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1. GENERAL CHARACTERISTICS OF THE 

DISSERTATION 

 

Modern society operates in the conditions of globalization and 

dynamic changes. This complex process and opportunity create 

challenges for social policies and related spheres of economic and 

social life.  

Conditions are being created for migration dynamics and 

refugee waves, which are aimed both at moving people to avoid 

dangers and risks in the social environment, and at seeking livelihoods 

and work in foreign countries that provide better social conditions. As 

a result of the opportunities for free travel, work and settlement, as 

well as due to the presence of minority communities in our country 

belonging to different ethnic and religious groups, the modern school 

is characterized by increasing cultural diversity and communication 

and interaction of pedagogical and other specialists, employees, 

parents, students with different values and cultures. 

The specificity of the education of multicultural communities 

in Bulgarian schools requires management aimed at creating a positive 

and tolerant, diversity-supporting and communicative environment, 

specific and effective management of the educational process and 

setting goals leading to quality and equal access to education, support 

for pedagogical specialists to improve their competencies for working 

in a multicultural environment, development of the physical 

environment to create comfort and good conditions for learning, 

including technological ones, etc.  

 

1.1. Relevance and significance of the study 

 

The choice of the topic of quality management of education 

when working in a multicultural environment is justified by its 

relevance and significance.  
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The topic is relevant, since the multicultural environment in 

which most of the institutions of the preschool and school education 

system operate due to migration processes or segregation of ethnic 

groups in certain regions of Bulgaria, the need for modern 

management models to ensure the quality of education in accordance 

with the specifics of kindergartens and schools is particularly 

important. Good practices that have proven their effectiveness are 

being developed, implemented and multiplied between institutions 

with similar specifics of the environment, but sufficiently clear, 

measurable and reliable criteria for assessing the management of 

kindergartens and schools in a multicultural environment have not 

been developed, which would objectify the achieved quality of 

education and help make effective decisions. 

The significance of the topic is justified by the following main 

contradictions: 

 Between the increased European and national requirements 

for the quality of education and the unsatisfactory final results of 

students from international studies. 

 Between the need to ensure the quality of education in all 

institutions of the preschool and school education system and the 

insufficient research of the possibilities for management in a 

multicultural environment. 

 Between the social necessity and commitment of the public to 

the quality of education and the insufficient research of the attitude of 

pedagogical specialists to the quality in a multicultural environment 

and the realization of the potential of options and models for the 

management of institutions in a multicultural environment. 

 

1.2. Purpose and objectives 

The aim of the dissertation is to research and identify 

characteristics of the management of educational institutions in a 

multicultural environment and to develop a conceptual model for 
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quality management, contributing to effective management in an 

environment of diversity. 

The tasks of the study, determined by the goal, are: 

1. To make a theoretical analysis of multiculturalism as a concept 

and outline the differences between monocultural, multicultural and 

intercultural education, the principles, functions and approaches to 

working in a multicultural environment. 

2. To present the functions and roles of participants in the 

educational process and the environment for ensuring the quality of 

training, upbringing, socialization, support and adaptation of children 

and students. 

3. To analyze the features of the management of institutions when 

working in a multicultural environment by studying the challenges of 

moderating relationships in a multicultural environment, integrating 

children and students, providing resources and quality of education. 

4. To empirically study aspects of the educational process and the 

management of the educational institution in a multicultural 

environment in order to derive recommendations for improving the 

quality of education. 

5. To develop a model for managing the quality of education when 

working in a multicultural environment. 

 

1.3. Object and subject 

The object of the study is the multicultural environment in 

which children and students are educated, raised and socialized in 

modern society. 

The subject of the study is the processes, phenomena, and 

relationships that underlie the management of the quality of education 

when working in a multicultural environment. 

The multicultural environment requires specifics of the 

organization and management of the educational institution in order to 
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ensure quality education, upbringing and socialization of children and 

students, which we will try to prove. 

Formulated hypothesis: if an innovative management model is 

applied in the multicultural environment of the institution, which 

corresponds to the specifics of training, management and 

communications with participants in the educational process and 

stakeholders, then good prerequisites are created for ensuring equally 

accessible and quality education for children and students. 

 

1.4. Methodology and organization of the study 

The research methods include: 

 Theoretical analysis of contemporary literature, regulatory 

documents and research on the issues of the dissertation work. Within 

the framework of the theoretical analysis, a systematic study and 

critical review of contemporary Bulgarian and foreign scientific 

literature related to the problems of education quality management, 

inclusive and intercultural education was carried out. Basic theoretical 

concepts, models and approaches were analyzed, as well as good 

practices applicable in the conditions of a multicultural educational 

environment. In parallel, an analysis of the current regulatory 

framework was carried out, including strategic and program 

documents in the field of education, in order to clarify the regulatory 

framework and its applicability in practice. Content analysis was 

applied for a systematic study of regulatory documents, educational 

strategies, institutional policies and internal acts of educational 

institutions. Through its application, key categories and concepts 

related to the quality of education, inclusion and management of 

cultural diversity, as well as the degree of their reflection in official 

documents, were identified. 

 Empirical research methods. The main empirical method is 

the survey conducted among directors of educational institutions and 

pedagogical specialists. The survey includes closed and open 
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questions aimed at examining the management practices, attitudes and 

experience of respondents related to ensuring and improving the 

quality of education in a multicultural environment. The study covers 

a target sample of participants from different educational institutions, 

which allows for greater representativeness of the results. A 

comparative analysis was applied in order to compare different 

management practices and approaches in the studied educational 

institutions, as well as to establish similarities and differences between 

individual groups of respondents. It identifies effective models for 

quality management in a multicultural environment. 

 Statistical and diagnostic methods for describing, 

summarizing and analyzing the results of the research work. Statistical 

and diagnostic methods, including descriptive statistics (frequencies, 

proportions, averages), as well as analytical methods such as 

correlation analysis to establish dependencies between the studied 

indicators, were used to process and analyze the collected empirical 

data. The results are presented in tables and graphs, which helps their 

interpretation and the drawing of justified conclusions. 

 

2. STRUCTURE AND MAIN CONTENT OF THE 

DISSERTATION 

To achieve the goal and objectives, the dissertation work is 

developed in four chapters. 

Two of them are related to a theoretical analysis of 

multiculturalism, the principles, functions and approaches to working 

in a multicultural environment, the functions, roles of various contact 

groups and the peculiarities of the management of institutions when 

working in a multicultural environment with an emphasis on the 

integration of key competencies in children and students and the 

moderation of cooperative relations in providing resources and quality 

of education. 
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The third chapter of the study presents an empirical study of 

the opinions of teachers and managers of educational institutions with 

a predominant number of bilingual children and students according to 

previously determined criteria, aimed at managing the educational 

process for the formation of key competencies in students and 

managing cooperative relations to create an inclusive environment and 

conditions for quality education. 

Based on the study conducted and its conclusions, the last 

fourth chapter presents a developed model for managing the quality of 

education when working in a multicultural environment. 

 

2.1. CHAPTER ONE. Organization and management of 

educational institutions when working in a 

multicultural environment 

The section has a theoretical-analytical nature and is aimed at 

clarifying the main conceptual and managerial foundations of the 

study. 

Within the framework of the chapter, an analysis of the 

concept of "multicultural environment" is made and the characteristics 

of multicultural groups in the context of educational institutions are 

examined. Various scientific approaches to multiculturalism are 

systematized and the importance of cultural diversity as a factor for 

effective management and quality of the educational process is 

substantiated. 

Characteristic features and curriculum of pedagogical practice 

between monocultural education, multicultural and pluricultural 

education, intercultural education, transcultural education, global 

education, international education are compared. 

The multicultural environment is considered as a type of 

social environment in which different cultures interact on the basis of 

three principles that are related to each other. The place and role of the 
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linguistic competence of children and students in the multicultural 

classroom is determined. 

Activities for studying the literary Bulgarian language are 

analyzed and summarized. 

Special attention is paid to the principles, functions and 

management approaches when working in a multicultural 

environment, highlighting leading management models and practices 

applicable in the educational context. The functions of management 

and their specificity in the presence of cultural and ethnic diversity are 

analyzed. 

In relation to the principles and approaches to managing 

education and upbringing in a multicultural environment, conclusions 

are made for: 

 Personality-oriented learning. 

 Learning that creates opportunities for inter-subject and intra-

subject connections. 

 Learning aimed at developing competencies. 

 Applying learning that corrects errors (corrective approach). 

 Learning that reflects the changing nature of cultures, 

provides opportunities for learning languages and forming key 

competencies and “soft” skills, supports the culture of other peoples 

and simultaneously educates in internationalism, an emotionally 

positive attitude towards representatives of other nations and respect 

for one’s own culture (dynamism). 

The chapter clarifies the roles and interaction between 

participants in the educational process – management staff, 

pedagogical specialists, children, students and parents, the importance 

of the educational environment in ensuring the quality of education, 

upbringing, socialization, support and adaptation of children and 

students in a multicultural context, as well as the main competencies 

and functions of the pedagogical specialist in this regard (Figure 1). 
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Figure 1. Basic competencies and functions of the 

pedagogical specialist in a multicultural environment 

 

The basic knowledge and competencies of the pedagogical 

specialist working in a multicultural environment are outlined (Figure 

2). 

 

 
Figure 2. Core competencies of pedagogical specialists working in a 

multicultural environment 

The results of the theoretical analysis form the conceptual 

basis for developing the author's model for management in a 

multicultural environment, presented and tested in the following 

chapters of the dissertation. 
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2.2. CHAPTER TWO. Management of educational 

institutions in a multicultural environment to ensure the quality of 

education 

This section of the dissertation has a theoretical and applied 

nature and is aimed at clarifying the relationship between management 

processes, the multicultural context and the quality of education. 

The main characteristics and dimensions of the quality of 

education are analyzed, and their content is examined in the context of 

modern educational policies and regulatory requirements. The role of 

management as a key factor in ensuring and maintaining quality in 

educational institutions is substantiated. 

The management functions and mechanisms for ensuring the 

quality of education are examined, with the emphasis on planning, 

organization, control and evaluation of the educational process. The 

peculiarities of the management of the educational institution in the 

conditions of cultural and ethnic diversity are analyzed. 

The basic principles of education can also be included as 

aspects of quality - scientificity, clarity, awareness, activity, 

accessibility, durability of knowledge, skills and habits, diversity and 

respect for human rights. They correspond to the functions of 

education, which provide information about the effectiveness of 

applied methods and techniques for progress, equal access, formation 

of social and key competencies in children and students, as part of the 

quality of the educational process: 

 Normative and regulatory function – compliance with state 

educational standards and their effect on the success of students, as 

well as the implemented school curricula and curricula. 

 Predictive function – the role of assessment in improving 

quality in certain aspects, planning measures for quality education and 

management, 

 Social function – formation of individuals with independent 

and free thinking who can solve problems, actively participate in 
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social activities (related to environmental protection, charitable and 

civic initiatives, etc.), adapt to the educational environment and 

prevent bullying and violence and prevent early school leaving. 

 Transformative function – as a result of the policies and 

measures taken, the quality of education in the specific institution, as 

well as the educational systems, improves. 

Special attention is paid to the management of the school in a 

multicultural environment, and specific management solutions related 

to communication and interaction between participants in the 

educational process are presented. The characteristics and importance 

of effective management communication in a multicultural school 

environment are clarified as a prerequisite for building an inclusive 

educational environment. 

The chapter also analyzes approaches to managing the quality 

of education in a multicultural environment, emphasizing the need to 

take into account the cultural characteristics of children and students 

and to implement inclusive management practices. 

A critical analysis of existing management practices in 

Bulgarian schools in a multicultural environment is made. 

The quality of education in institutions characterized by 

diversity is among the priorities of educational policies, both in our 

country and in Europe and the world. In summary, the principal's 

skills that are significant for the multicultural classroom and school 

are presented in Figure 3.  

First of all, the leader must determine the direction of 

development of the educational institution with a vision and mission 

that are appropriate and meet the specifics and needs of the 

children/students and parents, which are communicated in the school 

community, in order to create conditions for the recognition and 

engagement of the participants in the educational process. 
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Figure 3. Competencies of the director in a multicultural institution 

Of particular importance in a multicultural school is the 

manager's ability to create conditions for equal access for all students, 

an important part of which is the tolerant environment in which 

students are trained, educated and socialized. At the same time, 

supporting multicultural dialogue will create an opportunity for 

developing partnerships, students' communicative abilities, as well as 

various channels for communicating with their families. The 

motivation of students and teachers is also important for developing 

competencies and working in the multicultural classroom. Ultimately, 

integration and the created conditions for partnership and dialogue, 

trust and communication develop the organizational culture of the 

institution in support of competency-oriented learning and the 

personal development of children and students. 

The conclusions from the analysis create a theoretical and 

applied basis for developing and substantiating the author's model for 

managing educational institutions in a multicultural environment, 

presented in the following chapters of the dissertation. 
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2.3. CHAPTER THREE. Empirical study of the attitudes of 

pedagogical specialists towards training to ensure the quality of 

education in a multicultural environment 

The section is empirical in nature and is aimed at verifying 

and substantiating the theoretical propositions presented in the 

previous two chapters and the research hypothesis formulated in the 

third chapter of the dissertation. 

The purpose, tasks, stages and methodology of the empirical 

study are presented, as well as the research tools used. The choice of 

methods, the sample and the methods of data processing and analysis 

are justified. 

The empirical study is mainly associated with the 

implementation of the fourth task of the study, namely the study and 

analysis of aspects of the management of the educational process and 

the institution in a multicultural environment, in order to derive 

recommendations for improving the quality of education and to create 

a model for effective management in a multicultural context. 

The aim of the empirical study is to examine the quality of 

management of the educational process and of collaborative 

relationships in the school community and with stakeholders in order 

to assess the relevance of the approaches and methods used for 

training, upbringing and socialization of bilingual students and the 

effectiveness of the relationships for ensuring quality and equally 

accessible education in the specific multicultural environment. The 

results of the study serve to create an innovative model for the 

management of the educational institution, which will guarantee 

quality education for bilingual students, equality and conditions for 

successful adaptation and overcoming social exclusion. 

The empirical study is an attempt to answer the following 

scientific questions: 

 Is the competency-based approach applied when working with 

bilingual students to form and develop key competencies? 
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 Is the education and upbringing of bilingual students tailored 

to their individual needs and abilities/possibilities and are they studied 

in order to plan the most appropriate management strategies? 

 Are optimal opportunities for communication and cooperation 

created between teachers and students, teachers and parents, the 

principal and students, the principal and teachers, the principal and 

parents and between other contact groups for the development of the 

communicative skills of bilingual students and management of the 

quality of education in the institution? 

 Is there any relevance of the responses of teachers and 

principals/deputy principals to the research criteria? 

 Does the principal demonstrate leadership competencies in 

order to develop the teaching staff professionally and personally, in 

order to ensure optimal conditions for the quality of teaching and 

learning and the formation of competencies in students? 

 Does the school leader manage to create a positive 

institutional environment and an atmosphere of security, trust, 

tolerance, cooperation and mutual assistance in the work of the team 

working with bilingual students? 

 Does the principal provide opportunities for the exchange of 

practices and experience among teachers and with their colleagues 

from the country and abroad, and what is the effect of mutual 

learning? 

 Is the principal's self-assessment of the quality and 

accessibility of education for bilingual students objective and relevant 

according to his monitoring of the management? etc. 

The research process involves several sequential stages: 

 Determining the purpose, tasks, scientific questions and 

hypotheses of the study. 

 Determining the target groups participating in the experiment. 

 Preparing the tools by compiling questionnaires for the 

specified target groups and formulating research criteria. 
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 Conducting the survey. 

 Quantitative processing of information. 

 Qualitative analysis and conclusions from the empirical study. 

 The study tasks related to: 

 Developing criteria for diagnosis and interpretation of results. 

 Choosing an appropriate method for interpreting quantitative 

data. 

 Establishing the presence of a correlation between the results 

obtained from the survey of teachers and principals to ensure higher 

objectivity of the study and for the purposes of comparative analysis. 

 Drawing up recommendations and conclusions according to 

the results of the study. 

In this analytical part, the study focuses on the management of 

the specifics of training, upbringing and socialization of bilingual 

students and on interactions within and outside the school community, 

the motivation of students and pedagogical specialists in the specific 

multicultural environment, achievements and progress of bilingual 

students and measures to improve their results, communicative 

practices in the multicultural school and others, as part of the 

leadership competencies of the school principal to achieve equally 

accessible and quality education, and the development of cooperation. 

The study was conducted among 70 principals and deputy 

principals and 179 teachers and pedagogical specialists from 

educational institutions with a predominant number of bilingual 

students in different regions of the country. The aim was to examine 

their self-assessment of the quality of education in a multicultural 

environment. The survey was written, anonymous and distributed 

online, with closed questions and the possibility of free answers, 

which defines it as a mixed type. Likert scales with different degrees 

were used for both target groups, and a neutral position was also 

provided. The data were analyzed at the level of individual questions 

and summarized by criteria, in order to achieve more generalized and 
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reliable conclusions. Demographic data of the respondents were 

collected on the independent variables gender, age, teaching 

experience, education, position, place of work, type of institution, 

presence of professional qualification degrees in order to establish 

their influence on the dependent variables. 

Research criteria have been defined: 

 Criterion 1 – Application of a competency-based approach in 

the multicultural classroom when managing the educational process. 

 Criterion 2 – Management of inclusive education. 

 Criterion 3 – Management of communications and 

cooperation with parents and stakeholders. 

 Criterion 4 – Motivation and responsibility for success 

(Question No. 24, 25, 26, 27 and 28 for management teams and 

Questions No. 29, 30, 31 and 32 for pedagogical specialists). 

 Criterion 5 – Management of the progress of bilingual 

students (control, analysis of results, identification of measures for 

progress). 

 Criterion 6 – Self-assessment of the created conditions for 

quality and equally accessible education in a multicultural 

environment.   

The hypothesis of the empirical study suggests that there are 

statistically significant differences between principals/deputy 

principals and teachers in their assessments of the quality of education 

in a multicultural environment. 

The research focus is on perceptions of the quality of 

education in a multicultural environment, studied from the perspective 

of principals and deputy principals and teachers, as well as on the 

management of learning and relationships between participants in the 

educational process and with stakeholders in this environment. 

Descriptive statistical methods were used to describe and 

comment on the statistical data, as well as inferential statistical 

methods to draw conclusions and recommendations. Comparative 
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statistical methods were also used for some of the criteria, to test the 

hypothesis and take into account differences in opinions, as well as 

correlation statistical methods to test the hypothesis of association. 

Mean values were calculated for each criterion for each group and a 

two-tailed t-test was used, since the data are continuous and 

approximately normally distributed. The reliability of the scales was 

assessed by the internal consistency coefficient (Cronbach’s alpha) 

separately for each group and each criterion. 

The analysis of the results, conducted on the dependent 

variables – criteria of the study, taking into account the demographic 

characteristics of the respondents, provides the following information. 

The first five criteria confirm the hypothesis, since teachers 

assess their performance to a higher degree compared to principals 

and deputy principals, and the sixth hypothesis can be rejected due to 

the coincidence of opinions. These conclusions are made on the basis 

of measured p-values. The p-value indicates the probability that the 

established differences or similarities in the assessments are the result 

of chance, with its low values indicating statistically significant 

differences between the compared groups. 

The analysis of the results on the first criterion shows that 

teachers have an inflated self-esteem or actually use interactive 

methods, apply appropriate learning approaches, set tasks for bilingual 

students to extract information from different sources and conduct 

training according to their individual needs. The data obtained from 

the directors/deputy directors provide information that they assess 

their skills for competent teaching and learning lower than teachers, 

which was taken into account when developing the model for 

managing the multicultural environment in relation to planning and 

organizing the educational process, foreseeing a more specific topic 

for the control activity and/or criteria for measuring the effectiveness 

of the quality of teaching and learning. 
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The questions under the second criterion, relating to the 

management of inclusive education, also receive a higher degree of 

fulfillment by teachers in relation to the possibility of the development 

and manifestation of the personal potential of students whose mother 

tongue is not Bulgarian, their inclusion and conduct of extracurricular 

and extracurricular forms and activities, creating conditions for their 

socialization, etc., with the exception of stimulating students to 

accurately and clearly express thoughts and emotions, on which issue 

there is also a predominance of positive opinions, but with a lower 

share than the other questions. A different degree is also noted 

between the knowledge of the socio-cultural traditions of ethnic 

groups, which was highly rated by almost the maximum number of 

teachers, and the use of this knowledge in the teaching and learning 

process, on which issue half of them gave very good ratings. The 

principals and deputy principals are more critical and focus very well 

and well in their answers. The data obtained from this group of 

respondents show that most of the teachers link learning to the living 

environment of the students and take into account the rhythm of 

learning, including assessment, with the capabilities of bilingual 

students. The assessment of the leaders is also good and very good for 

the attitude of the teachers to seek assistance, if necessary, from other 

pedagogical specialists who have expertise in certain activities in 

working with bilingual students (psychologists, social workers, 

educational and health mediators, pedagogical advisors, resource 

teachers, etc.). The principals and deputy principals do not believe that 

teachers have the maximum level of prior pedagogical and 

psychological preparation for working with bilingual students. 

Regardless of the differences, if we focus on the good and very good 

level of the responses of the heads of educational institutions and the 

very good level of the teachers, it can be said that inclusive education 

is implemented by taking into account the individual capabilities and 
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needs of students and taking care of their adaptation and socialization 

in the educational environment. 

Similar to the questions under the previous criteria, teachers 

give a higher score than the principals/deputy principals for those 

under criterion 3 “Management of communications and cooperation 

with parents and stakeholders”. High levels of implementation of the 

creation of conditions for the development of students’ 

communication skills were obtained bilingualism and the use of 

appropriate situations so that students can acquire listening skills with 

understanding. According to the teachers, competencies for humane, 

tolerant and well-intentioned communication with and between 

representatives of different ethnicities and cultures have been formed. 

The heads of institutions believe that they have created conditions for 

various communication channels to a high degree, but they determine 

their effectiveness more as good. The relationship with parents is very 

good according to the teachers, as well as according to the 

directors/deputy directors, but the frequency of repetition of very good 

ratings is lower compared to the other responses of the teachers. The 

heads give mainly a good assessment of their relationships with non-

governmental organizations. 

Communication management is a very important part of the 

management of the multicultural school. Students' communication 

skills are among the main ones that need to be formed in order to be 

able to communicate, have high self-esteem and develop their 

cognitive abilities, and cooperation in the school community and with 

stakeholders contributes to increasing the quality of education, which 

is why the multicultural school management model provides measures 

to improve the effectiveness of various interactions. 

Under criterion 4 "Motivation and responsibility for success", 

teachers give a high rating to the activities for motivating students and 

supporting them for success, as well as their attitudes towards 

developing and improving their own competences, as well as to the 
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support from the management for their professional development, 

although to a lower degree. Principals and deputy principals again 

adhere to a good level of performance, indicating that they motivate 

teachers primarily with financial incentives, as well as with 

qualifications for their professional development, which the teachers 

confirm. They also note that they direct pedagogical specialists to 

appropriate training to ensure a quality educational process according 

to the results of the control activity, which is considered to be fulfilled 

to a high degree by about 60% of teachers. Despite the fact that 

managers identify deficits in the knowledge and skills of teachers 

during visits to classes, depending on which they offer qualifications, 

a relatively low share is occupied by managers who purposefully 

monitor the implementation of competencies by teachers after the 

attended trainings. Most rely on informal conversations and 

conferences during the control activity. They mainly assess the 

benefits of teacher qualification to a good degree. The conclusions 

that follow are that it is necessary to create optimal conditions for 

motivating and supporting pedagogical specialists with purposeful 

planning, implementation and monitoring of the results of the 

qualification activity in order to assess the benefits of the attended 

trainings and the application of what was learned for effective work 

with bilingual students, which is a step towards further planning and 

implementation of activities for a quality educational process. 

The results obtained from the answers to the questions on the 

fifth criterion, which refers to the monitoring and analysis of the 

progress of bilingual students, show that both groups of respondents 

recognize the importance of monitoring the progress of students 

whose mother tongue is not Bulgarian, but while the leaders 

demonstrate more moderate confidence in the effectiveness of school 

practices in this context, the teachers are more categorical and 

convinced that they are taking the necessary actions to monitor the 
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development of students, considering the way in which the process is 

implemented to be correct. 

The interest is not limited only to the results of bilingual 

students, but also encompasses their effect on their well-being and 

development. The responses of the management teams show similar 

trends, since planning, analysis and use of data on the progress of 

students are interrelated processes. It cannot be concluded 

categorically that analysis of the results is systematically organized in 

all schools, but positive assessments of the benefit of such analysis in 

monitoring progress prevail. 

The differences in the assessments of principals/deputy 

principals and teachers can be explained by the different roles, 

experiences and positions of the respondents in relation to pedagogical 

activities and internal school control. The lower assessment of 

pedagogical specialists for the achieved progress of students, despite 

the measures taken, calls into question the objectivity of their self-

assessment of the effectiveness of the activities. 

The results obtained in connection with the study of the 

progress of bilingual students show that the monitoring of students' 

progress is perceived as rather positive, but with a different degree of 

expression among the two groups of respondents. The heads of 

educational institutions report the presence of practices for monitoring 

progress, but probably perceive them as partially effective or unevenly 

applied, while teachers express a more clearly expressed belief that the 

progress of students is monitored systematically, but they do not 

defend to a high degree that there is a real impact on the educational 

process and the achieved results. This necessitates the need for clearer 

criteria and systems for monitoring and assessing the results of 

bilingual students, provided for in the management model of the 

multicultural school. 

Evidence in the context of the inflated self-esteem of teachers 

is also contained in the answers to the questions of the sixth criterion 
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"Self-assessment of the created conditions for quality and equally 

accessible education in a multicultural environment", on which the 

two groups of respondents express similar positions. Despite the high 

assessments of pedagogical specialists for planning and implementing 

activities for quality training, upbringing and socialization of bilingual 

students, teachers admit that the results are not high, which is also the 

opinion of the heads of institutions. 

The statistical analysis of the sixth criterion is the only one in 

which the hypothesis is not confirmed, since there are no statistically 

significant results and there is consistency in the assessments of the 

directors, deputy directors and teachers. The general opinion of both 

groups indicates that the final effect of the activities in the 

multicultural educational environment is not optimal, despite the high 

levels of self-assessment in planning and implementing various 

activities, implementation of competency-based learning, creation of 

an inclusive environment, motivation of teachers and students, 

monitoring the progress of bilingual students and others, especially 

according to pedagogical specialists. This outlines the need to develop 

a unified concept for ensuring equally accessible and quality 

education. 

Based on the results obtained, generalized conclusions and 

practically oriented recommendations have been formulated, aimed at 

improving management and pedagogical practices in educational 

institutions operating in a multicultural environment. 

The empirical results serve as a basis for the development and 

testing of the author's model for school management in a multicultural 

environment, presented in the next chapter. 

 

2.4. CHAPTER FOUR. A comprehensive model for school 

management in a multicultural environment 

The chapter has a conceptual-applied nature and presents the 

author's contribution to the dissertation work. 
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A concept of a complex model for school management in a 

multicultural environment has been developed and substantiated, 

which integrates management functions, organizational culture, 

communication processes and mechanisms for ensuring the quality of 

education. 

The main approaches used in the model are: 

 System approach – the school is seen as an interconnected 

system of processes, resources and people. The aim is to ensure a 

balance between planning, implementation and results, as well as 

sustainable quality improvement. 

 Process approach – focus on the interaction and optimization 

of processes (e.g. planning, control, motivation). Requires clear 

responsibilities and performance indicators and follows the 

philosophy of ISO 9001 and TQM. 

 Intercultural approach – management of cultural differences 

(according to the Hofstede and Trompenaars models), improving 

communication and minimizing conflicts in multicultural teams. 

 Sociocultural approach – quality is seen as a social construct, 

depending on the values, context and cultural attitudes of the 

participants (according to Schein). 

 Reflective approach – encourages self-assessment, sharing of 

experience and critical analysis of practices by teachers and managers 

(according to Schön, 1983). 

 Continuous improvement approach (PDCA) – follows the 

Plan – Do – Check – Act cycle (according to Deming, 1986; Imai, 

1986), includes collaboration, analysis of results and feedback as a 

tool for learning and improvement. 

Basic principles were used in developing the conceptual 

model: 

 Principle of innovation – introduction of new methods, 

technologies and forms of cooperation. 
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 Principle of flexibility and adaptability – ability to adapt to 

different cultural and social characteristics. 

 Principle of purposefulness – strategic management with 

clearly formulated goals and coherence between vision, mission and 

actions. 

 Principle of continuity – constant analysis and improvement 

through self-assessment. 

 Principle of openness and participation of stakeholders – 

partnership and inclusion of parents, students and community. 

 Principle of feedback – assessment of effectiveness through 

constant communication and analysis of achievements. 

 Principle of the learning organization – building a culture of 

knowledge sharing, self-reflection and collective improvement. 

 Principle of diversity – recognition of cultural diversity as a 

resource for development and innovation. 

The model presents an integrated framework for quality 

management in a multicultural school, in which: 

 Unified management practices are combined with adaptability 

according to the cultural context. 

 The interaction between the systemic and intercultural 

approach ensures the balance between efficiency and inclusion. 

 The school is emphasized as a learning organization, in which 

diversity is a driver of quality education and sustainable development 

(Figure 4). 

The model is aimed at creating an inclusive school 

environment and sustainable management of the quality of education 

in conditions of cultural diversity. The belief that a multicultural 

environment can be an activator and source of innovative ideas is 

applied, as it combines the perspectives of individuals and 

communities (public, pedagogical specialists, parents, students, 

supporting organizations, etc.) with different lifestyles, traditions and 

customs, while respecting shared values. The most significant of them 
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in a multicultural environment are: manifestation of tolerance by all 

participants in the educational process; recognition of the rights of 

participants in the educational process, regardless of their ethnic, 

social or religious affiliation and origin, i.e. equality; justice, 

understood as equal access to opportunities, education and resources; 

cooperation, dialogue and mutual respect, which mean tolerant 

communication between representatives of different cultures, mutual 

assistance, readiness to exchange ideas and experiences, etc.; empathy 

- the ability to put oneself in the place of the other and understand his 

point of view. 

 

 
Figure 4. Conceptual model for quality management in a multicultural 

environment 

 

The main objective of the proposed model for school 

management in a multicultural environment is to create a sustainable 

and comprehensive management framework in which planning, 

implementation and results are linked, cultural diversity is considered 

as a resource for development, and differences are considered as a 

source of new knowledge, ideas and opportunities for the formation of 

competences in students and the development of the school. The focus 

of management is on educational outcomes and the social integration 
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of students to ensure equal access to quality education for students 

from different cultural, ethnic and linguistic communities. 

The main goal is subordinated to the tasks of the school 

management model in a multicultural environment:  

1. Achieving effective strategic planning and implementation 

according to the specifics of the educational institution and the needs 

of bilingual students. 

2. Using and stimulating innovations and applying flexibility 

in management with the inclusion of different perspectives and 

experience of pedagogical and other specialists from different cultures 

as a source of new solutions and creative approaches, as well as for 

adapting school policies to the social and cultural characteristics of the 

users of the educational services of the institution and the dynamics of 

the external environment. 

3. Creating conditions for competency-based education, which 

provides bilingual students with skills for life in modern society and 

forms social competencies for cooperation, tolerance, mutual 

assistance, peaceful resolution of conflicts arising from cultural 

misunderstandings or prejudices, etc. 

4. Creating conditions for effective human resources 

management with a focus on developing the competencies of 

pedagogical specialists for working in a multicultural environment and 

managing differences, including the development of intercultural 

competence. 

5. Creating and developing an environment that stimulates the 

improvement of professional and personal competencies, shares good 

practices and experiences, and builds a learning organization and 

community that collaborates and supports each other. 

6. Providing diverse communication channels and introducing 

communication practices adapted to the capabilities of families and 

taking into account the linguistic and cultural characteristics of 

different social groups. 
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7. Providing an inclusive educational environment that creates 

conditions for support and adaptation of each bilingual student, so that 

they feel protected, accepted and understood, communicate calmly, for 

building and developing values, norms and management policies that 

reflect diversity and turn it into a driving force for development, in 

order to ensure that all students, regardless of their cultural, ethnic or 

religious background, have equal rights, access and opportunities to 

participate in school life. 

8. Developing leadership and organizational culture to 

promote the values of the multicultural environment such as empathy, 

cooperation between students, parents, pedagogical specialists and the 

institution's management, justice, equality, tolerance, etc. 

9. Creating a network of partnerships, both with parents and 

structures of regional and local communities, and with stakeholders, 

including non-governmental organizations, cultural institutes, business 

organizations, etc. and their active inclusion in the decision-making 

process and implementation of school policies. 

10. Providing feedback and systematic monitoring of the 

provided quality of education, including through self-assessment of 

the results of management and pedagogical activities by forming a 

positive attitude towards monitoring and creating a model/concept 

with indicators and tools developed and adopted by the entire 

pedagogical team of the school for monitoring the effectiveness of 

multicultural management policies and the achieved integration of 

bilingual students. 

The concept of the model, presented in Figure 4, provides a 

generalized vision for the development of the quality of education in 

the multicultural school and is a framework for developing its own 

concept by each school with a predominant number of students whose 

mother tongue is not Bulgarian, according to the specific features and 

influence of both the external and internal environment, the needs of 
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the users of educational services, the requirements of the labor market 

and the public.    

It is evident from the figure that the proposed eight 

components of the model/main priorities (strategic framework and 

vision, leadership and organizational culture, competency-based 

education, support for personal development, human resource 

management, communication and feedback, monitoring, evaluation 

and reflection, and continuous improvement) are closely 

interconnected and function as an integrated system in which each 

element influences the others. This interdependence implies the need 

for a comprehensive and consistent approach in the planning and 

implementation of educational policies and practices. The 

components/priorities of the model can also be considered both from 

the perspective of planning, i.e. creating the necessary conditions for 

quality and equal access, and in the context of implementing goals, 

activities, measures and tasks according to the planned.  

The strategic framework and vision set the long-term direction 

of development and formulate the main values, goals and priorities of 

the organization. They provide the conceptual foundation on which all 

other components are built, and create prerequisites for sustainability 

and consistency in management and educational decisions. 

Leadership and organizational culture play a key role in the 

practical implementation of the vision and strategy. Effective 

leadership promotes shared responsibility, trust and commitment, 

while a positive organizational culture supports cooperation, 

innovation and an orientation towards quality and development. 

Competency-based education places the learner at the center 

of the educational process and is aimed at developing knowledge, 

skills and attitudes necessary for personal and professional realization. 

This component ensures the connection between educational goals and 

the real needs of society and the labor market. 
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Support for personal development complements the 

competency approach by focusing on the individual needs, potential 

and well-being of learners. By creating a supportive environment, 

motivation for learning, independence and active participation in the 

educational process are stimulated. 

Human resource management is aimed at attracting, 

developing and retaining qualified and motivated specialists. It 

includes planning professional development, training and creating 

conditions for increasing expert capacity, which is a prerequisite for 

high quality education. 

Communication and feedback ensure transparency, 

coordination and effective interaction between all stakeholders. They 

support the timely sharing of information, the identification of 

problems and the adaptation of activities to the needs and expectations 

of the participants in the process. 

Continuous improvement unites all components in a dynamic 

development process, implying flexibility, learning from experience 

and the introduction of innovations. Monitoring, evaluation and 

reflection are a way of examining what has been achieved, i.e. what 

results are reported from the planned ones and what goals, activities, 

measures and tasks have been fulfilled, but are also directly related to 

the continuous improvement of the organization, the effectiveness of 

planning and the processes being carried out, etc., which in turn is 

related to all components of the model. Continuous improvement 

ensures that the model is not static, but develops in response to the 

changing environment and new challenges. 

The meaning of improvement and improvements is expressed 

in a systematic review and updating of existing goals, activities, 

measures and tasks, assessing their effectiveness and applicability. 

Activities that do not lead to the expected results should be changed or 

dropped, and effective ones should be upgraded and supplemented 

with new ones, tailored to the specific educational context. In this 
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way, a more comprehensive, flexible and optimal management of the 

educational institution is achieved. 

In this sense, the components of the model can be considered 

both from the perspective of planning - by creating the necessary 

conditions for quality and equal access, and in the context of the 

implementation of specific goals, activities, measures and tasks in 

accordance with the established strategic framework. 

For targeted planning and to ensure optimal opportunities for 

achieving results, options for applying and implementing the model in 

school management practice are presented, and specific management 

actions, mechanisms and indicators for assessing effectiveness are 

formulated. 

Specific examples of input data are given (demographic, 

economic, socio-cultural, technological, etc., which provide 

information on the influence of the external environment, data on the 

results of bilingual students from training, resource provision of the 

multicultural school, etc.), as well as the strategic framework and 

vision as a condition for ensuring the quality of education (Figure 5). 

 

 
Figure 5. Strategic framework and vision of the multicultural school 

 

Leadership and organizational culture as components of the 

model and the roles of the principal, teachers and students in 
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developing leadership and organizational culture in the multicultural 

school are presented in Figure 6. 

 

 
Figure 6. Roles of the principal, teachers and students in developing 

leadership and organizational culture in a multicultural school 

 

Links have been made between effective communication 

management, giving and receiving feedback and partnerships with 

parents and stakeholders to implement inclusive and quality 

education, as well as with the implementation of monitoring to 

provide information to the school on whether there is a connection 

between conditions - processes - results, i.e. whether an effect for 

improved results is observed, an inclusive environment created, 

developed partnerships, etc. based on planned and implemented 

activities and other. 

Tables 1, 2 and 3 present possible areas of monitoring as 

indicators for the components conditions, processes and results, given 

together with the objects of monitoring, indicators of success and 

reflection for even better planning. 

For the assessment of the indicated indicators and areas of 

monitoring for the created conditions, the carried out 

processes/activities and the achieved results, various tools are 

proposed for use: 
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Table 1. Possible metrics and indicators of success in monitoring the 

conditions component 
Indicator Object of observation Success indicators Reflection

Policies and 

governance 

framework

Availability of documents 

(strategy, internal rules, 

plans) for inclusive education

Documents have been 

developed, updated and are 

functioning in practice

The management's 

will for 

multiculturalism is 

clearly expressed and 

visible

Personnel 

resources and 

competences

Professional capacity of 

teachers in the field of 

intercultural communication 

and inclusive practices

Teachers have basic 

training; an internal resource 

team is available; teachers 

possess professional 

knowledge and skills to 

develop key competencies 

in student

Need for additional 

training or 

supervision

Material and 

social 

environment

The physical environment is 

accessible, modern and 

functional; availability of 

didactic materials for 

visualizing the learning 

content; availability of digital 

learning tools; created 

symbolic environment; 

availability of rules to support 

diversity 

The school reflects cultural 

diversity and is inclusive

Opportunities for 

environmental 

improvement

Partnerships and 

community 

support

Availability of cooperation 

with parents, NGOs, 

institutions, regional and local 

authorities and other regional 

structures

Partnerships are active; 

parents and stakeholders 

participate in school 

initiatives

Potential of the 

established 

partnerships, 

including with 

parents, for even 

broader participation 

and engagement  
 

 Review of school documents for their relevance to the 

specifics of the institution and identified deficits that need to be 

overcome, as well as in terms of comparability and unity between the 

goals and expected results in the individual planning documents. 

 Analysis of the conducted qualification activities and the 

effect of the trainings to improve the quality of teaching and learning 

with the real application of new and improved knowledge and skills of 

teachers in the educational process. 

 Analyses of minutes of meetings of representatives of 

professional communities (key competence teams, methodological 

associations, pedagogical council). 



36 
 

 Observation of classes during the control activities of the 

director and deputy director/deputy directors or during mutual visits 

between teachers on identified aspects of observation related to the 

development of key competences in students, application of an 

individualized and differentiated approach, formative assessment, 

creation of an inclusive learning environment, etc. 

 Analyses of results and progress of bilingual students, at least 

three times a year, as required by Art. 263, para. 1, item 16 of the 

ZPUO. 

 Reports of school initiatives carried out for the active 

inclusion of students and parents in them, including events proposed 

by parents, as well as their effect on the inclusion of students. 

 Analyses of the benefits for improving the quality of 

education as a result of established partnerships for the exchange of 

experience, support for the inclusion of students, sponsorships 

provided, joint initiatives carried out, etc. 

 Conducting surveys among pedagogical specialists, parents 

and students to study the integration and well-being of students, 

created conditions for academic work, satisfaction with the 

educational process, achieved results and progress of students, etc. 

 Reflected school events on the school website, local, regional 

and national media on the occasion of disseminating the performances 

and achievements of students and teachers and creating a good image 

of the institution among the public. 

A special focus in the overall concept is the self-evaluation of 

the institution. Based on the upcoming adoption of a regulation on 

quality management, the issue is very relevant. Creating a positive 

attitude towards self-evaluation in institutions by pedagogical teams, 

the formation of competencies for its implementation and skills for 

benefiting from the process, is in the context of the implementation of 

the multicultural school management model, but it is a matter of 
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choice for schools to use it or not, since it is not a mandatory 

regulatory requirement. 

 

Table 2. Possible metrics and indicators of success in monitoring the 

processes component 
Indicator Object of observation Success indicators Reflection

Pedagogical 

practices

Using interactive and inclusive 

teaching methods

Interactive methods, visual 

learning, differentiated and 

individualized approaches are 

used in the majority of classes

Teachers' demonstration of 

sensitivity to cultural differences 

and use of appropriate teaching 

approaches and methods; 

opportunities for improvement

Communication and 

relationships

An atmosphere of respect, 

support and trust between 

students and teachers

High levels of mutual respect 

and lack of conflict 

Need to further develop 

collaborative relationships, 

promote mediation, or other 

communication-related issues 

Working with 

parents and 

community

Involvement of parents from 

different cultural groups and 

stakeholders in school life 

Parental activity in terms of 

proposing joint initiatives; 

parental participation in events 

and meetings organized by the 

school

Good practices that have proven 

their effectiveness in actively 

involving parents, which should 

be systematized and multiplied

Support services

Availability of linguistic, 

psychological and social support 

for students

Ensured access to support for 

all students in need

Opportunities to expand the scope 

of individual support
 

 

Self-assessment performs significant functions in the 

management of the multicultural school, related to strategic 

management and leadership with a focus on management approaches 

to diversity, pedagogical practices for training, upbringing and 

socialization of bilingual students and support for their personal 

development, partnerships with parents and stakeholders to improve 

the quality of education, the school environment and relationships, the 

development of professional competencies of pedagogical specialists 

and others. 

The areas of self-evaluation should be integrated into the 

strategic documents and development plans of the school in order to 

track the results of their implementation, to provide feedback on the 

achieved quality of teaching, management and the created 

environment in order to plan adequate measures and activities for 

inclusive education. 
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Table 3. Possible metrics and indicators of success in monitoring the 

results component 
Indicator Object of observation Success indicators Reflection

Student performance and 

progress

Academic achievement, 

participation, motivation

Increased success rate and 

active participation of 

students whose mother tongue 

is not Bulgarian in the 

educational process; students 

recognize education as a 

value and are motivated to 

learn

Inclusive practices that have a 

real effect on student 

motivation and success; 

deficits that need to be 

overcome to achieve better 

results, better motivation and 

activity of bilingual students

Social integration and well-

being

The bilingual students' sense 

of belonging to the school; 

student satisfaction; 

friendships created

Most students feel accepted, 

safe and satisfied at school

The environment is inclusive; 

sustainable measures are 

needed

Teacher and parent 

satisfaction

Attitudes towards school 

climate and support for 

diversity

Most teachers are satisfied 

with the working conditions 

and the quality of teaching 

they provide; parents are 

satisfied with the school 

climate

Тhe positive effect on quality; 

needs for even better 

feedback

Image and sustainability
Recognizable school as a 

model of good practices

The school participates in 

networks for sharing 

experiences; the media covers 

school initiatives; the school's 

website contains current 

information, achievements of 

teachers and students; a 

feedback forum has been 

created

Potential for national 

dissemination of practices

 
 

Sample tools for self-evaluation of the multicultural school are 

also presented (Table 4). 

Reflection is also in the focus of the model, as it supports the 

awareness of the achieved results, the identification of strengths and 

areas for development and serves as a basis for informed decisions 

and subsequent improvement. 

Through the development and practical orientation of the 

model, its applicability and significance for the management of 

educational institutions in a multicultural environment is 

substantiated, as well as its contribution to improving the quality of 

education. 
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Table 4. Sample self-assessment toolkit for the multicultural school 
Tool Purpose Main activities/Examples

Surveys and 

questionnaires

Collecting data on the 

perceptions of participants in 

the educational process

Teachers: pedagogical practices, support, collegiality; 

Students: sense of inclusion, safe environment; Parents: 

satisfaction with school life and communication

Indicators and metrics

Analysis of the benefits of the 

created inclusive policies and 

practices

Availability of inclusion strategies, participation of 

diverse groups, professional development on multicultural 

topics

Observation in practice

Assessment of the actual 

implementation of the school 

development strategy or other 

created strategies

Classroom observations, monitoring of school climate and 

interactions between students and teachers, teachers and 

parents, institution and stakeholders, and others

Focus groups and 

interviews

Qualitative understanding of 

needs and perceptions
Discussions with students, teachers, parents and partners

Analysis of documents 

and policies

Compliance of documents with 

inclusive practice
Review of curricula, strategies, internal rules

Team self-reflection

Reflecting on what has been 

achieved and planning next 

steps

Sessions to discuss strengths and areas for improvement

Systematization and 

reporting

Summary of results and 

planning

Creating a report with analysis and recommendations, 

integrating into strategic plans  
 

The presented proposals for the implementation of the 

individual components of the model once again prove the significance 

of the relationship between planning, processes carried out in the 

institution and the final results. 

Every multicultural school can benefit from the management 

model by introducing its own elements according to the established 

and analyzed good practices and activities that need improvement. 

 

3. CONCLUSIONS AND RECOMMENDATIONS 

The conducted research provides an insight into the quality of 

education in the multicultural school according to the selected criteria 

and reveals significant differences between the assessments of the two 

target groups, participants in the study – the group of directors and 

deputy directors or managers of educational institutions and the group 

of teachers in them. An exception is the self-assessment of 

directors/deputy directors and teachers, where comparability of 

opinions is established, which are concentrated around an average and 

good degree of ensured quality of education according to the studied 

components. The established trends show that despite the positive 
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attitude and the higher assessment given by the target group of 

teachers, the final results do not reach the maximum expectations. 

The hypothesis is proven for five of the criteria, since the 

results are statistically significant. According to the sixth criterion, 

aimed at self-assessment of certain aspects of the quality of education 

and showing in a certain sense the final results of the training, 

upbringing, socialization and adaptation of bilingual students to the 

educational environment, there is sufficient evidence not to accept the 

hypothesis, since the results are not statistically significant and there is 

a connection between the opinions of the two groups participating in 

the study. 

On this basis, the following summarized conclusions and 

recommendations have been formulated. 

Summary conclusions 

1. A difference in the level of assessment is established 

between the groups of respondents. The directors and deputy 

directors, compared to the teachers, demonstrate a different approach 

to assessing the implementation of competency-based education for 

bilingual students. The first group forms opinions concentrated mainly 

in the good degree, while the second group exhibits higher 

expectations for the dual competencies and the activities carried out to 

form key competencies in students and more often chooses the high 

degree when expressing an opinion on the questions asked. 

2. The degree of assessment of the tasks performed for the 

management of inclusive education is different between the groups of 

respondents. The directors and deputy directors are more critical and 

focus on a very good and good degree in determining the development 

and manifestation of personal potential in students whose mother 

tongue is not Bulgarian, creating conditions for the socialization of 

bilingual students, seeking assistance from psychologists, social 

workers, educational and health mediators, pedagogical advisors, 

resource teachers, etc. in creating an inclusive environment and 
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supporting the personal development of bilingual students. Teachers 

evaluate the individual aspects of inclusive education to a higher 

degree, with the exception of the opportunities created and the 

stimulation of students for accurate and clear expression of thoughts 

and emotions. Regardless of the difference in opinions, which 

according to the second criterion has the lowest margin, compared to 

the other criteria, which establish different opinions of the target 

groups, a positive attitude and efforts are established by the 

pedagogical teams to create an inclusive educational environment 

while taking into account the individual capabilities and needs of 

students and caring for their adaptation and socialization. 

3. Regarding cooperation in the school community and with 

stakeholders, principals and deputy principals also show a moderate 

attitude towards its effectiveness, unlike teachers, who evaluate the 

interaction to a high degree. They determine that they carry out a set 

of activities to create conditions for the development of the 

communicative skills of bilingual students and use appropriate 

situations so that students can acquire listening skills with 

understanding, which, in their opinion, has formed competencies for 

humane, tolerant and benevolent communication with and between 

representatives of different ethnicities and cultures. The heads of 

institutions are more skeptical about the benefits of cooperative 

relations and the committed participation of parents, despite the 

various communication channels created in the institutions they 

manage. 

4. Activities for motivating students and supporting them for 

success, as well as attitudes towards the development and 

improvement of teachers' competencies, are assessed mainly as being 

well implemented by the principals and deputy principals. They 

identify deficits in the knowledge and skills of teachers, which they 

establish during visits to classes and propose topics for training of 

pedagogical specialists depending on the findings, but do not monitor 
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whether the improved competencies as a result of the qualification 

activity are applied in the educational process. Teachers rated the 

support they received from school management as lower, although 

they highly rated motivational activities and training opportunities. 

5. Monitoring student progress is considered an important 

component of the educational process in the education, upbringing and 

socialization of bilingual students by both groups of respondents. 

Despite the positive attitude expressed towards this aspect, a criterion 

of the study, principals and deputy principals, unlike teachers, show 

moderate confidence that the planned and implemented activities for 

monitoring the progress of students whose mother tongue is not 

Bulgarian are fully effective and do not always lead to higher results. 

Teachers are convinced that progress is monitored systematically. 

Although they highly rate the variables under the criterion, a high 

proportion of those who gave a very good assessment of the 

effectiveness of the process for higher student achievement is not 

established. 

6. The opinion of the heads of institutions and teachers is 

unanimous regarding their self-assessment of the quality of education 

provided, which is positive, but not to a high degree. In other words, 

although teachers assess the quality of the aspects of the study more 

highly, the final results do not confirm this positive self-assessment. 

This shows that the subjective perception of quality does not always 

correspond to the actually achieved results according to the indicators 

of the study. Both groups of respondents report that despite the 

planned and implemented activities for the development of 

competences in students, for the management of inclusive education 

and for communications and cooperation with parents and 

stakeholders, for motivation and progress management, the achieved 

results are not optimal. 

7. The final conclusions from the assessed variables of the 

study are that: 
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7.1. a discrepancy is established between planned, 

implemented activities and actual achievements; 

7.2. the analysis reveals a discrepancy between the planned 

objectives, the actually implemented activities and the achieved final 

results. This discrepancy shows that even with good planning and 

implementation, the effectiveness of the implementation does not 

reach the expected levels. 

7.3. the difference between expectations and results can be 

interpreted as a tendency to overestimate quality by the more 

confident respondents - teachers or as a reflection of satisfaction that 

is not supported by objective indicators 

The conducted research provides an in-depth look at the 

quality of education according to selected criteria and variables and 

reveals significant differences between the subjective assessments of 

the participants and the results actually achieved. The analysis shows 

that despite the presence of a positive attitude and higher self-esteem 

among teachers, who are one group of respondents, the final results do 

not reach the maximum values. This discrepancy outlines the need for 

a closer connection between planning, the actual implementation of 

activities and the measurement of their effect. On this basis, the 

following recommendations have been formulated, aimed at 

increasing the efficiency and objectivity in managing the quality of the 

educational process. 

A better connection is needed between the planned activities, 

their actual implementation and the effectiveness of achievements, 

which will also provide an opportunity for a more objective 

assessment by the respondents and, in particular, by pedagogical 

specialists. 

The results of the research emphasize the need for more 

objective tools and approaches in measuring the quality of education, 

which would provide a more reliable and realistic assessment of 

achievements. This means improving the assessment mechanisms, 
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which will eliminate the discrepancy between subjective and real 

results. 

It is necessary to improve the coherence between planned and 

implemented activities, and therefore, more strictly monitor the 

implementation of planned activities, so that their actual 

implementation meets the previously set goals and quality indicators. 

The data from the study should be used to update the strategic 

documents and development plans of the educational institution, 

emphasizing realistic goals, measurable results and sustainable 

improvement of the quality of the educational process. 

It is recommended to apply standardized tools and criteria for 

measuring the quality of education, which will reduce the subjective 

element in self-assessment and provide a more accurate picture of the 

achieved results. 

It is necessary to apply uniform criteria and indicators for 

measuring the quality of education, which will ensure objectivity and 

comparability of results between different units and levels of 

management. 

It is recommended to build an effective system for internal 

control and quality monitoring, including periodic analysis of 

feedback from teachers, students and management structures. 

It is necessary to systematically collect and analyze feedback 

from all participants in the educational process, as well as a more 

active role of internal control mechanisms for assessing quality. 

It is necessary to promote an objective and self-critical 

approach to self-assessment of activities and achievements, 

emphasizing the awareness of the relationship between efforts, 

resources and real results. 

It is also recommended to introduce activities aimed at 

awareness of the relationship between efforts, results and objective 

indicators, in order to build a more realistic and self-critical 

assessment by respondents. In other words, a relationship between 
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conditions, processes and results must be achieved, i.e. to plan 

carefully and based on real data about the school, to carry out 

activities and tasks to achieve the set goals, the implementation of 

which should be monitored in order to achieve optimal results from 

the activity and to ensure an increase in the quality of education for 

bilingual students. 

All of the above shows that it is necessary to build a unified 

concept that would present optimal opportunities for equally 

accessible and quality education, which is why the model presented 

above was developed. 

The model for quality management in a multicultural 

environment is designed to overcome the deficits and discrepancies 

between conditions, processes and results in the training, upbringing, 

socialization and adaptation of students whose mother tongue is not 

Bulgarian and to provide support for multicultural schools to ensure 

quality education and its continuous improvement, as well as to create 

optimal conditions for equal access to education.    

 

4. CONCLUSION 

The study of the management of educational institutions in a 

multicultural environment is particularly relevant in the context of the 

growing cultural, ethnic, linguistic and social diversity in modern 

schools. Changing demographic characteristics, migration processes 

and requirements for the quality of education place the school in the 

need to develop adaptive and innovative management practices 

oriented towards inclusion, equality and sustainable development. In 

the context of the presented work, the conclusion summarizes the key 

theoretical statements, the results of the empirical research and the 

significance of the proposed complex model for managing schools in a 

multicultural environment. 

The first chapter of the study is devoted to the theoretical 

clarification of the concepts of multicultural environment and 



46 
 

multicultural groups and their manifestation in the educational 

institution. The analysis showed that the multicultural environment is 

not just a collection of students from different cultural communities, 

but a dynamic system in which different values, models of behavior, 

educational expectations and social practices interact. Successful work 

in a multicultural educational environment in such conditions requires 

the application of specific principles – tolerance, respect for 

differences, pedagogical flexibility, dialogicity and active 

participation of all parties in the educational process. The functions 

and roles of teachers, students, management and support units are 

considered as key factors for ensuring quality education, upbringing, 

socialization and adaptation of children. 

The second chapter of the study deepens the understanding of 

the management of a multicultural educational institution through an 

analysis of the characteristics of the quality of education and their 

interaction with the specifics of the school environment in which 

students whose mother tongue is not Bulgarian are educated. The 

theoretical analysis showed that quality education in a multicultural 

context includes not only academic achievements, but also the 

development of social and civic competences, building a culture of 

inclusion, reducing inequalities and active support for bilingual 

students in their academic, emotional and social development. The 

management of a multicultural school implies systematicity, strategic 

planning, professional development of teachers, effective 

communication and implementation of policies to support diversity. 

Specific management processes such as communication management, 

intra-school interactions and quality monitoring mechanisms are 

examined. 

The empirical research presented in the third chapter provided 

an opportunity to make a realistic assessment of the attitudes and 

practices of pedagogical specialists regarding teaching and 

management in a multicultural environment. The research 
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methodology, including clear goals, objectives, methods and stages, 

allowed for systematic data collection and processing. 

The conducted research provides an in-depth picture of the 

perceptions of teachers and principals/deputy principals regarding the 

quality of the created conditions, the effectiveness of key processes in 

the multicultural educational environment and the achieved results. 

The analysis of the empirical data shows a clearly expressed tendency 

of divergence between the two groups of respondents, which reflects 

their different professional roles, perspectives and levels of 

commitment to the daily and strategic dimensions of the educational 

process and the management of the multicultural school. 

Teachers consistently demonstrate higher scores in all the 

main areas studied: the application of the competency approach in the 

multicultural classroom, the management of inclusive education, 

communication and interaction with parents and stakeholders, 

motivation and responsibility for success, as well as the management 

of the progress of bilingual students, which are the criteria of the 

study. The high values reported among teachers can be interpreted as a 

reflection of their direct contact with the practical implementation of 

the approaches for which they are responsible on a daily basis. They 

assess the effectiveness of the processes through the prism of their 

own pedagogical activity, of the direct interaction with students and of 

the implementation of specific methodological strategies and learning 

strategies that they apply in the classroom. From their perspective, the 

created conditions seem to be working, functional and adequate 

enough to ensure quality education in an environment with high 

cultural diversity, and the ongoing processes are effective. 

Principals and deputy principals, in their role as strategic 

managers, exhibit more moderate and critical positions. Their scores 

are lower on the scale, which is an indicator of a deeper awareness of 

the structural difficulties, resource constraints and organizational 

challenges facing the multicultural educational institution. The 
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director's responsibilities include ensuring sustainable institutional 

development ments, financial and human resource management, 

quality control and strategic planning. From this macro perspective, 

gaps, inconsistencies or unresolved problems that are not registered at 

the micro-pedagogical level probably become more visible. The lower 

ratings given by the principals are an indicator of the need for further 

improvement of the internal institutional mechanisms, resource 

provision and coordination of efforts between the various participants 

in the educational process, as well as ensuring coherence between 

conditions-processes and results or quality planning and activities, 

providing real prerequisites for quality and corresponding to the 

previously foreseen expected results. The interrelationship between 

purposeful planning and implementation of tasks to a large extent 

creates the prerequisites for obtaining higher results, both in the 

academic achievements of bilingual students and in terms of school 

management, providing a supportive environment, an environment in 

which students develop their social skills and successfully adapt to the 

values of education, good management of resources, relationships and 

communication channels, organizational culture and values in the 

institution. 

The comparative analysis between the two groups of 

respondents reveals persistent statistically significant differences in 

almost all the criteria studied, which unequivocally confirms the 

hypothesis of the study. The discrepancy between the assessments of 

the principals/deputy principals and teachers is most clearly expressed 

in the aspects related to the competency-based approach, inclusive 

education and communication management. This highlights the 

existence of different professional perspectives on the effectiveness of 

educational policies in a multicultural environment. While teachers 

focus their attention on pedagogical implementation and evaluate the 

immediate results of their work, principals emphasize the systematic 
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provision, strategic functioning and long-term sustainability of the 

introduced approaches. 

An exception to this general trend are the results according to 

the criterion “Self-assessment of the created conditions for quality and 

equally accessible education in a multicultural environment”. In this 

component, teachers and principals demonstrate similar perceptions, 

and the results do not show statistically significant differences. This 

unity in the assessments leads to the rejection of the hypothesis on this 

criterion and is indicative of the presence of a certain level of 

consensus between the opinions of the two groups of respondents, but 

at the same time it shows that the directors/deputy directors and 

teachers do not consider the achieved results to be optimal. In other 

words, both surveyed groups share a similar idea of the extent to 

which the school manages to provide equal opportunities for all 

students, regardless of their ethnocultural background, reporting not 

very high results in several aspects of quality. This result is 

particularly important, as it directs attention to an area in which the 

institutional perception is stable and balanced, despite the different 

leadership roles and professional responsibilities. In summary, the 

differences between the two groups of respondents emphasize the 

need for closer interaction, clearer coordination and better 

convergence of perceptions regarding the real state of processes in the 

multicultural educational environment. They outline structural and 

communication challenges that should be taken into account in future 

strategic planning and in the development of policies aimed at 

improving inclusive education. The discrepancies between the 

assessments of teachers and principals/deputy principals reveal the 

need for systematic forms of professional dialogue, exchange of 

experience and joint decision-making that would contribute to a more 

complete understanding of the real needs of the school environment. 

Therefore, the study not only validates the hypothesis of the 

empirical research, but also offers important guidelines for future 
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interventions and management decisions. It emphasizes the 

importance of a multi-layered understanding of the multicultural 

educational reality and demonstrates that the quality of education in 

the context of multicultural school management requires concerted 

efforts of all participants in the educational process. The results 

obtained can serve as a reliable basis for the development of long-term 

strategies aimed at increasing the effectiveness, equity and 

sustainability of management in a multicultural environment. 

The analysis of the results of the empirical study confirms the 

need for structured management support, targeted professional 

development and clearly established mechanisms for quality 

assurance. 

An important consequence of the empirical part is the 

understanding of the need to develop a complex model for school 

management in a multicultural environment. The data show that at the 

institutional level there is a lack of systematized frameworks that 

would unite management, pedagogical, communication and social 

aspects of working in a diverse school community. This deficit 

highlights the importance of the model proposed in the fourth chapter, 

which integrates conceptual elements, targeted guidelines and 

practical measures for implementation in the school environment. 

Based on the theoretical analysis and empirical findings, a 

model has been developed that is distinguished by its systematicity, 

quality orientation and practical applicability. The model considers the 

school as a complex organization in which the management of 

multiculturalism is a strategic process, encompassing communication, 

pedagogical support, administrative decisions, partnership with the 

community and quality monitoring. The model contributes to 

improving the school climate, increasing the effectiveness of 

pedagogical interactions, reducing conflicts and creating sustainable 

mechanisms for supporting students. It is possible to adapt to different 

school contexts depending on the size of the school and the profile of 



51 
 

the students and pedagogical specialists in it, specific needs of the 

community, etc. 

Considering the comprehensiveness of the model and the 

given targeted starting points, as well as examples of its application, it 

can be concluded that the general hypothesis of the study is proven, 

namely that if an innovative management model is applied in the 

multicultural environment of the institution, which corresponds to the 

specifics of training, management and communications with 

participants in the educational process and stakeholders, good 

prerequisites are created for ensuring equally accessible and quality 

education for children and students. 

Based on the entire analysis conducted, several key 

recommendations can be formulated for improving management in 

multicultural schools. 

First of all, it is necessary to create clear policies for inclusion 

and equality, supported by real actions and evaluation mechanisms. 

Second, it is important to invest in the professional 

development of pedagogical staff through training related to 

intercultural communication, conflict prevention, inclusive education 

and diversity management. 

Thirdly, relationships with parents and communities should be 

strengthened, using approaches that overcome language and cultural 

barriers. 

It is also essential to introduce monitoring systems through 

which the school can evaluate its own practices and improve the 

quality of education for all groups of students. 

The conducted research opens up prospects for future studies 

aimed at comparing different types of schools and management 

models, as well as the effectiveness of the proposed model and its 

implementation according to the specifics of the school and 

institutional goals and objectives. 
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In conclusion, it can be emphasized that school management 

in a multicultural environment is not a task limited to individual 

pedagogical solutions, but is a complex organizational process that 

requires systematicity, awareness and targeted support. The presented 

work contributes to a better theoretical understanding of this process, 

to clarifying the current attitudes and needs of pedagogical specialists 

and to creating a model that offers realistic and applicable solutions. 

Thus, the development supports the modern understanding that the 

quality of education in a multicultural environment is achieved 

through strategic management, commitment and striving for 

sustainable development of the school community by applying the 

conditions-processes-results relationship.  

 

5.  SCIENTIFIC CONTRIBUTIONS IN THE DISSERTATION 

5.1. SCIENTIFIC CONTRIBUTIONS 

1. Theoretical propositions for the management of educational 

institutions in a multicultural environment are systematized and 

further developed, clarifying the essence of the multicultural 

environment and its importance for the quality of education, and 

making a comparative analysis of leading concepts and models in the 

international and Bulgarian scientific literature (Chapter I). 

2. The role of management as a key factor in ensuring the 

quality of education in a multicultural environment is substantiated, 

through an analysis of management functions, approaches and 

mechanisms (Chapter II). 

3. Key determinants of effective management in a 

multicultural environment are identified and substantiated, including 

leadership style, communication mechanisms, organizational culture 

and management competencies (Chapter II). 

4. New dimensions of the management role of the school 

principal are revealed, considered not only as an administrative 

function, but also as a leadership and mediator role in the processes of 
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building an inclusive school culture and sustainably improving the 

quality of education. 

5. Existing theoretical frameworks for school management 

have been upgraded, integrating concepts of inclusive education, 

multicultural environment and quality management into a single 

analytical and interpretative model. 

6. The study introduces a new reading of the management of 

the quality of education in a multicultural environment, examining it 

through the prism of the attitudes, management decisions and actually 

applied practices of directors, deputy directors and pedagogical 

specialists, thereby expanding the empirical base for researching the 

attitudes of pedagogical specialists towards training and management 

in a multicultural environment, identifying factors influencing the 

quality of education (Chapter III). 

7. The methodological framework for studying management 

in a multicultural context has been expanded, through the application 

and adaptation of quantitative and qualitative research methods 

(Chapter III). 

8. An author's complex model for school management in a 

multicultural environment has been developed, which integrates 

cultural, managerial, organizational and communication elements, 

which takes into account the specificity of diversity as a resource for 

organizational development and is aimed at sustainably ensuring the 

quality of education in a multicultural environment (Chapter IV). 

9. Proposals for the application of the management model 

have been made, which confirm the interrelationships between the 

elements of the model and their influence on management 

effectiveness. 

 

5.2. SCIENTIFIC AND APPLIED CONTRIBUTIONS 

1. The developed model for management in a multicultural 

environment has practical applicability in organizations with 
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multicultural diversity and can be used as a tool for management 

diagnostics and planning. 

2. The developed model for school management in a 

multicultural environment has the potential for transfer and adaptation 

in other educational institutions, regardless of their type, profile and 

socio-cultural context. 

3. The model contributes to the sustainable development of 

the educational organization by creating a framework for systematic 

planning, implementation and evaluation of management and 

pedagogical activities aimed at improving the quality of education. 

4. The approved survey instruments represent an applicable 

diagnostic resource for school management in analyzing attitudes, 

identifying problem areas and planning measures for the development 

of an inclusive and effective educational environment. 

5. The formulated practical guidelines in the model and the 

proposed specific management mechanisms and practices aimed at 

improving communication, motivation and interaction in multicultural 

teams assist management teams in making informed decisions related 

to the professional development of pedagogical specialists, intra-

school communication and partnerships with stakeholders 

6. The formulated indicators for assessing the effectiveness of 

management in a multicultural environment create an opportunity for 

their use by managers when making management decisions. 

7. The results of the study can be used in the training of 

managers, as well as in the development of programs for 

organizational development and human resources management. 
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ABSTRACT 

Management of Educational Institutions in a Multicultural 

Environment for Ensuring the Quality of Education 

 

Relevance of the Study 

The increasing cultural diversity in contemporary societies 

places new demands on educational institutions and their 

management. Schools functioning in multicultural environments face 

specific challenges related to communication, inclusion, socialization, 

and the assurance of educational quality. These challenges require the 

development of effective management approaches that take into 

account cultural diversity as a resource rather than a barrier. In this 

context, the study of management in a multicultural educational 

environment is highly relevant both theoretically and practically. 

 

Aim and Objectives of the Dissertation 

The main aim of the dissertation is to develop and substantiate 

a comprehensive management model for schools operating in a 

multicultural environment, oriented towards ensuring and improving 

the quality of education. 

To achieve this aim, the following objectives are formulated: 

 to analyze the theoretical foundations of management in a 

multicultural environment; 

 to examine the relationship between management processes 

and the quality of education in multicultural educational institutions; 

 to investigate the attitudes of pedagogical specialists towards 

education and management in a multicultural context; 

 to develop and propose a comprehensive management model 

for schools in a multicultural environment. 
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Object and Subject of the Study 

The object of the study is the management of educational 

institutions operating in a multicultural environment. 

The subject of the study is the management processes, 

approaches, and practices aimed at ensuring the quality of education 

in multicultural schools. 

 

Research Methodology 

The research methodology combines theoretical analysis and 

empirical research methods. The theoretical part includes analysis, 

synthesis, comparison, and systematization of scientific literature 

related to multicultural education, educational management, and 

quality assurance. 

The empirical study is conducted through a survey among 

pedagogical specialists, using quantitative methods for data collection 

and analysis. The research design allows for the identification of 

attitudes, perceptions, and key factors influencing the quality of 

education in a multicultural environment. 

 

Structure and Content of the Dissertation 

The dissertation consists of an introduction, four chapters, a 

conclusion, scientific contributions, references, and appendices. 

The first chapter presents a theoretical and analytical overview 

of the organization and management of educational institutions in a 

multicultural environment. Key concepts related to multiculturalism 

and multicultural groups are analyzed, and the roles of participants in 

the educational process are examined. 

The second chapter focuses on the management of educational 

institutions in a multicultural environment with regard to ensuring the 

quality of education. Special attention is paid to management 

functions, communication processes, and quality management 

mechanisms in multicultural schools. 
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The third chapter presents the empirical research on the 

attitudes of pedagogical specialists towards education and quality 

assurance in a multicultural environment. The results are analyzed and 

summarized, and conclusions and practical recommendations are 

formulated. 

The fourth chapter introduces a comprehensive management 

model for schools in a multicultural environment. The concept, 

objectives, components, and stages of implementation of the model 

are described, along with indicators for evaluating its effectiveness. 

 

Scientific Contributions 

The dissertation systematizes and expands theoretical 

knowledge on the management of educational institutions in a 

multicultural environment. It substantiates the role of management as 

a key factor for ensuring the quality of education in culturally diverse 

schools. Based on empirical research, a comprehensive management 

model is developed, integrating managerial, organizational, and 

communication components aimed at inclusive and sustainable school 

management. 

 

Practical Significance 

The proposed management model and the formulated 

recommendations can be applied in the practice of school 

management in multicultural environments. The results of the study 

may also be used in the training of school leaders and pedagogical 

specialists, as well as in programs for professional development and 

quality assurance in education. 


