built in
2007 could be used during the construction workselk (Delmagyar 3, 2009)

In the first days of January 2010 works went beythedborders of the site.
There were traffic restrictions, and the constarctaused much noise and dust, but
the mayor of the town turned the attention of theal residents on the fact that not
only a beautiful spa is being constructed, but ahemuld be ready, the value of the

surrounding houses would increase significantlye €ty council organized regular
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civil forums to inform the residents of Mako abtiue newest developments about the
spa, where they could also have questions aboytrtject. (Szabo 4, 2010)

In June 2010 some pumps had to be applied due tugh ground-water and
the heavy rains of the previous days. Such delays wonsidered when the deadline
was set, so the constructing company stuck to xpeated deadline. A mock-up of
the future spa was exhibited in the lobby of thertdall. (Delmagyar 4, 2010)

2.5.3 Debates and Investigations

The debates went on about the enormous investmsoine people argued
that due to the several new and renovated spasuimgddy and Romania, the
investment of the Hagymatikum would not returnieget of the city. Others stated
that Romanians would still be happy to come to Mas visiting Hungary would
remain a status symbol, those who could affordoiil come anyway.

The increased number of visitors at the educatigoal resulted in the
blockage of the drains at the showers, partly dufe large number of visitors, and
because of the therapeutic mud that was used bymelécal department. (Delmagyar
4, 2010)

On 14 September 2010 the daily newspaper Délvilégighed an article
about a possible violation of law. Two economistdhe opposing political party,
Tamés Weszely and Tamas Bakos stated that the dgos@rnment disbursed the
money for the investment to Makéi Fifdjleszt Ltd, the investing company in the
form of interest-free loan, which is against thedpean Union regulations. (Bakos 5,
2010)

The local government transferred the down paymetiteoproject to its own
company in the form of interest-free loan. Howeuwbe leaders of the Regional
Development Agency of the Southern Great Plain disw the attention to the fact
that the report of the European Committee cleatlyes: this financing form is
inappropriate. The additional interest costs wddgle increased the operating costs
of the spa by an annual 300 million forints. (Szkga, 2010)

The Regional Development Agency of the SouthereaGPlain drew the
attention of the city council to this miscarriagea letter, writing that the company
obtained unfair economic benefits by this transactihe paper pointed out that such
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an action could even result in the suspensionetdnstruction until the verification
of the issue, as the European Union could withtimédfund in case of a law violation.

According to the city council the transaction wagdl as they acted in
accordance with the contract previously approvetisigned. (Bakos 5, 2010)

The mayor of Makd, Péter Buzas responded to thegekaby highlighting
that Mrs Jb6zsef Magori, the local representativeéhef opposing political party had
been perfectly informed about the financial tratisacas a member of the committee
responsible for the project, and he stated thaattien was a political action against
his personality. As the plan had been preparedomperation with the different
supervisory bodies, every part of it was corredte Tetter indeed existed, and the
mayor ensured the media and the parties conceha¢thiey would find a solution as
soon as possible. The constructing company woutdiragee working on the project
undisturbed, and 20% of the building was readyrasiously timed. (Bakos 6, 2010)

Agnes Molnar, the state secretary for developmedt@ordination visited
Mako, and she declared at the press conferenceaticarding to the result of the
investigation, which detected irregularities, thénigtry of National Development
would stop transferring the European Union fundhe city council. Péter Buzas
maintained the opinion that everything had beenezhiout in a lawful way, and the
construction would not stop.

Molnar also described that there were several git@lematic EU-funded
projects in Hungary, and that the funds would kengferred as soon as the
discrepancies would end. The problematic point stdisthe interest-free loan from
the city council to the constructing company. Theeor replied that the experts agreed
that this was a legal transaction. They did nogirex official notice that they should
stop the works on the site, so they would contitieeconstruction. (Delmagyar 5,
2010)

The opposing political party initiated an irregutiannvestigation, but the
construction works were not stopped. The invesbgabund that the construction of
the spa was not against the laws and regulatianshes disbursement of the fund
restarted. (Sipos, 2015)
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2.5.4 Celebrating the Progress

On 5 May 2011 there was a celebration in the dgard¢ason of which was
the fact that the construction reached the higheisit of the building. 60-65% of the
premises were ready, and in the fore coming péesslvisible works would be carried
out, such as electric gearing and sheathing wdrk8-160 people worked on the
building, which was the highest structural architee investment of the town. Mr.
Kovacsics highlighted that once ready, the spa @vbel a Hungaricum, and as such
beautiful spa had not been built in the previouydérs in Hungary, this single fact
would attract 4-500 thousand visitors annually. Spha was expected to be finished
in the autumn of 2011. (Szabd 5, 2011)

By this time it became clear that this project Imeane of the controversial
ones ever carried out in the region. Local resslpnitested against the 50-metre pool,
experts questioned the necessity of such an enarmeastment, and the project fell
prey to political fights as well. The local goverant was determined to carry out the
investment, in spite of all the objections and ieast because they truly believed that

once it would be ready, the spa would change ties Ibf the local residents and Mako.

2.5.5 Challenging Plans, Creative Solutions

The diverse forms and materials demanded unique fardchations. As the
plans did not always include the solutions for @dtails of the building, the
constructors were in constant contact with the giesi company. During the
implementation of the works, subcontractors angbeys were selected from among
the most reliable and qualified partners of KEVIBR. and previous subcontractors
of Makona Ltd., thus ensuring the expected qualitthe final establishment. As the
building would be exposed to an extensive loadtearm and temperature, a great
emphasis was placed on the protection of the builiraterials and structures. The
protection of the concrete structures and woodemeihts is ensured by a special
coating, and the modern ventilating and heatindesys controlled by the stabile
operation of a building surveillance system. (Médg, 2011)
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2.5.6 The Fire

In the afternoon of 22 August 2011 a fire broke iouthe dome of the spa
over the adventure pool, and one-third of its avaea destroyed. It took one hour for
the firefighters to stop the flames. Due to thellason of the dome, the interior of the
building remained intact. The leaders of the cartding company were optimistic,
they hoped that the inauguration ceremony woul@ fallece at around Christmas.
(Szabo 6, 2011)

According to the investigation the fire was a residlla fatal accident. As it
was extinguished quickly and professionally, thendge was only a couple of million
forints, and the delay would be only about 10 daysrder to minimize the delay, the
workers worked overtime, and additional workersevemployed. (Szabo 7, 2011)

Imre Makovecz died on 27 September 2011, so hedawatl see one of his
greatest works completed. His works highly contiébto the townscape of Mako.
(Delmagyar 6, 2011)

2.5.7 Opening the Spa

The construction works were finished in the firaysl of January 2012. After
the test operation of the establishment, the teah@icceptance of the complex took
place. The staff of the spa was given time to bectamiliar with the novelties. Open
days were organized on 17 and 18 of January todate the building to the interested
public. (Delmagyar 7, 2012)

3000 people visited the Hagymatikum before thegu@ation ceremony. The
guided tours were fully booked well in advance. Titg council organized a gala
session in the conference hall of Hotel Korona xpress their gratitude to the
participants of the project to their role in thastyuction. (Bakos 7, 2012)

The opening ceremony of the Hagymatikum was orgahia the square in
front of the spa, on 20 January 2012. The estahksit employed 100 people, but the
civil council expected it to create 400-600 new kpbaces in the near future due to
the possible new tourism-related facilities of thmwvn. Local residents were

encouraged to build guesthouses, restaurants dret otlated facilities, and to
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welcome the visitors in a friendly way, to conttiéto the living of their children and
grandchildren.

Gergely Horvath, the general manager of the Huagarourism Plc. ensured
the audience that they would inform the touristeudbthe newly built spa, and
encourage them to come and visit it, however,peaels on the local residents whether
they make them a returning guest or not. Horvaghlighted that the Hagymatikum
is a unique spa as it offers facilities to all gaeiens, and this is the factor that
distinguishes it from other similar establishme(Bakos 8, 2012)

During the construction works 10 006 of concrete, 800 tons of reinforcing
steel, 450 mof laminated wood support, 1500° mf wood and nearly 3000 of
glass were built into the buildings. (Miklossy, 401

2.6 The Building of the Spa

The exterior of the building is partly composed‘dassical’ motives of
Makovecz: the dual domes of the pavilion and thdl rbailding resemble the
Stephaneum of Piliscsaba, the composition of th@ ertrance are similar to that of
the theatre of Lendva. The presence of slate orothfeop of the complex reminds the
spectator of the Church of the Holy Spirit of Paklse roof of the indoor adventure
pools, including 29 smaller and 1 larger dome, tiogewith the glass dome with the
finial, are intended to symbolize the water buigtout from the ground. (Kovacs,
2012)

The enormous entrance hall is covered by a largeedd he restaurant and
the children’s corner are located under similart &mwaller wooden domes. The
thermal water pool is covered by a leaf-shapedcaira. We can witness the most
spectacular view in the area of central thermal:gndhe middle stands a pillar with
the height of several storeys, and ornamenteddweke (Kovacs, 2012)

Originally this pillar would have served as a hdgentain. However, as it
would have resulted in the deformation of the weodeofing, the air circulation
system is hidden within the pillar. (Foldes, 2012)

The pillars in the corridors and the surroundinglpaesembling white trees
hold a gallery, and continue in pillars ornamenbgdhuman heads. The building
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reminds the spectator of the churches designeddiioiecz in the last two decades,

with a symbol of a spring in the centre. (Kovadl2)

The side-domes resemble the Turkish baths, andantjerity of the light

arrives from above and not from the sides, whi@vigles an extraordinary ambiance

and characteristic appearance to the spa. (Makp264d4)

In the following section | would like to introdudke present facilities and

services offered in the Hagymatikum nowadays.

Pools

At present we can find the following pools in tlasomplex of Mako:

4 pools serve medical purposes with thermal water:

Medical gymnastic pool: depth: 1.2-1.3-meters, wagmperature: 32°C
Medicinal weight pool: depth: 1.2-2.2 meters, waéenperature: 35°C
Chess pool: depth: 0.95 meter, water temperatuf& 3

Sitting thermal pool: depth: 0.95 meter, water terapure: 37°C (Bede,
2014)

The rest of the pools can satisfy the needs atgdlgroups:

33-metre-long swimming pool: outdoor training pém swimmers
Adventure pool: indoor pool with swirling stream

Cave pool: indoor pool with an artificially createave

Outdoor adventure pool: with springs and jets

Outdoor baby pool

Outdoor splashing pool: designed for children

Relax pool: a pool in the wellness area

Sherwood pool: indoor children’s pool with many deping tasks
Slide pool: outdoor landing pool for the 75-metoed slide
Toddlers’ pool: indoor pool for the smallest guests

Well pool: The pool closest to the sauna world whane can cool him-
or herself after the sauna (Hagymatikum, 2015)

Sauna World
On the basement level of the spa there is a SauvmddWith 9 saunas
(Hagymatikum, 2015):

Aroma sauna
Flood of light sauna



20

Herbal sauna
Infra sauna

Kelo sauna

Makd sauna
Steam cabin

Intim sauna

Great Plain Sauna

Medical Services

‘Services provided by the medical section (Hagyhkuati, 2015)

Pool baths

Medicinal massage

Mud treatment

Medicinal weight bath

Underwater medical gymnastics

Medical gymnastics on land (recommended for childred adults)
Underwater jet massage

Hydrocarbonated bath

Therapeutic group swimming, recommended for thogkeul8 years
Electro-therapeutic treatments

A complete treatment’

The medical services can also be used with sarsalrance referral, in this

case the treatments cost only a couple of hundredyétian forints. (Szanto, 2012)

Wellness Services

Wellness Massage Types

There are several wellness massages that the ga@sthoose from:

Swedish massage

Herbal massage

Aroma massage

Lava rock massage

Pampering “Sissi” massage

Coffee massage

Dead Sea salt skin regeneration massage
Tibetan therapeutic honey massage
Chocolate massage
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Bioptron treatment (Hagymatikum, 2015)

Wellness Baths

The following Wellness Baths are available in tregiAmatikum now:

Mud tub therapy

Dead Sea salt bath

Dead Sea salt bath enhanced with aroma oils
Refreshing aroma bath (sensual stroking /cickaxeg|
Parajd salt bath (sulphur-iodine/ herbal / aloayer
Cleopatra bath

Red wine bath (Hagymatikum, 2015)

2.7 Summary

In the prior sections | have introduced the historyhe thermal water and

the spa of Makd, and the adventurous constructidheoHagymatikum, the new spa

of the town. Several debates and hardships accaatpéme implementation of the

project, and some steps of the construction maeléottal residents dissatisfied with

the huge investment.

In the following section, | will introduce the reseh methods that | have

conducted to reveal the initial hardships of thertpthe steps that the management

has done so far to solve these problems, and tmeoapof the visitors and local

residents about the Hagymatikum.
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3 Research Methodology

3.1 Introduction

| have done an extensive research in order tombmuch information on
the topic as possible. | used several researchauetthat are introduced in the

following chapters.
3.2 Secondary Research

Secondary research is the summary, comparisonrasheldoction of existing
research. (Crouch, Houdsen, 2003)

Secondary research is often used in the first pbasesearch to reveal the
existing and required data. In some cases onlynskzcy data are used.

The most important issue in secondary researtteiftl and correct citation
of the original sources, which might be earlieresrsh reports, different printed

contents and different statistics.

Literature Search

| have visited the Szabo Ervin Library of Budapastl the Tourism Library
of the Budapest Business School to find books edlab the spas of Hungary and
especially to the thermal water and spa of Maklave also visited the Somogyi
Kéroly Municipal and County Library of Szeged taszh for newspaper articles about
the construction of the new spa. The Internet veasched for some missing data, but
a great emphasis was put on using as much writenature as possible during the

research procedure.

Literature Review

The literature for the literature review was basedcontent analysis of
different spa literature. The content was thoroygxlamined and then selected based
on the fact whether they contained relevant infdimmaor not. During the literature
review | tried to introduce the history of the tmed water of Makod, and the

importance of the question of the new spa in tieedli the residents of the city. It has
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generated great emotions and sometimes sharpaterdinong the leadership of the
town and the local people.

3.3 Primary Research Methods

Primary research can be defined as first-hand nmétion collected in the
form of observation, in-depth interview, surveyg.eThis information collecting
method is especially useful when few literatureses<in connection with a given issue,
either because it is a recent topic or one thabviextensively investigated. (Driscoll,
2011)

Surveys include two basic types of questions. Clesaled questions enable
the answerers to respond to the questions by eiefrtm among a number of given
options. Their main advantage is that the resukscmick and easy to evaluate.
However, due to the limited and fixed number ofgiole responds, the evaluator of
the survey might not reflect the true opinion & tesponder.

Open-ended questions give the respondents theofreedl expressing their
opinion with their own words, as there are no prexeined answers. The main
advantage of these questions is that they reffecekact thoughts of the answerers.
On the other hand, the evaluation of the answeimni-consuming, and it is difficult
to group and analyse the answers. (Sincero, 2015)

Observation is a widespread method of collectingary data. Its two basic
types are participant observation and unobtrusbservation. In case of participant
observation ‘a researcher may interact with paréicts and become part of their
community’. (Driscoll, 2011, p. 160)

On the contrary, when conducting unobtrusive olsem, the researcher
does not interact with the participants, but rati@e down their actions.

As it is hard to gather all the required informatifrom observation,
interviews and surveys often have to be appliededs Although these data are rather
‘self-reported’ than ‘first-hand’ data, they areogloways to collect primary data.

Surveys should be used if one wishes to examineral tor pattern in a
group’s opinion, experience, etc. They can be usexbllect few information from

several people, hoping to make general conclusions.
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Interviews are used to gather detailed, in-deptbrimation from a limited
number of people, for example in case of askingxert about his or her opinion.
(Driscoll, 2011)

3.3.1 Secondary Data Research

Originally an interview was planned with the cutremecutive manager of
the Hagymatikum, but | received neither a dateafomappointment with her, nor the
necessary answers for my questions via e-mail.

For this reason | had to collect information abthé problems and their
possible causes via Internet.

| have also found the results of a survey that wasducted by the
Hagymatikum among 900 randomly selected guestagitiie summer of 2012. | have
decided to shortly summarize the published datahag can serve as a basis of

comparison with the results of my own study.

3.3.2 Primary Data Research

| have decided to conduct an on-line questionnaineveal the opinion of
the people who have already visited the Hagymatjlkamd to investigate the possible
causes why others have not visited the spa yet.

| have chosen Facebook as the main ‘distributianokl’ of the link of the
survey, as my mother was born in Magyarcsanadsante of my relatives still live
in the region, and have several local friends wduo tell their reliable opinion about
the spa. Obviously | was eager to hear other opsas well.

The main reason why | chose to conduct a surveytwagach as many
potential respondents as possible. | wanted toivedbe unbiased opinion of the
answerers, and in case of an anonym survey peadetd express their opinion more
freely, as they know that their names remain hidden

| have tried to limit the number of questions te tleally necessary ones in
order to enable people with limited time to fillntas well. For this reason the majority
of the questions were closed-ended questions. & teso created closed-ended

questions with the option of an individual open-ethdnswer as a last option, because
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| wanted to give the opportunity to the respondergive their own answers in case it
was not listed among the possibilities. My surveytained only one open-ended
guestion, referring to the possible amendmentsthigatesponders would carry out in
the spa, as | did not want to influence the ansWweguggesting any possible answers.

The survey consisted of 4 parts, depending onrik@ers that the responders
gave. The two questions referring to the age amdeyeof the answerers were asked
from everybody, but afterwards different questiappeared depending on whether
they had already been to the Hagymatikum or notl #hose answerers who had not
visited the spa yet received different questiongedding on their answer to the
guestion referring to their intention on visitingetHagymatikum in the future.

Chart 1 Age Distribution of Answerers

Age Distribution of Answerers

m 15-25 years = 26-35 years = 36-45 years = 46-55 years m 56-65 years = 66-75 years m 76+ years

Based on the Author’s Research

The survey was filled in by 233 people, 57 men &rd women. The above
chart shows the age distribution of the answedthough the number of those aged
between 15 and 25 years is dominant, the othegiaygs are also represented.

I have also visited the spa myself to be able tanfan opinion about the
Hagymatikum, and to conduct some personal observati
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3.4 Data Analysis Methods
3.4.1 Quantitative Research

Quantitative research is analyzing data with thép h&f statistics and
mathematical techniques. The aim of this type cleagch is to create and use
mathematical models and theories that belong tooeegs. These data are always
expressed in terms of numerical forms, for exangpdgistics, percentage, etc. The
results of the given sample should reflect unbiapeoportions of the entire

population. (Given2008

3.4.2 Qualitative Research

Qualitative research focuses on a smaller grodgrget audience in order to
reveal the reasons behind their behavior. It usekepth methods to find descriptive
information for a couple of questions that can haljiding a hypothesis or find a
solution for a problem. (QRCA, 2015)

3.4.3 The Author’s Research

As my dissertation focuses on the possible waysaréasing the reputation
and the number of visitors of the Hagymatikum,aibh de considered as a qualitative
research rather than a quantitative one. Althowghesstatistics are introduced in the
next chapter of the paper, they cannot be percagepresentative because of the
low number of answerers and the high proportiolocdl residents among them. On
the other hand, the main focus was on the answemrsmmendations on the
improvement of the facility, and for this objectitree number of answerers was high
enough.
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4 Research Analysis and Results

4.1 Introduction

Financial problems appeared shortly after openiegriew spa in Maké. It
could bring profit only in the summer months, am@ tocal government had to
subsidize the Hagymatikum with enormous amountsafey. In October 2012, the
managing director of the spa resigned.

In the following chapter | will introduce the retilof my research on the
history of the Hagymatikum after it opened, howsth@roblems were intended to be

solved, and what other steps could possibly ma&epia more profitable.

4.2 Hagymatikum: the First Months of Operation
4.2.1 The First Months of Operation

The management of the Hagymatikum put a great esmploa the proper
information boards, this was the reason why all itl@ortant information was
available in Romanian and Serbian as well as ingdtian and English. As the number
of Romanian guests had been significant in theipvswspa as well (at weekends 50%
or even 70% of the guests were Romanians), the geament felt it important to make
them feel comfortable. The number of Serbian visiteas also significant.

In order to favour the Romanian guests even mbeertanagement of the
Hagymatikum sent 15 of its employees to a 4-mordgm&nian language course. As
the general manager of the spa said, lifeguardbjea and therapeutic masseurs were
sent to language courses. The financial backgrofittte education was supported by
a cross-border European Union tender that wasdetkto help 3 Hungarian and 2
Romanian spa towns in boosting their tourism indest (Szabo 7, 2012)

In April 2012 Delmagyar.hu reported that severaihfaaian sites (especially
those for the residents of Arad) wrote detailettias about the Hagymatikum, saying
that it started a new era in the life of Makd. Sgmenalists discovered similarities
between the works of the Catalan architect Antcai@®, others suggested that this is

the way how Romanian settlement could also imptbe& facilities. Many of them
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highlighted the wide range of services offerechm$pa, and a large number of photos
were attached to the articles as well. (Major 1,2)0

Children under the age of 18 could participate lerdpeutic swimming
classes in the spa, and as the costs were covetée Bocial insurance, their parents
did not have to pay for it. (Delmagyar 8, 2012)

According to the comment of one reader on the lartibose children who
could not swim yet were taught to swim as well, anthany cases there was a great
improvement in the children’s state and health ttu¢he therapeutic swimming
classes.

The local government announced in the last daysebfuary 2012 that the
city council decided on paying the deductible mdrthe medical treatments to the
Hagymatikum directly. With this decision the cityuncil intended to encourage local
residents to avail themselves of the medical treatsr The National Health Insurance
Fund of Hungary covered 85% of the price of the ic@dreatments of the spa.
Although the local government of Maké had covetsel temaining 15% previously
as well, the guests had to pay it to the spa aed tbuld reclaim the money later.
However, this procedure often lasted for severalnttng and it might have
discouraged many people. (Szabé 8, 2012)

According to the article of Szab6 (Szabo 9, 2012)evitine’s Day was
celebrated in the Hagymatikum with special decoraéind programmes: the building
was decorated with pink and red balloons, strigbtary hearts, random dates, funny
weddings, erotic infusions in the saunas, speoiektails and a disco with DJs around
the adventure pools. Although the spa was not édlerly and younger people were
chatting besides and inside the indoor pools.

According to the comments of the article, locaidests were disappointed
that they could not use their Maké Card to entergpa during the event, and as a
result, they celebrated Valentine’s Day elsewhere.

By the end of May 2012 much of the landscaping ¥isished, and the
outdoor areas of the spa were also opened. Fron23heMay the slide and the
adventure pool started to operate, and four sfieftlss were planned to open as well.
A huge sand box was built for the small childremj &he Kelo sauna was built from
300-year-old Finnish trees and 15 million forir{@zabd 10, 2012)

In the last days of May a 250-forint wardrobe sarge was introduced in

the Hagymatikum for the summer months. The reasothfs was the low number of
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wardrobes: the management of the spa expecteth@iédnd visitors daily, and there
were only 1133 wardrobes in the changing roomsth&y experienced that several
people did not use the wardrobes during the suntimey decided to solve the problem
of the low number of wardrobes this way. Peoplésitason tickets and those who
arrive to medical treatments did not have to payhe wardrobes during the summer,
either. (Major 2, 2012)

4.2.2 Summer: the Months of Profitability

During the summer months the number of visitors thedncome of the spa
was satisfactory, and there was an increased stteréhe medical services as well.
Compared to the figures of the previous year, thalver of the visitors and the income
also grew significantly, and the leaders of the lspped that the expectations about
the annual visitors would be realised. (Szab6 0122

In the first weekend of July four sports fields wepened that could be used
free of charge all summer long. In July and thetfpart of August 2012, several
programmes were organised in the Hagymatikum,dMimimax Kid Beach. During
these weeks sports events, a circus, natural sttated programmes and a beach
party were organised. (Delmagyar 9, 2012)

The Kid Beach was a real success, several thousandsitors tried the
games and programmes organised by the spa. 24tamneasured the well-being of
the children. For the adult visitors football cortipens, bikini shows and beauty
consultations were organised. (Szab6 12, 2012)

Thematic night swimming programmes were also abhldladuring the
summer months in the Hagymatikum, with discountetlaece tickets and massage
fees, and special sauna sittings. These were maisited by younger people, but
some elderly guests also tried the programmesn{Bgyar 10, 2012)

The Hagymatikum accepted SZEP Cards (SzéchenykiRgl€ards) from
the time the new element of the cafeteria systesintaoduced, and it seemed to be
a popular method of payment: 15-20% of the guestsl their SZEP Card instead of
cash payment. In the spa the visitors could useatfor buying their entrance tickets

and consumption in the restaurant. Although theyredgikum had some expenses
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with the transactions, according to the generalaganof the spa, they still profited
from them. (Németh, 2012)

4.2.3 Financial Hardships and Debates

In September 2012 Imre Kovacsics, the managing cidire of the
Hagymatikum announced that the spa struggled \ettiogs financial hardships. The
40-million operating expenses were covered by tieeme only during the summer
months (realizing a 58-million income in July, aad2-million income in August),
the income of the previous months did not coveretkgenses.

In the period from January to August, the totalome was 244 million
forints, while the costs amounted to 320 milliomirits, which was equal to a 75-
million forint loss for the spa.

As aresult, the opening hours were modified, ewtbekdays the spa opened
only at noon instead of 8 o’clock in the mornindieTnumber of employees was
decreased by 50 people, and the number of managersiecreased to three. The
general manager offered the city council that haldioot accept his salary in case he
not make the spa profitable until the end of thary&he local government accepted
the rationalizing plan, and decided on a 45-milharnt increase in the capital as well.
(Termalonline 1, 2012)

However, the cost-saving actions did not bringekpected results. As the
mayor of Maké commented the general manager woale meeded a wonder to
operate the Hagymatikum in a profitable way, anthis situation the knowledge and
experience was not enough. At that moment the dudvfithe spa was unknown, the
possibility of closing it for the winter months wakso mentioned. (Termalonline 2,
2012)

Kovacsics did not view his resignation as a persdéaiéure, as the spa
remained unprofitable in spite of his efforts. Heoaeexpressed that as long as people
would not have more money in their pockets, noipooiuld be expected. The whole
industry was fighting with this problem, but theusition of Mako was extremely hard
as it did not have enough accommodation to attoagtsts. (Szabé 13, 2012)

Nandor Nagy, the managing director of the CommNwi-Profit Ltd. was
appointed to be the new leader of the spa. (Temmia®2, 2012)
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As the mayor of the town explained, their aim vitte change of the leaders
was to reconsider their marketing strategy in otdettract a much higher number of
visitors in the future. Their aim was to make Makspa town.

Nandor Nagy said that he considered the increasieeofiumber of visitors
his primary goal. Due to the proximity of the tegborders, they relied on Serbian and
Romanian guests as well. They also planned to stacboperation with local
enterprises in order to create packages that cattiagetive to those guests who arrive
from farther as well. The banks of the Maros, tearby adventure park and the ‘Tree
crown’ (a walkway among the trees) could all prevattive holiday programmes for
those interested.

Magori, the parliament representative of Maké amoed that they would
turn the attention of the State Audit Office of Hpany on the case of the
Hagymatikum, and ask them to investigate whethercibnstructing and operating
procedures of the spa were regular. She said thatimportant to know who is
responsible for the situation, and highlighted thatpreliminary reports counted with
500-600 thousand visitors annually, and the prediagicome would have covered not
only the operating expenses, but the interest afstee loan taken for the investment
as well.

The politician also highlighted that there weréeasst 5 or 6 spas operated in
the Southern Great Plain that were easily accesfibin Makd, and their entrance
fees were all much below the prices of the Hagykoati (Szabé 13, 2012)

Political debates were constant about the enormmuestment, and it was
always the mayor and Kovacsics who were found yuir the inappropriate
operation. Magori highlighted that the manageméwoiukl consider the disposable
income of the local residents when they deterntieeptrices, and the visitors should
also be properly informed if a pool is not opergtbefore they purchase the tickets.
(Bakos 9, 2012)

The local residents were outraged that the cityncibthad to support the
Hagymatikum by a further 80 million forints, ash&d already received 52 million
forints at the beginning. The mayor of the town ireaed everyone that they had to
spend approximately 100 million forints annuallytbe previous spa as well.

According to industrial experts the unprofitabildaf/the Hagymatikum could
be predicted, as during the redesigning proceswber surface became too small in
order to adapt to the financial framework. (Delmegy/l, 2012)
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In December 2012 the city council discussed thaetan the examples of
Gyula and Héviz, they should not expect the Hagikuiat to be profitable from the
very first moment. In Gyula 50 years had to pad8s the spa became successful, but
before the change of the regime it had been aatéteprise, and it did not necessarily
have to make profit.

Today in Hungary only 5 or 6 spas operate in aiage way, the most
successful one is the spa of Héviz, and there argyrapas, also famous ones that
generate losses.

According to the opinion of Cséfan, who had beendhector/manager of
the Castle Bath of Gyula for 10 years, Kovacsics m@ such a good leader as he was
said to be. For a short period of time Kovacsies &d the Castle Bath of Gyula, and
under his leadership a sauna park was built irsplaewithout permission, and thus it
had to be demolished later.

Cséfan considered the project of the Hagymatikumistake, and advised
the city council of Mako not to expect the spadgbofitable in the near future. (Bakos
10, 2012)

4.2.4 Marketing and Recognition

In November 2012 a study tour was organized foes\ournalists within
the framework of the Hungarian and Romanian Codiper®rogramme. They visited
the spas of Makd, Oroshaza, Gyula, Buziasfiadd Menyhaza. The aim was to
increase the number of visitors and guest nighth@towns by common marketing
plan, partnership and development. (Delmagyar Q22p

The Hagymatikum was awarded by the Foundation fonsBuctors’
Masterworks as the best sports and health estaidishbuilt in 2012. The jury
appreciated the quality of the construction andftimetionality of the building. The
outstanding cooperation of the principal, the desigand the constructing company
was also taken into consideration, as well as #uo¢ that this was the last great

architectural work of Imre Makovecz. (Delmagyar 2812)
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4.3 The Second Year of Operation

On the occasion of the first birthday of the Hagtikuam, every visitor could
enter the spa at a 50% discounted price. They &laedanvited a clown with balloons,
a magician, and prepared sandwiches and a caledetorate the event.

Gabor Nagy, the marketing manager of the spa irddrthe media the future
plans of the spa: they wished to prepare more mgskand events for the families,
and they wanted to increase the number of theovssin the medical department.
(Szabo 14, 2013)

4.3.1 Financial Plans

In 2013 the planned subsidy of the Hagymatikum ftbenlocal government
was 170 million forints. The mayor of Mako highligd that the spa was still the
flagship of tourism, the new industry of the tovBuzas highlighted that although the
planning of the Hagymatikum started before the enun crisis, they would have
carried out a similar project if they had known abthe crisis as well. The only
difference would have been the form of loan they &pplied for to invest.

According to Nandor Nagy, the managing directothaf spa, the financial
goals were moderate. They calculated with a 470emiforint annual budget, which
would be composed of a 300-million forint incomeldne 170-million forint subsidy
from the local government. They decreased the esgseby 40 million forints by
lowering the energy and marketing costs. They debie the same number of visitors
as in the previous year, but they wished to in@etiee clients of the medical
department by 10 thousand people. The entrancewess not increased, and they
planned to create several packages, some of whtbhavwcashback guarantee in case
the guests would not feel satisfied with the s@vieceived.

Gabor Nagy, the marketing manager said that theytedato achieve that
local residents feel the Hagymatikum their own $fma.this aim they have created an
advisory body from the regular guests and thosk satason tickets, and asked for
their ideas and remarks in order to improve thevises and premises of the
Hagymatikum. (Szab¢ 15, 2013)
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4.3.2 Changes in 2013

Nandor Nagy, the managing director of the Hagynuatikresigned onsi
April 2013 as the leader of the Hagymatikum and@oenmunal Non-Profit Ltd. to
work in his family business. (Szabo 16, 2013)

Beata Scheitzner was appointed to be the new mamalgiector of the spa.
She was an experienced professional, as she h&adavorBelgium as a sales manager
of a department store, and, after returning homdakd, she had been the leader of
the Tourinform Office of Mako for two years. Latgre led a company specialised in
tourism and urban marketing, and opened a fast festaurant.

She was willing to continue what her predecessutesd, and that she would
spend her whole day in the spa. She was eagep#arierce all fields of work within
the establishment in order to fully understand dfgeration. She promised the
employees to organize trainings if necessary, amel wished to create close
cooperation with touristic service providers. Shented to achieve that all the 13
thousand Maké Card owners would be regular gudstseoHagymatikum, and she
wanted to improve the sales approach in the spab(17, 2013)

From 16" September 2013, two spa doctors were practiciegraitely in the
spa of Makd, from 1 pm until 7 pm every weekdayisTdervice could be utilized by
those who already had a documentation about theass, even without a referral of
the general practitioner. The spa was planningxteral this service if there was a
need. The consulting room was equipped with thet Mmas&lern equipment, it cost 1
million forints, and was financed by the own budgethe Hagymatikum.

The local and regional residents could not only trgemedical services of
the spa free of charge, but those who arrived fiteeneighbouring villages received
a travel allowance as well. (Szabo 18, 2013)

In the second half of September 2013 the Hagymattituas classified as a
national spa, which meant that not only local aggianal residents were entitled to
use the medical treatments with the financial leélfhe Social Insurance, but all the
residents of Hungary. What is more, foreign vistoould also visit the spa on the
advice of their doctors, and the social insurarmmpanies of their home countries

could cover the expenses.
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As a result of the increased interest towards plag tsvo more masseurs were
hired in the Hagymatikum, and the number of theéwais in October increased by 30%
compared to October 2012. Beata Scheitzner and Beéras visited Osterhofen, the
sister town of Mako to see if there was local iestrin the spa of Mako. They
experienced that the services provided by the Bpmkoé met the requirements of the
potential German guests.

The Human Resource Committee of the Hungarian $sadation spent its
2-day external meeting in Mako. All the 10 peoplersv satisfied with the
Hagymatikum, and they gave useful pieces of adeitenanaging the spa in an even

more successful way. (Szabé 19, 2013)

4.3.3 Investigation and Criticism from the State Auditfi®é of
Hungary

The State Audit Office of Hungary investigated thanagement of the local
government in the period of'Uanuary 2007 and SDecember 2011. According to
the summary of the investigation the assets ofldbal government increased by
30.7% as a result of investments and renovatiohs.State Audit Office found that
the management activities were executed in accoedaith the legal regulations.

However, the report criticized the constructiortled Hagymatikum, as the
hazards of the investment during decision-makingewmt evaluated correctly. The
local infrastructural facilities, the distributiarf the clientele, the purchasing power,
the number and distance of the nearby spas, tbemrahd timing of the investment
were improperly assessed. Gyogyfirditd., the company established for the
operation of the Hagymatikum was unprofitable dgiiime examined period. (Bakos
11, 2013)

4.4 The third Year of Operation

In the New Year the management did not increasestii@nce fees to the
spa, but extended the number of available serviggseitzner, the managing director
of the Hagymatikum expressed her positive expeaxtatithat the tendency of the

increasing number of visitors and the increasingemees of the past year would



36

remain constant. The local government plannedlteidize the Hagymatikum by only
140 million forints.

They were also planning to organize several enteénghprograms, because
all the 30 such programs organized the previous kiad been really successful.
(Szabo 20, 2014)

In the spring of 2014 the management of the spdracted with some
German touristic companies in order to attract asyrGerman guests as possible.
This was announced on a City Council meeting, togretvith the plans of Scheitzner
on reducing the amount of the necessary subsicynb200 million forints. (Bakos
12, 2014)

The Hagymatikum received the second prize from Ithernational Real
Estate Federation (FIABCI) in 2014. The Prix d Hlee Awards have been
organized since 1992, and the spa of Makd was adasecond in resort category.

FIABCI operates in 60 countries, and has been agan the Prix
d Excellence Awards to call attention to the topedareal estate developments
operating for at least one year. The spa of Maké allbbowed to participate in the
international competition due to its results in tloenestic competition in the previous
year. (Bakos 13, 2014)

In the first days of June 2014 two new open-attedj one for the families
and a kamikaze slide were opened in the HagymatikBoth of them were
constructed besides the landing pool of the alreagisting ‘anaconda slide’, as this
landing pool had originally been planned for thsédes.

The two new slides cost 14.4 million forints alttdgg. The investment was
financed from the budget of the town, and it cooddrealized because of the lower
subsidy needs of the spa.

New services were also introduced: on TuesdaysTandsdays aqua fitness
classes were organized from 6 pm, and land-basgsiqgtherapy was also available.
New types of massages were introduced: people ahddse from coffee massage,
chocolate massage, honey massage and herbal massagk (Delmagyar 14, 2014)

On 12" September 2014 Hotel Glorius, the first 4-staehot Mak6 opened
with 37 rooms and capacity for 74 people. The aagbuilding had been built in
1926, and was bought by a subsidiary of the Hodwéesarhely-based Bodrogi Bau
in 2012. During the reconstruction and inner desifjithe building the constructors

tried to summon the atmosphere of the Art Deccestylthe 1920s. The total costs of
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the investment were nearly 700 million forints, fm®ject received funds from the

European Union and the Hungarian government as Wedlire is a honeymoon suite

and a president suite as well as a restaurantangtipacity of 100 people and a café.
50 cars can be parked in the car park of the hatel,a conference room also took
place in the establishment, its capacity is 50ss8dte entrance of the hotel is close to
the Hagymatikum, but fithess and wellness facgitge available for the guests on-
site as well.

Upon its opening the hotel offered packages withlt@ard, and it included
an entrance ticket to the Hagymatikum as well. iZmusonline, 2014)

In the meantime, several apartments and guesthouses opened in the
town. The first three ones opened in 2012, thethemndour in 2013, and Bastya Hotel
was renovated in 2013 as well. In 2014 six othartapents and guesthouses entered
the competition for the guests, and 7 further éstatments in 2015. All of them are
special and represent a different style, rangenfices and price level for a different
segment of the market. (Booking, 2015)

According to the guest statistics and a relativedy trend, the typical guests
of the Hagymatikum besides foreigners are Hungag#red people who spend their
time with travelling to try different spas of a reg or Hungary.

This attitude seems to become a trend, and the drlzdted issue of building
one more spa in the Southern Great Plain seems soloed: several visitors come
from Transdanubia to try as many spas in the regisnpossible: besides the
Hagymatikum they can visit the spa of Szeged, Mdlah, Oroshaza or Gyula as
well, and the dream of the town leaders seems toiméng true: to achieve that guests

spend more than one night in the region. (Bako044)

4.5 The Most Important Events in 2015

In February 2015 the city council voted a 50-millidorint aid for the
Hagymatikum after a hot debate about the finantég. management of the spa
originally required 70 million forints, but GyodrgMadik, a representative of the
settlement proposed that the business plan of shebleshment should have been
redesigned so that 50 million forints would be egtotrom the local government. He
argued that in the previous year 95 million forimsre supplied and 20 million were
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lent for the Hagymatikum from the town, the slide=re built on the costs of the town
and the spa received 5 million forints through anidation as well.

Czirbus, the vice mayor of Maké recommended thaieBzner to pay
premium to the employees only if the spa geneataf, referring to the extra salary
that the workers received in the previous year.

The figures of the previous years’ subsidies wertobows: in 2012 the spa
received 70 million forints, in 2013 176 millionrints, and in 2014 95 million forints.
(Makohirado, 2015)

In April 2015 the Hagymatikum was awarded with &os®l prize in a
competition published by Hungarian Swimming PootAmlogical Association and
the Hungarian Spa Association. The participatirogjifees had to be built after 2010,
and the applications had to be secured with a motto

The professional jury awarded the second pricé¢éoHagymatikum in the
category of public spa, the material included tiheeaature pool area designed by Imre
Makovecz, and the detailed technical and aestHescription of the adventure pools.
(Delmagyar 15, 2015)

In the first days of October 2015 the Hagymatikuasvawarded fifth in an
online voting by termalfurdo.hu in the categoryugcoming spas. 170 thousand
participants voted for their favourite establishtsern three categories nearly 200
Hungarian spas participated. (Delmagyar 16, 2015)

The first prize of this category of the competiticalled The Upcoming Spa
of the Year was awarded to the Cserk&sBath and Medical Centre, the second prize
was gained by the Demjéni Thermal Valley in DemjBme Jonathermal Medical and
Adventure Bath was elected the third best upcomsipg in Kiskunmajsa, and the
Berekfiurdi Thermal and Beach Bath was chosen the fourth Bpa.Hagymatikum
received a higher rank than the spas of MérahalRomgacs, Tamasi, Tiszakécske and
Komarom, which can be considered as a real sucoésthe establishment.
(Azevfurdoje, 2015)

These prizes and awards help the Hagymatikum ofdMakoecome better
known and attract more visitors. Several peopldligigely on the results of such

competitions when deciding on their destination.
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4.6 Research Among the Visitors

A survey was carried out in 2012 and the resultstath were published in
an article on Delmagyar.hu on'26eptember 2012, and showed the opinion of 900
randomly selected visitors of the Hagymatikum ity &und August of 2012 about the
spa and the town of Maké. In the following paradgrap would like to summarize
these results of this survey in order to introdtieeopinion of the visitors about the
newly opened spa of the Southern Great Plain. (Bgy@ar 17, 2012)

4.6.1 The results of the Survey

75% of the visitors were Hungarians. 42% of themewecal residents, 25%
of them arrived from other settlements of Csongradnty, 11% travelled to Maké
from Budapest, and the remaining 21% from othetspafrHungary. The majority of
the foreign visitors arrived from Romania, and #pa seemed to be outstandingly
popular among the residents of Arad, who constitdt of the total foreign guests.

According to the survey the spa was mainly visibgdpeople with higher
degree of education: 84% of them had at least myatexam, and 43% had a college
or university degree.

In terms of the marital status of the respondahts,Hagymatikum seemed
to be successful in making the spa popular amongliés: 66% of the guests had
children, and 62% of these people had two or mbildren.

The results also highlighted that the ‘good repotabof the spa was mainly
forwarded by the word of mouth, and the visitors laappy to return to the town: the
majority, 60% of the non-resident guests had alrdesn to the town before. 41% of
them heard about the Hagymatikum from a friend, 3tfb of them read about it on
the Internet. 83% of the answerers arrived by aad, nearly all of them could find
Mako easily.

The guests of the spa were willing to visit othights and monuments of
Mako as well: half of them visited the adventurastalso, and 32% of the answerers

went to the museum as well.
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88% of the answerers found the Hagymatikum goaeéalty good, and rated
the establishment elegant, attractive, child andlfafriendly on a scale ranging from
1to5.

The beauty and cleanliness of Maké received antandshg good result, as
well as the hospitality of the local residents. leer, 72% of the answerers proposed
some possible amendments in the spa: 32% of thessenhithe 50-metre pool, and

26% of them considered the services overpriced.

4.7 Primary Research

After reading the outline of the survey made in201have found it a little
one-sided, so | decided to create my own, up-te-datvey to see and analyse the
results, and to compare them to the results obtieel have found: to see whether the
opinion of the visitors changed or not, whetherd¢hare any further remarks, etc. In
the following paragraphs, | would like to show arhlyse the results.

The main way of surveying was sharing the questorron Facebook.

The questionnaire was filled in by 233 people. Alibh this sample is not

representative, but conclusions could be drawn fiteranswers as well.

4.7.1 Introducing and Analysing the Results

75% of the answerers have already been to the Hatggum. 77.7% of them
liked the spa very much, or felt positive about9if/% of them could not decide
whether they felt positive or negative about tha. sf2.6% of them did not like the
spa at all, or did not really like it.

This means that the majority of the visitors hgabaitive impression about
the Hagymatikum, but in my opinion a really suctd@sspa should increase the
number of those guests who are really satisfied thieir services.

Those who felt negative about the spa, mainlyaiziéd the high prices, the
standards of the establishment, the limited nurabétre adventure pools and that they
were all similar to each other which made the spanly. A respondent criticized the

young summertime seasonal workers as he had féwema tude and impudent.



41

80% of those who have been to the Hagymatikum lalswat it because they
were local residents, and a further 10% also heal lor regional origins, relatives or
studied in Maké previously. 5 answerers mentioragatistic newspapers as their
source of information about the Hagymatikum, 7 raladut it on online forums, and
8 answerers saw advertisements on it. 12 peopleedrollowing the advice of their
friends. Multiple answers could be given to thigsfion.

From the above data we can conclude that the magket the spa could be
more intensive. | have also received verbal andtewifeedback that many people
have never heard about this spa.

67% of those who have visited the spa would be yapa 50-metre pool
was built in the Hagymatikum. This partly shows tieed of local residents who lack
the opportunity of swimming in the spa, as manyhein would be regular guests of
the establishment for this reason. 38% of the Etpje who have already been to the
spa would welcome some indoor slides, as at prélserd are slides only besides the
outdoor pools. 31.5% of the answerers would visit $pa during events organized
during the weekends, for example live concertsfantivals.

42% of those 175 people who visited the spa higkdid that they loved the
helpful staff, 68% of them loved the unique builgli?2.3% of them chose the Sauna
World as a memorable part of the Hagymatikum, adfb vere especially satisfied
with the quality of the services. This shows tneg tjuality of the services definitely
need some improvement.

85.7% of those who visited the Hagymatikum woukdme to the spa, which
is a relatively good ratio, but in my opinion theasshould make efforts to decrease
the number of visitors who would not return. Thesgtors mainly criticized the
number of pools and claimed that the existing doek the same, and complained
about the lack of a reasonably sized swimming pOole answerer mentioned the
careless personnel who did not pay enough attetdidhe offenders, and a mother
claimed that her children repeatedly received dt®s after visiting the spa, and she
blamed the inappropriate hygienic conditions asaammeason for the illness.

88% of the 175 people would recommend the spatierstto visit. This
number is higher than the number of those who woetdrn themselves, and one
person reasoned this discrepancy as well: he whatealthough he would not return
to the spa, in his opinion everybody should seeeanctheir lives the beautiful

construction designed by Imre Makovecz.
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Some of those who have not been to the Hagymatimehdo not plan to
visit in the future either, answered that they wiordther choose another spa in the
region where the price and value ratio is betteainly the residents of Budapest
answered that it was too far from their home, whinay indicate that the region should

be made more attractive for them by more attrastion

4.7.2 Guests’ Recommendation to Improve the Spa

My last question for those who had already be¢hddiagymatikum referred
to their opinion on how the spa could be improv@everal useful recommendations
were made, and if some of them were implementedst poobably more local,
Hungarian and foreign guests could be attracted,they would be more satisfied
with the facility.

The pools and slides received the highest numberitafism. Families with
small children wrote that there are not enougheslid the Children’s world. Several
people mentioned that the number of ‘big’ slidesasenough, either, and bigger ones
should be built also. Moreover, at present theeslidperate alternately, one slide at a
time, and there are often breaks when they stogingas well. One answerer found
the landing pool of the outdoor slides too small.

One main problem with the pools for the visitorssywanainly for local
residents, the lack of a proper, deep swimming ,pa®khe existing ones are mainly
used by families and the elderly generation. Maggpbe play in the pools, and jump
into them from the sides, thus swimming is not pgmesat present. The lack of the
outdoor 50-metre swimming pool was mentioned is $sgction also. Others remarked
that all the pools are similar, so the spa is rabwing, and more adventure pools
should be built, and they should be more intergsfline number of hangers for bags
and towels was also criticized around the pool#) #se summer season it is difficult
to find an empty hanger.

Some elderly guests had problems with the swithanadventure pool, as
they did not expect to be swept away, and theydcaat hold on and exit the swirl
area.

Families with children also mentioned that the fgmaiellness has still not
been built, as it had been eliminated from theionailgplans of Makovecz.
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Another great field of criticism is the prices. $eal answerers wrote that the
price-per-value ratio was not optimal, especiallthie winter season when the outdoor
pools were not operating. One person who arrivaterpool with her foreign friends
wrote that her friends had found the pricing systeny complicated and complex that
should be simplified. One answerer suggested th#te retired people and the
residents of the region would receive more disc®@antl more favourable prices, then
more Hungarians would visit the facility.

Table 1

The basic entrance fees for the Hagymatikum aréofteaving

Wellness All week long
Combined (valid for the thermal, adventure anchirgj pool) Price

Adult admission 2200,-HUF
Adult admission with locker 2400,-HUF
Concessionary admission* 1700,-HUF
Concessionary admission with locker* 1900,-HUF

Family admission all day (2 adults + 1 child undiéryears) 5000,-HUF
Family admission all day (2 adults + 1 child uniléryears) with | 5400,-HUF
locker
Every additional child (1 child under 14 yearssifree under the 1000,-HUF
age of 3.) without locker

Sauna admission (with valid ticket) 800,-HUF
Adult combined ticket after 16.00 1800,-HUF
Concessionary combined ticket after 16.00 (pensgrstudents,| 1500,-HUF
children)

Source: Hagymatikum, 2015

The dressing rooms received some criticism, alssitofs complain about
the fact that it was hard to find their wardrobege do the inappropriate boards.
Sometimes family members or friends arriving togetieceive wardrobes in different
parts of the spa, and it takes several minutasdotfiem. In wintertime the wardrobes
and the changing cabins were found to be too smsglecially by families arriving
with children. On days when there is a high numbkwisitors the number of
wardrobes is not enough. This was the reason wly #sk money for using the
wardrobes during the summer, but this was alsopoeee of criticism, so maybe the
solution would be to extend the size of the chaggoom and supply more wardrobes.

Although nearly half of those answerers who hadhlieghe Hagymatikum
mentioned the helpful staff as one positive charéstic during their stay, some other

answers criticized the attitude of some staff measb@ne of them mentioned that the
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young summer workers were really impudent, and satier comments also
mentioned that the attitude and behaviour of tieg®el needed some improvement,
and that they should have behaved in a kinder am@ melpful way. Some remarks
also mentioned that the pool guards did not ndtieeoffending guests.

Some complaints were made on the medical departmgnivell. One
answerer indicated that it was not utilized enouxyhwhich she might referred to the
fact that the employees received their wages feridie hours as well. Two people
mentioned that the medical department should ba dpeng the weekends as well,
or at least the visitors should be able to make #ppointments at the reception. One
of them suggested that during the peak seasonéaplg could work at the reception
as well.

The answerers mainly criticized the Sauna Sittingee Sauna World. One
of them advised that during busy days more sittsigsild be organized, and not only
in one sauna. Another idea was to do some sittimtigee steam cabin as well, because
they exist in several other spa facilities. Onespercomplained that there were few
Sauna Masters working in the department, and aheftauind the Sauna sitting fee an
exaggeration, as those who wished to use the SAlanlal had to pay an extra fee
already.

Some other remarks include the maze-like natutiesotbuilding, and that due
to the lack of the appropriate information boatds easy to get lost. In the children’s
world the flooring was proven to be quite slippdrgcause one mother complained
that her 1.5-year-old daughter had fallen and Inela¢e head.

Some of those who had participated in a thematghtniprogramme
complained that the spa should stay open for Iqragethe pools had to be vacated 20
minutes prior to midnight.

The more regular cleaning of the more hidden pzfrtee building was also
criticized, as there was dust on the wooden elesnainthe roofing, and some spider
webs in the corners of the rooms.

Two of the answerers highlighted that during thé swonmer days there is
not enough shadow in the outdoor area, which pighatuld be solved by planting
more trees or installing more beach umbrellas.

Some really good ideas were written about the ptessprogramme
opportunities. One answerer proposed that the nesmneigt of the spa should organize

more programmes to the children as they wouldctthe parents of the children as
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well, so it would generate a high income for tha.gpne man wrote that probably
they would visit the spa more often if live musiogrammes would be organized
more often. Another idea was that matches coulgrbgected so that people could

watch them from the outdoor pools.

4.8 Comparison of the Results of the Two Surveys

Although | have examined the Hagymatikum from dedént aspect than the
creators of the previous survey, we can find sowerlapping between the two
questionnaires.

From among the answerers of the earlier questioen@8% of the visitors
had a good or really good opinion about the esthbient. From among my answerers,
only 77.7% of those answerers who have visitedsffee had a good or really good
opinion — which is a 10% decrease in the positititude. We might consider what
caused this decrease?

The other common field of the two surveys was theree of information
about the Hagymatikum. As for the questionnairedcated in 201, 60% of the non-
resident guests had already been to the town hefb? of the answerers heard about
the spa from a friend of theirs, and 31% read abmtHagymatikum on the Internet.
According to the results of my survey, 80% of thoasbo have been to the
Hagymatikum were local residents, and a further 14186 had local or regional
originsor connections. Only 5 answerers mentioradigtic newspapers as their
source of information, and 15 of them gained datenfthe Internet. 12 people arrived
following the advice of their friends. Although thesults of my questionnaire suggest
that my survey was filled in mainly by local resite but also shows that ite

Hagymatikum is not well-known among the resideritslangary.

4.9 Personal Observation

In October 2015 | have visited the Hagymatikum iides to be able to add
my personal experience and opinion to the disserntais well. As it was autumn, the
outdoor pools were closed, so we could only userntieor pools, and we have paid

the entrance fee to the Sauna World as well.
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My general impression about the spa was absolptaitive. Upon entering
the entrance hall of the building, we could findesal informative brochures about
the Hagymatikum, Hotel Glorius, and several sigimd facilities of Maké and of the
region, in Hungarian as well as in English and Roiara The receptionist was really
helpful. Although it was not highlighted on thegailist but we did not have to pay
for the wardrobes, as it is valid only during thensner months. However, | have
found the prices slightly too high, as the two efpaid 4800 forints for the tickets,
and as the outdoor area was closed, the gener&@sidmfee covers basically the two
indoor thermal water pools, the educational podl the resting areas only.

The changing area definitely needs to be changeds/iapinion as it is a real
challenge to find one’s wardrobe in it. As far agds concerned | could not observe
any logic in the numbering of the wardrobes, anckome returned from the pool area,
we had to find our cabinets again, and it took @oseveral minutes to do so.

The positive feature of the changing area is tleetfaat it is coeducational,
and only the shower area is separated for the genid@ways find it annoying when
we need to select our clothes due to the factwieabheed to go to separate changing
rooms.

The adventure pool-area is amazing and really isgve. The building itself
is unique, and the two pools are enjoyable. Asag @& Thursday, early afternoon, there
were hardly any visitors, and the pools were naromowded. Both pools are filled
with thermal water, so it was really pleasant targo the water. The cave pool was
really romantic, and | really enjoyed the swirlisigeam as well.

However, | missed the indoor slides. | had visitedouple of other spas
before the Hagymatikum, and all of them had indsdimies which | really enjoyed to
try. Although the construction of the building istndeal for installing indoor slides,

I might consider a solution for this problem if asva manager of the Hagymatikum.

In the Sauna World 5 saunas operated out of thfes Qve found out later,
Thursday was the day when the lowest number ofesawere switched on during the
low season. The lady at the reception of the S&odd was extremely helpful, she
described all the operating saunas, and informedaighere would be a Sauna sitting
from 3 o’clock, and we would not have to pay foeither, only subscribe on a list.

We have also tried the restaurant of the Hagymatiki is a moderately
priced, fast-food type of restaurant with a relalywide selection of food. The main

reason behind choosing this type of restaurant imag¢ been the aim of attracting
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many visitors. The quality of food was acceptahteyever, the cashier did not know
that one of us ordered the daily offer, thus werlgeended up paying more than
necessary. In my opinion it would be useful toaditrce a program that can record the
daily offers, thus the guests of the restauramatdeel fooled.

Upon departure | also had troubles with the hayeds. One of them was
damaged, and all of them blew cold air except feg which, however, was in a height
of 2 meters.

Although | had a positive general impression of $pa, | believe that it is
very important to concentrate on the small detasisvell if the management of the
Hagymatikum wants to make the spa a competitiveraaltly successful one.

4.10Summary

The Hagymatikum of Mako faced a crisis 8 montherafthad been opened
in January 2012. The main reason was that aftesticeessful summer months it
started to generate huge losses that could notveecame by dismissals and the
shortening of the opening hours either.

After the change of the managing director the sibmaslowly started to
improve. Several programmes were organized tocatitaitors and to decrease the
seasonality. After about half a year the managingctbr resigned again, and a third,
experienced and qualified lady received the pasitio

The building was awarded by several prizes and Isdeaielopments took
place also. Journalists from Romania and Serbi& wetited to familiarize with the
establishment and to introduce it to their nation.

A 4-star hotel and several guesthouses were loulétable to accommodate
the expected increased number of visitors.

In 2013 the Hagymatikum became a National Spa, wimeant that a much
higher number of visitors could arrive for medit@atments financed by the Social
Insurance.

However, according to the results of my online syrthere are many fields
where the Hagymatikum could improve in order tortmere attractive to local residents
and Hungarian and foreign visitors, and to geneestenany returning guests as

possible.
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5 Conclusions

5.1 Introduction

In the following section | would like to proposense possible ways how the
management of the Hagymatikum could increase th&eu of their visitors and thus
increase their revenue as well. My conclusions @agosals will include marketing
actions as well as possible programme opportunpieésing method amendments and

possible construction works to invest into.

5.2 Conclusions of Analysed Results

From the results of the questionnaire we can ddagv donclusion that
although the Hagymatikum is an impressive spa wittide range of services and a
relatively high number of pools, the managemenindefy needs to reconsider some
policies and marketing activities in order to agkieetter guest satisfaction and
become better known in Hungary as well as abroad.

From the verbal feedback and from the answersefjttestionnaires it was
clear to me that several Hungarian people haverrieeard about the Hagymatikum.
This means that better marketing strategies ardetei® order to make the spa better
known in Hungary. Foreign promotion might also helattract more visitors not only
from Romania and Serbia, but other European aneBuwopean countries.

However, due to the several debates, inapproppiaténg policy and high
number of foreign visitors, the local residentsndt visit the Hagymatikum as often
as it could be expected. Many of them complainetienquestionnaire that the losses
generated by the spa are financed from the tastsith collected from them, but they
are not regular guests because the establishneks those pools and services that
would make it attractive to them. Furthermore, theg the entrance fee too high for
regular visitation. The lack of attractive prograesiduring the weekends also keeps
away local residents.

The number of pools is criticized in several comtaeand remarks. This
means that the possibility of building some morelpshould be considered after

consulting with locals and visitors about theirropn and preferences.
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5.3 Recommendations for the Improvement of the Spa
5.3.1 Marketing

In order to become better-known in Hungary, an rmsitee promotional
campaign would be necessary, especially in thegseason, when people decide on
their summer holiday destinations. Several newslshze published on turizmus.com
and in the daily newspaper Turizmus Panorama BullAtticles on the programmes
and events, and advertisements with the availadéices and promotional offers
should appear in the tourism-related magazinesgf@das is an expensive, but very
effective way of advertising, as the ads appearthenscreens of those who are
interested in the spas of the Southern Great Rdaigenerally in the region.

Probably the best way of advertising abroad isigpéting in travel fairs:
they are visited by several people who are seagchon new destinations and
favourable offers. Although the participation ca@ tather costly, if the spas of
Southern Great Plain join forces to rent a commiamds it might be worth the
investment in the long run.

FITUR, the International Tourism Trade Fair of Miadifor example, was
the meeting point for 9419 exhibitors from 165 dos or regions, 125084 trade
participants and 97467 visitors from the generdllipun 2015. What is more, 7398
journalists of 60 countries were also present poireabout this event after returning
home. Service providers can meet each other teeamrenew packages, but at the
weekend the fair is open to the public as welkh exhibition area of the trade fair
exhibitors’ stands are set thematically, and heatid wellness-related companies
have their own hall, where they can promote he#dilrism and the different
destinations. (Ifema, 2015))

Reisemesse is organized in Dresden every yearjtaado has a health,
wellness and spa travel section. It is especiatianized for the public, and due to the
long and close relationship between the GermanHamdjarian tourism industries, |

believe that the German market can be a huge artbddHagymatikum.
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5.3.2 Pricing

The pricing is an important, but very sensitiveng@&t of a company’s
business plan. Much criticism was formulated byadhewerers of the questionnaire
related to the high prices. However, the costs raisi be considered in case the
pricing is changed.

My recommendation regarding the price derives frogn own experience
related to our visit to the spa. As the outdooripda not operate, | found the entrance
fee too high, mainly if | also consider that the&pris the same in the summer, when
all the outdoor pools can be used as well. Althotlyh heating costs make the
operation of the building more expensive in wirttegin during the summer, lower
prices would probably attract more visitors to tHagymatikum, and thus more
revenue would be generated. So my first recommandas to differentiate the
summer and winter seasons by changing the prige®yocomposing attractive

packages, for example including the sauna ticketse entrance fee.

5.3.3 New Investments

From the answers of the local residents it is cleat they miss a 50-metre
pool where they can swim without being disturbedthyse who use the spa for
relaxation. In my opinion the management shouldiest|plans and the construction
for a pool where swimming contests could also lgaized, because it would also
increase the revenues of the spa, and the pe@leieeness of the Hagymatikum as
well.

A creative solution would also be necessary toalhsit least one or two
indoor slides, together with another indoor poekduse the variety of the pools and
facilities during the winter season is relativelyop. Although such an instalment is
hard to be fit in the present conception, but cardus improvement is necessary also

in order to remain interesting for those who haveaaly been to the spa of Maka.
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5.3.4 Accommodation Development

Although one hotel and several guesthouses welie & the existing hotel
was renovated since the new spa was opened, amdishe motel and a camping on
the border of Mako as well, my opinion is thattbwn lacks a spa hotel that is directly
connected to the Hagymatikum. Such related accoratimsd can be attractive to
many guests, as they can enter the spa as the glids¢ hotel, and those visitors who
arrive in Mako to visit the spa might also be ies#ed in staying in such a hotel.

As Hotel Glorius is only a couple of meters awaynirthe Hagymatikum, it
might be worth to connect it somehow with the sgathat the hotel guests would not

have to exit the hotel building to reach the bath.

5.4 Reflection and Evaluation of the Author's Research
Methodology

During the research project | was intent on findapgpropriate information
on my chosen topic from a wide range of sourcésmvke visited three libraries and
read several articles in tourism journals and enititernet. | have prepared an online
survey which was filled in by 233 responders, amgpied crucial information to my
dissertation. | have also visited the Hagymatikumorder to obtain a personal
impression about the establishment. Although mgretb organise an interview with
the general manager of the Hagymatikum, | hopeltbatild frame up the first years
of the operation of the spa, and the hardshipsdmieagement had to face.

The hypothesis that | have stated in the firstiseaif the dissertation is the
following: ‘The popularity of the Hagymatikum of Mé can be increased by proper
actions in order to attract more visitors.” Through different researches | have been
searching for proper information to support my hyyesis. Considering the results of
the research and the proposed possible ways alctitty more visitors to the
Hagymatikum, we can state that the hypothesis cstatethe beginning of the
dissertation has proven to be true.
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5.5 Suggestions for Further Research

As this paper mainly focuses on the history, progec guest opinion of the
spa of Makd, and few words are spoken on other spdle region, it would be
interesting to investigate the situation of theeotmportant spas of the region. A
researcher might want to reveal the facilities amavices that make each spa
successful in order to help other spas become wmrgetitive and successful by

introducing these fields of activity and strategasswell.

5.6 Summary

The topic of my dissertation was the introductidrthe thermal water and
the spa of Makoé.

In the first chapter | have summarized the histfryhe thermal water and
the spa of Maké and the steps of the constructidheoHagymatikum.

After a short research methodology overview, | haxeewed the hardships
following the opening of the establishment, anddfferts already done to overcome
these problems.

In the following session | have introduced the hssof an earlier and a fresh
survey and proposed some possible steps that coak# the Hagymatikum even
more successful, and proposed some further posskkmarch possibilities on the

topic.
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Appendix

Word-page statistics:

Statisztika:

Oldalak szama: 52
Szavak szama: 17 166
Karakterek szama (szokdz nélkal): 85 832
Karakterek szama [szokozdkkel): 102 560
Bekezdések szama: 509
Sorok szama: 1676

Szovegdobozokkal, labjegyzetekkel és végjegyzetekkel egyltt

The Questions of the Survey:
*Kotelezé kérdés/Compulsory question
5/1. oldal /Page 1 of 5

Nem/Gender*
e N6/Female

E Ferfiimale

Eletkor/Age*

L 1525
26-35
36-45
46-55
56-65

66-75

O O o o0on0nn

76+
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Jart mar a Makoi Hagymatikumban?/Have you ever beéme Hagymatikum?*

> Igen/Yes

e Nem/No

A kovetked oldal utan: 1 / After the following page: 1
5/2. oldal/Page 2 of 5

Honnan hallott a Hagymatikumroél?/How did you kndvoat the Hagymatikum?*
Egyszerre tobb valasz is megjeloliidtultiple answers can be given to the question

B Hirdetéslbl/From an advertisement

= Helyi lakos vagyok/I am a local resident

Rokonok laknak a kérnyéken, igy tudtam rola/Sommypfrelatives are local

residents and | heard about the spa from them

IsmeBsok ajanlottak, akik mar jartak ott/My friends Haekn to there and
they recommemded it to me

Internetes férumon olvastam réla/l had read abtoort en online forum

Turisztikai folyoiratban olvastam rola/l had redsbat it in a touristic

journal

Egyeb/Other

Mi az altalanos véleménye a férdl?/What is your general opinion on the Spa?*
> Nagyon tetszett/I liked it very much
Tetszett/l liked it

Nem tudom eldodnteni/l cannot decide

Nem igazan tetszett/l did not really like it

O 0O 0O 0o

Egyaltalan nem tetszett/l did not like it at all
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Milyen szolgaltatdsokat, medencéket latha még seiva furdben?/What services
and/or pools would you be happy to see in the Spa?
Egyszerre tobb valasz is megjeloliidvultiple answers can be given to the question

' 50 méteres medence/50-metre pool

2 Hétvégi rendezvények (koncertek, stb.)/Programmesgl the weekend

(concerts, etc.)
Csuszdak a beltéri medencében/Slides in the ingloolr

Egyéb/Other‘

Mi az, ami kifejezetten tetszett 6nnek a tilvdn?/What did you especially like in
the Spa?
Egyszerre tobb valasz is megjeloliidultiple answers can be given to the question

" Akedves szemelyzet/The kind personnel

A kuldnleges épllet/The special building
A Szaunavilag/The Sauna World

A szolgaltatasok szinvonala/The quality of the mew

Egyéb/Other

Mi az, amin esetleg valtoztatna, ami kevésbé taxéhat would you possibly

change, that you disliked?

L L]

=]
| i

Visszatérne maskor is a figdge?/Would you return to the Spa?*

> Igen/Yes

e Nem/No
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Ajanland masoknak is a fitit?/Would you recommend the Spa to other people?*
> Igen/Yes

e Nem/No

A kovetked oldal utan: 2 / After the following page: 2
5/3. oldal/Page 3 of 5

Tervezi, hogy a kozelj@ben felkeresi a Hagymatikumot?/Are you planningist

the Hagymatikum in the near future?*
> Igen/Yes

e Nem/No

A kovetked oldal utan: 3 / After the following page: 3
5/4. oldal/Page 4 of 5

Miért nem?/Why not?*
Egyszerre tobb valasz is megjeloliidultiple answers can be given to the question

" Nem szoktam fiirébe jarni/l never go to spas

A kérnyéken mas fukibe jarok inkabb/I visit other spas in the region
Tal magasnak tartom a beligpgy-arat/The entrance fees are too high for me

Egyeb/Other
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