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Abstract: This article analyzes the impact of the level of service quality in the
tourism industry on the business activities operating in this sector.In addition, this
article contains suggestions for further improvement of customer service in the

field of tourism.
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Annomayus: B cmamve aunanusupyemcs nusiHue ypoeHs Kauecmeda yciye 8
MYPUCMUYECKOU OMPAcIU Ha OU3Hec-0esmelbHOCmb, OeUCMBYIOWY 6 SMOM
cekmope. Kpome moco, 6 cmamve codepoicamcst npednoxcerus no OanbHeuuemy

COBEPUIEHCTNBOBAHUIO OOCTYHCUBAHUS KTUCHINOE 8 Chepe mypusma.
Kniouegwvie cnosa: mypusm, ycnyeu, BBII, uenogeueckue pecypcul.
Introduction

Today, the global tourism market continues to grow steadily and is becoming
a major source of socio-economic development and job creation. In order to
develop this sector and provide employment for many young people, countries
have radically changed their policies in this area and are expanding measures to
encourage this sector, including the adoption of a number of decisions and decrees

on the development of this sector in our country are being imposed. Nevertheless,
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the amount of currency coming into the country from the provision of tourism
services is still not high. However, the development of the tourism industry and
the services provided to its customers will serve to fully demonstrate the potential
of the country in the tourism industry, as well as increase the share of this industry
in the formation of state budget revenues and provide high quality services to
tourists.Like all countries of the world, the COVID-19 pandemic has not bypassed
Uzbekistan, and has shown its socio-economic impact. Initially, the economic
crisis caused bythe pandemic and the suspension of flights had an impact on the
developing tourism industry in the country, as well as on other forms of business
after the introduction of the quarantine regime. Due to the economic crises in our
country, which is becoming more and more integrated into the world economy, as
well as the closure of state borders, the foreign trade turnover in January-March
2020 amounted to 8,140.4 million US dollars. USD, which is 924.1 mIn.USD
more than in the corresponding period of 2019.USD or 10.2%. In the foreign trade
turnover, the volume of exports decreased by 10.9% to 3,374.7 million. USD and
the volume of imports decreased by 9.7% to 4 765.7 min. USD. This has had a
significant impact on the development of tourism, which is now developing in our
country. During the pandemic, the government has adopted a number of measures
and decrees to support the tourism and hotel industry, as well as to preserve the
existing jobs. At the heart of these measures, there is the goal of employment of
young people studying in the field of tourism and hospitality and reducing
unemployment in the country. In this situation, the tourism industry can maintain
the existence and further development of their business by bringing a new quality

of customer service.
Literature view

A number of scientists have conducted research on the tourism industry and
the importance of customer service in this area. In particular, according to research
by Slutsky, J. - Slutsky, M. (1992), “Customer” is a term used to describe the

buyer who buys your product or service. In the tourism industry, your “ideal
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customer” is probably the customer who makes up the top 20 percent of your

customers, and that person is responsible for 80 percent of your profits.

According to Peck, H., Payne, A., (2001), new breakthroughs are being
achieved compared to customer engagement and customer retention analyzes,
where customers spend four to seven times more than retaining existing customers.
On the other hand, a 5 percent increase in a company’s customer retention rate

could increase a company’s profitability by 20 to 125 percent.

Min, H. - Min H. - Emam, A. (2002) argues that in order to be competitive,
for example, hotels need to develop a strategy to retain customers. As one of the
keys to successful development, such a strategy is related to customer relationship
management, hotels mainly need to identify useful ways to build and maintain

loyal customer relationships.

According to research by Miiller, J. - Sri¢a, V., (2005), customer information
is the greatest asset in today 's economy, and it is the growth of the tourism
industry and the level of customer service in itas an assetthat must be available for
development. It is becoming the fixed capital of the company, which, if properly

organized, can guarantee successful development and future business.
Methods

Methods such as induction, deduction, synthesis were used in conducting
scientific research. The Web of Science and Jstorg scientific databases were used

to analyze the literature.
Results and Discussions

Tourism is one of the areas in which many developed and developing
countries are focusing today in order to play a key role in the formation of state
budget revenues. This area includes the provision of the following types of
services, as well as the areas in which the industry should focus on improving the

quality of services provided by:
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1. Tourist accommodation services (hotels, motels, campsites, boarding

houses, sanatoriums, tourist bases, etc.);
2. Food services for tourists (restaurants, cafes, bars, etc.);

3. Transportation of tourists across the country in different modes of

passenger transport and through other countries;
4. Excursion services (interpreters, groups of tour guides);

5. Services to satisfy cultural interests (visits to theaters, cinemas, concert

halls, parks, nature and historical reserves, sports competitions and other events);

6. Satisfaction of practical and scientific interests of tourists (participation in
congresses, assemblies, scientific conferences, seminars, fairs and exhibitions,

participation in general and special purpose trade events):

When carrying out activities in the above-mentioned areas, if we pay
attention to most of the services they contain, we will see that they are types of
services where the number of jobs may vary depending on seasonal and market
demand that we can do.lIt is very important to properly organize the provision of
customer services in these areas, and it is important to organize appropriate work

to improve the quality of each area.

Quality service to customers means a sense of appreciation or hearing. Sometimes
this 1s part of a guest’s preference for one tourist or hospitality provider over
another. It is sometimes not possible to fully disclose quality customer service, but
it is a crucial factor for tourism success, both as a means of meeting the growing

demands of customers and to achieve business profitability.

Regular training to improve the quality of customer service provides a basis
for effective customer service. The potential benefits of this training are to
improve staff skills and customer relationships, communication skills, better
understanding of workplace practice, increased morales, confidence, self-

confidence and job satisfaction, increased participation in projects, great work and
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career growth potential, greater interest and desire to participate in additional
training, and the ability to be more independent.

The development of the tourism industry and the services provided to its
customers will create a competitive environment among young people growing up
in this field, the state-oriented direction will change towards quantitative and
qualitative indicators, as well as modern thinking and a new worldview. The
existing youth will come and join. Therefore, as the global tourism industry will
be the main source of budget revenues for all countries in the near future, the
issues of improving the quality of services provided to consumers in this area are
urgent. Firms and organizations operating in the field of tourism, or individual
entrepreneurs engaged in this field should increase the range of services for tourists
and customers, as well as further improve the existing ones in terms of quality.
leads to the development of the industry and its recognition as a major revenue-
generating industry. As a result, more attention is paid to the industry and its

development is guaranteed.

In order to analyze the existing tourism industry in the country and study the
level of services provided to customers, the hotel "Minor" was used, and due to the
constant study of customer feedback in this hotel, the results of 2015 and 2020 It
was possible to study the aggregated data. According to the data, in 2015, when
the level of customer service by the hotel was assessed by customers, the level of
services provided by 5% of customers surveyed as “excellent”, 14% as "good",
45% as "satisfactory". and 15 percent rated it as “poor” and 5 percent rated it as
“very poor”. The figure below shows that by 2020, these figures will be 28%

"excellent", 39% "good", 17% "satisfactory", 12% "poor" and 4% "very poor".
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2015 2020

= Excellent = Satisfactory = Good

= Poor = Very poor = Excellent = Satisfactory = Good = Poor = Very poor

Figure 1. Information about the services provided at the Minor Hotel

Now, if we analyze the importance of the quality of customer service in the
tourism and hotel industry in the country, the development of the tourism and hotel
industry in our country from year to year requires highly qualified personnel to
carry out their activities in this field. and requires a high level of customer service.
It is natural that the development of the industry makes it attractive for young
people with modern thinking skills to work in this field. Another aspect of this
industry for young people is that they work in tourism and hotel in the early stages,
gain experience there and later in this field. will be able to organize their business
separately and employ young people as well.

However, in the field of customer service in the field of tourism, as in the
world, in our country there are problems with the recruitment and retention of
qualified personnel, lack of skills and gaps in human resources. The reasons for
these problems are the outflow of young people with specialized skills as labor
force, the fact that women and students work part-time and informally, the fact that
unskilled workers make up the majority, and the working hours of social workers.
can be attributed to the excess of yors. The above-mentioned problems in the field
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of tourism and hotels indicate the need for a number of reforms in the field of
customer service in this area.

In order to prevent negative attitudes of students studying in the field of
tourism and hospitality in the country, as well as to support the industry in the
current pandemic, as well as to further enhance the role of the industry in state
budget revenues. In accordance with the Decree "On priority measures to mitigate
the negative impact of the coronavirus pandemic and the global crisis on sectors of
the economy" from April 1, 2020 to stop the calculation and payment of tourist
(hotel) fees, In accordance with the Decree PF-5978 of April 3, 2020 "On
additional measures to support the population, sectors of the economy and
businesses during the coronavirus pandemic”, from April 1, 2020, tour operators,
travel agents and entities providing hotel services (accommodation services) in the
field of tourism The exemption from land tax and property tax for legal entities,
the payment of social tax at a reduced rate of 1% testify to the high level of

attention paid to the development of this sector in our country.

Conclusion

As a result of studying the state of customer service in the tourism industry in
the country, there is a shortage of qualified personnel in the development of the
industry, the quality of customer service in the tourism industry has not yet reached
a high level. indicates that the leak potential has not been activated. In order to
develop this sector, it is necessary to focus on improving the quality of customer
service processes and training of personnel working in this field.

In our opinion, in order to prevent the negative impact of the economic crisis
caused by the Covid-19 pandemic on the tourism industry, as well as to prevent the
rise in unemployment during the crisis, the government should Many reforms are
needed to improve the quality of services, as well as to reconsider the discipline of
business entities operating in the industry, as well as the work of qualified

personnel and the continuation of their activities in this area. It would be expedient
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for them to reconsider their working conditions in accordance with the

requirements of labor legislation.

References

1. Slutsky, J. - Slutsky, M., (1992), How to get clients, Warner Books, New
York, p. 4.

2. Peck, H., Payne, A., (2001), Christopher, M. and Clark, M., Relationship
Marketing - Strategy and Implementation, Burlington: Butterworth Heinemann, p.
12

3. Min, H. - Min H. - Emam, A., (2002), A Data Mining Approach to
Developing the Profiles of Hotel Customers, International Journal of
Contemporary Hospitality Management, VVol., 14, No. 6, pp. 274-285.

4. Miiller, J. - Sri¢a, V., (2005), One-on-one management with clients -
Primedom CRM poslovne strategije do povecanja konkurentnosti, Delfin razvoj
managementa, Zagreb, p. 83.

5. Sobaih, A.E. (2011): Half Job - Half Training? Management Perceptions
of Part-time Employee Training in the Hospitality Industry, Journal of Human
Resources in Hospitality & Tourism, Vol.10, No.4, PP: 400- 420.

6. Decree of the President of the Republic of Uzbekistan dated March 19,
2020 "On priority measures to mitigate the negative impact of the coronavirus
pandemic and the global crisis on sectors of the economy."

7. Decree of the President of the Republic of Uzbekistan No. PF-5978 of
April 3, 2020 "On additional measures to support the population, sectors of the
economy and businesses during the coronavirus pandemic"

8. Data of the official website of the State Statistics
Committeehttps://stat.uz/uz/press-sluzhba/novosti-gks/8895-0-zbekiston-

respublikasining-tashqi-savdo-aylanmasi-2020-yil-yanvar-mart

"IxoHomuka u commym" Ne5(84) 2021 WWW.Iupr.ru


https://stat.uz/uz/press-sluzhba/novosti-gks/8895-o-zbekiston-respublikasining-tashqi-savdo-aylanmasi-2020-yil-yanvar-mart
https://stat.uz/uz/press-sluzhba/novosti-gks/8895-o-zbekiston-respublikasining-tashqi-savdo-aylanmasi-2020-yil-yanvar-mart

