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AKyaa Myxnn, aeiinn Muxaun Wammmpon[4], xankapo Mypa@0iii na cafiéxunie 6yiinna maciaxatin,
CanapKann caiiéxmik (popyyminr xammyansdir.

Eumnap typussmi yw0y nernkGoint fiynanuuwnapaai Gupura aiianimmng sy, Heaaoiier;ia
Oynub yrran "Poccust - YaGexucron: yzapo mandaarimin WEPHKIKLAIL WITH(OK cTpaTerisciraa”
XAJIKAPO KOHBEHCIACHAA POCCHANIK Ba Y30CKHCTOINIHK MyTaXacCHCIap YHit pHBOAKIAITHPHIEAIT QK
Kanamnap Ba MaBXya Myammonap Xakuia cysna® Gepuuiain. Myxokamanap Jaromiiia myraxaceuenap
VMYMaH TYpH3N Kanjait 6ynnummm xeu kv Gunmacauranm rankuanamginap [4].

"X0311p AU Tenaen uusiap BAKTI KEAM, Xap Gup Anri TCHACHCHS KaUOHNp d¢/1an SHKKID KeTrat
sckunikaad kennG unkami. CoseT aaspija éuap Ba Tanabanap Ty pH3MIt Kky/ia XTI PHBOAKIANFAN /11,
snan Gynmail gopymnap Tydalinn ymby mexannaminn kaiita Tiiann IMKOTHISTH Magay . - eiiu
LLamMuninos. BYHHHT yuyl Xap HKKH TOMOH Xam YIIkaH cabii-XapakaTjapii Tanad Kiuiaul. Vaoekueron
Xanmin émmap TYPHUSMHHIHE KaxXol XapuTacaa MaBxcyjl 3mac, TYypH3MITHHE yiuoy (opaati Gupiint
nasbaTaa KYHruiouap Xusmatnap, ZeHru3ninr Mapxky i Ginan Gorank. Bisja oca acacait tapixiri
Typu3m puBokiaurai. Afinn maittaa pecny6mikanzga Gumap typussinne fiyira kyiinnm Makcauia
TYPHIMHH  PUBOKIAHTHPIUIHIHT  WHHOBALHOH  WaK/Iapi OYINGiL,  TYPHCTHE  KIacTeprap Tyl
KYRrIouap wHdpaTysuamMan fiynra kY. suri caiiéxmk ofLekTnapinn Ky piir kabi TaA0HpIAp
aniara ownpHAMOKAA.
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[MPROVEMENT OF SERVICE QUALITY FOR TOURISM AND HOTEL DEVELOPMENT
AFTER PANDEMIC IN REGION
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Abstract. Due to the spread of the coronavirus COVIDI19-, which the World Health Organization
recognized as a pandemic, dozens of popular tourist destinations among the world were banned. Airlines
canceled the bulk of flights to many famous touristic destinations. For this reason, competitive tourism
markets require all tourism enterprises to improve service quality after pandemic. As service quality is the
key factor to atiract more tourists. Each guest of a hotel comes with expectations. When a tourism service
meets with guest’s expectations so then it is satisfied. Otherwise, guest is dissatisfied from touristic
organizations and never returned back, For example, il guest feels satisfaction of a hotel. they can
recommend this hotel to others, but, if hotel service quality unsatisfactory, they can lead others who wanl
to stay in this hotel. This article gives instructions for improving service quality to the owners ol the hotels.
and teaches easy ways of achicving high level of service.

Keywords: tourism, service quality, hotel, expectation, satisfaction, customer
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Coronavirus disease 2019 (COVID-19) is an infectious discase caused by severe acule respiratory
syndrome coronavirus 2 (SARS-CoV-2). COVID-19 has been traced back on November 2019 by the first
case detect in China, COVID-19 defined as an infectious discase caused by a new virus. This virus was
spread very fast. As report by World Health Organization (WHO) the total confirmed cascs of COVID-19
worldwide are 823,626 cases with 40,598 deaths (1th April 2020) as shown in Figure I. COVID-19 spreads
primarily through contact with an infected person when they cough or sneeze. [t also spreads when a person
touches a surface or object that has the virus on it, then touches their eyes, nose or mouth. COVID-19 virus
can live up to 72 hours. COVID-19 has given significant impact on the economic development worldwide.
With the large-scale quarantines, travel restrictions, and social-distancing measures drive a sharp fall in
consumers and business expenditure. This situalion was created economic reccssion globally. Towever.
many efforts have been done by government in order to reduce the spread of COVID-19 virus. Forexample.
a few countries were performing a lockdown approach for movement control order (MCQ). The impact ol
this approach are consumers stay at home, businesses lose reventie and lay off workers and unemployment
levels rise sharply [15].

Tourism in Uzbekistan has always attracted people from all over the world. For anyone who
knows about the country, this is casy to understand - bright colors. intricatc patierns. rich (Tavors. and
friendly people await every visilor. Traces remain of great empires that have long since been blown away
by the sands of time, while modern life evolves in new directions. This landlocked Central Asian nation
offers more than a single person can explore in a lifetime. Service quality in the hospitality indusiry

becomes one of the most important factor for gaining a sustainable competitive advantage and customers’
confidence in the highly competitive marketplace. It is thus considered as a significant core concept and a
critical success factor in the hospitality industry. A successful hotel delivers excellent quality scrvice 1o
customers, and service quality is considered the life of hotel. Many benefit of hotel comes through serviee
quality. So, hotel owners should try to deliver guests qualified service. For this they can use many kind of
quality improving models as recommended model — “SERVICE” model. This is a new casy model which
meets international requirements of service quality. What does this model mean?

According to the interim report of the World Tourism Organization (UNWTQ) “Global Review
of Restrictions on Travel Restrictions Caused by COVID-197, travel restrictions are currently in place in
96% of the world. From the end of January 2020 to April 6. 2020, travel restrictions were imposed in 209
countries due to the coronavirus situation: * 90 countries closed their borders in whole or in part: « 44
countries closed the borders for tourists from China, the Republic of Korea. Iran. the European Union; « 56
countries canceled international flights in whole or in part: » 19 countries apply various restrictive measures:
a) requiring immediate isolation or transition to quarantine within 1-h days ol enry; (b) the revocation or
suspension of a visa upon entry into the (erritory of the country: (¢) Prohibition ol travel by passengers
arriving from known locations; d) Require passengers crossing the border without a COVID-19 ta have
medical certificate. At the regional level, Africa, Asia and the Pacific. as well as all countrics in the Middle
East, have imposed travel restrictions, with 93 per cent in the European region and 92 per cent in the
Americas. Restrictions on travel have expanded geographically as coronavirus confirmation rates have
increased. Since the World Health Organization declared the Coronavirus a pandemic. the number of
countries that have imposed travel restrictions has increased 2.2 times (from 81 to 181) between March 9
and March 24 this year. In addition, the report notes that as of April 6, 2020. no country has lified the
restrictions imposed on COVID-19. It should be noted that on April 27, 2020, measures for tourists visiting
Uzbekistan were developed and officially introduced. On March 16, it was banned from crossing the slale
border and it was recommended to suspend measures to organize domestic Lourism, From March 17.
tourism companies, public organizations and large industrial enterprises were advised 1o suspend domestic
tourism activities until the situation with the coronavirus in the country stabilizes. On March 20,
international bus, bus, rail and air services were suspended. On March 27. interregional tralTic was
completely suspended [14].

Firstly, we have lo identify service and its quality.

Service is the act of handling a task. 1t is the intangible good that certain industries provide.
including the hotel industry. Hotels service guests and they provide shelier and accommodation. Basic
service is level one: the fast food of the hotel business where employecs have little interaction with guests.
As people spend more money on their expericnce they expeet more. Gueslts are not only expecting better
tangible accommodations; they are expecting the intangible expericnee to be unforgeltable service taken (o
the next level. This is hospitality. This is where a hotel’s value comes from [16]. There arc two main factors
which are effective in producing services. One of them is the equipments which provide service. the other
one is organizing pcople who provide services.
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.SCI'\’I(‘ZC quality is a way lo manage business processes  in o order 1o ensurc
total satisfaction to l‘hc customer on all levels (internal and external). It is an approach that leads to an
increasc ol compelitivencss, effectivencss and flexibility
ol the entire company (3], '

Service quality: “is an evaluation with a predominant cognitive aspect that emerges as o result of
the comparison of the service (perceived service) quality that a consumer receives with the service quality
shaped according to the expectations of consumer before the purchase” [4].

Scrvice quality can be related to worker's qualifications, service process (e.g, the quickness ol
service), service resull (customer satisfaction).

Afler staying in hotel guests can come to three kind of conclusion:
+  Satisfaction - when the perceived quality meets with the expectations;
»  Dissatisfaction - when the perceived quality is significantly lower than expectations;
Positive surprise - when the perceived quality exceeds expectations,

There are several models for measuring hotels’ service quality. which can be defined in terms of
quality, performance, as INTQUAL, SERVQUAL, LODGSERYV, LODGQUAL, DINESERV. ECOSERV.
LODGING QUALITY INDEX (LQI), RECQUAL, Critical incident Technique — CIT, Structural Equation
Modeling — SEM. INTERSERVQUAL, HOLSAT and others which identify components of services’
quality like reliability, assurance, empathy, extra room amenitics, staff communication, room attractivencss
and decor factors, staff outlook and accuracy, food and service, hotel surroundings and environmental
factors.

In harmonization with the given service quality models we would like to recommend new. quality
measurement model which can be adopted in the hotels of Bukhara. Proposed scale ot *SERVICE™ will
comprise 7 criterions, as:

S —safety

[= —effectiveness of employees

R —rcadiness

V — volubility

[ — individual approach \
C —cleanliness

[z —exterior and interior condition of a hotel

valuability l

Figure . *SERVICE” —model for measuring hotel service quality

Source: worked out by the authors

Safety is the most important factor for achieving high service quality in the hotel. Guest, who comes
1o hotel wants that he and his belongings should be safe during his stay at the holel. Besides this hotel staff
also should be protected. lence it is very important to have a proper safety and sccurity system in place (o
protect staff, guests and physical resources and assets such as equipment, appliances buildings, garden of
the hotel and also the belongings of the guest. Safety and sccurity is always the first priority towards guest
service, For this reason, hotel should put the safety in the first place [6].

Hotel employees should work quickly and effectively. Because, guests of hotel expect quick
services. They don’t want waste their time to wait for hotel staff. If hotel stafT do not act quickly, guests
consider the quality of hotel services is poor and they dissatisfy from the hotel. Thercfore, hotel personnel
should not make the guests (o wait.

In each condition hotel staff should be ready to help guests regardless of their position. Staff never
should answer to question of guest “I don’t know” even he really does not know the unswer. [n this situation
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hotel staff should direct the guest to another staff who knows the answer. Every day, every time personnel
should show that he always ready to help guests. Tourists respect this kind of sta/f.

'ln hotel everything should be valuable to its price. [f guests pay more money but receive cheap
service it can be cause for dissatisfaction of guests.

Hotel guests can give a good impression if you approach them as individual. special guest. You
should serve them as you serving only for them,

Cleanliness is very important to improve service quality. Guests firstly pay attention to the
cleanliness of the hotel rooms. For this reason, hotel manager should care about cleanliness of hotcl and
even small details of the hotel. Cleanliness not only helps Lo guests to get good impression, bul it can also
help make hotel furniture last longer.

Guests get first impression from appearance of the hotel. 17 exterior appearance ol a hotel in bad
condition they think that hotel service quality is poor, even, they don’( want to stay in this hotel. Interior
design also can be cause for improving service quality. Especially, inside of the room technologics are
important factor for guests. Hotel rooms should be equipped with needed facilitics.

Also after pandemic most tourism enterprises must to ereate new service innovation Lypes. Service
creation has developed because of the need for a help focused vicw to esteem age. Service crealion. as
talked about by O'Cass and Ngo (2011), is involved in two structures: intuitive and supportive. Intuitive
assistance development alludes to coordinate worth creation experienced by clicnts (front end) or as
depicted by Salunke et al. (2019) as the administration utilization interface (Irontstage). It is porl.mv\’c'd as

the level of which a firm changes its administration contributions (i.e., novel, improved contribution).
administration conveyance (for example novel or prevalent techniques for admini'sn‘mion conveyance
procedure), and customization related changes to address explicit clie'nt.s' iss.ucs. \\’Inl.c. steady assistance
development is described by the association changing its administration .CI'CZIIIOH. sourcing. and
administration quality. Any new help offering requires strong behind the stage design and backing to ensure
{hat novel assistance can produce the new incentive to the clients, thus, making an incentive lor the
association. Quite, so as to ensure powerful and productive help conveyance is critical to fathom the way
{oward creating and executing fruitful advancements in administration
The exccutives regard for service innovation can appear to be restricted as associations don't
normally feature and handle their administration conveyance, office. foundation and gi‘ll i_n_u formal and
organized way. While results appear 10 be undetectable improvements can Ija\'.c a significant (though
backhanded) impact on money related execution. Instead ol numerous substantial item advancements lhul~
may appear (o roll out an extreme improvement, administration deveilc?pmel'us Im\./c all lh.c c?urmurks ol
being progressively steady enhancements for existing and current administrations with the similarly cheap
evaluation. An impromptu procedure because of the quirky idea of immaterialness of administration
offering and the administration mentality which make it hard to assess sway. In any case, inventive help
associations ought not 1o neglect buyer understanding, For instance, notwithstanding the item advancement.
Starbucks presented the put away worth card (administration development), which was a reloadable prepaid
card to swipe, permitting clients to utilize it in each US-Starbucks store for the exchanges. While this new
assistance makes the instalment procedure simpler for the clients and improves the instalment time span.
and the firm had different development types increasing a solid situation available, it lost the consumer
loyalty center.

Period of pandemic many touristic organizations first have to improve how not lose their market
place. First of all, it is important not (o forget touristic services. FFor this reason, many touristic
organizations have to develop a mechanism for training qualified personnel in tourism. Introduce the
experience of leading educational institutions in the ficld of tourism in developed countries. At the same
time, in order to overcome the current problems in the provision ol services in the ficld of tourism, (o
increase the level of stalTin cach area of tourism, studying foreign experience. It is important to hold various
forums, seminars and trainings throughout the country via online.

In addition, il we take the example of hotels, it would be a great achicvement Lo altract experts from
the world's leading tourism countrics to improve the skills of stafl in their hotels. Today. lew hotels are
improving the quality of stalf by attracting experts from countries with the highest tourism industry in the
world. The role of experts is very important for the service sector. Because the experts working in such an
organization are very professional retirees who have worked in the tourism industry for many years. It
doesn't cost much 1o attract them. With this in mind, the study of their experience will play an important
rolelin improving the knowledge of personnel in the field of tourism. Organization can organize via
webpmrs. Second, the introduction of virtual tours through touristic web portals will also ensure that
tourism does not disappear during the pandemic, We know that Uzbekistan is some country rich in tourism
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potential. \)\‘/i.lh this in mind, the creation of virtual degree tours of each historical monument will not lead
to a loss of interest in tourism in the future. Thirdly, advertising the country’s rich history, cullure and
tourism potential on social media through various videos is also of great benefit. Because it is known from
forcign experience that many countries with developed tourism have videos of various attractive
destinations and travel destinations. And this, of course, will not go unnoticed by tourists. Fourth, the
creation of quality tourist infrastructure, in which the creation of new special types of tourism will play an
important role. That is, 1o create other types of domestic tourism racial tourism in addition to relying not
only on the classic types.

Conclusion. It can be concluded, that for achieving high level of service quality in the hotels of
Bukhara, first of all customer needs should be satisfied. factors that effect to interior and exterior
performance of the hotel should be considered as a major issue. When hotels of Bukhara rcgion correspond
to international service quality measurement models or recommended one so then the number ol visitors
will also increase,
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_ Abstract: The thesis analyzes the priorities for improving the quality of services using innovative
services in the hotel industry, mainly after the pandemic. Sinee the pandemic. many tourism industries us
e < A e AR et . . o H
well as the hotel business have experienced major economic downturns. In today’s competitive market, it
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