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Abstract: Service quality in the hospitality industry becomes one of the most
vital factors for gaining a sustainable competitive advantage and customers’ loyalty
in the highly competitive marketplace. It is thus considered as a significant core
concept and a critical success factor in the hospitality industry. At the hospitality
industry service quality is life of hotel. A successful hotel performs excellent
quality service to customers. Many customers choose the hotel according to service
quality. That’s way hotel owners should try to deliver guests quality service. This
article is dedicated to ways to improve the quality of service in hotels located in
Bukhara, it fully describes the results of research conducted on this issue and
measures to adapt the quality of service in hotels to international standards.
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Introduction. Service businesses have been growing rapidly in recent
decades, while customer demand for high quality service is increasing. To remain
competitive, the hotel needs to analyze customers’ expectation and perception
towards the service quality of its front office staff.

Quality of services is the key to the creation, value and satisfaction of the
customer. However, the concept of service quality is very subjective and depends
on the perception of the consumer. Hence, on the one hand it should be emphasized
that among the factors influencing the choice of a hotels facilities most often

respondents pointed out to the price and quality of service. On the other hand, the
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high rank quality of service is confirmed by the perception of the quality of hotel
service, most of customers on the quality of hotel services consist primarily in
confidence and the professionalism of hotel staff and the desire and readiness to
help guests.

At present, the hotel is actively involved in marketing and research, not only
on the hotel itself, but also on online pages. This can be seen through booking web
portals and hotel website. However, in order to find out how the results really work
in practice, to investigate the impact of this on customers, hotel staff, | decided to
conduct a survey in hotels of Bukhara. Surveys were carried out by tourists from
different countries throughout the internship. In the next graphs, we can see the

result in our own eyes.

The main emphasis in the questionnaire was to determine the quality of
hotel services in Bukhara. Because today the main factor for the guests is the
quality of service. Poor quality of hotel services can ruin not only the reputation of
the hotel, but also Bukhara, even the reputation the whole of Uzbekistan. That is
why high-quality services will make the tourists happy.

The poll total was replenished with 20 guests and was made of 11
questions. The first question is customer residency. Following results are taken

according to the questionnaire:

O Uzbekistan
B Germany
OFrance
Olndia
OUSA
Figure 6. Residency of Respondents
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Source: Drawn up according to the survey by author
50 % of respondents namely, 10 residents were from Uzbekistan, 4 of
respondents namely 20% from Germany, 2 respondents namely 10% from France,
3 namely 15% from India and 3 of them namely 15% from USA.

The second question is the customer gender.

B

O Male

B Female

¥

Figure 7. Customer gender

Source: Accomplished by the author

Results show that the gender of 12 respondents were female and 8 of them
were male.

The third question is about the age of the client. According to this question
| divide them into 3 groups:
eFrom 15 to 30 age;
eFrom 31 to 50 age;
eFrom 51 to 70 age.

The result was following:
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31-50 age

Figure 8. Age of respondents
Source: Formed by author
In the fourth question the customer was asked to rate the quality of hotel
services from 1 to 5 points (1very poor quality, 5 very high quality). Then the

average result was the following:

5 O Check-in check-out
processes
4,5
1 @ Laundry
4
3,5 - OFood & Beverage
3
2,5 O Housekeeping
2
1,5 B Room service
1
O Internet
0,5
0 ‘ ‘ ‘ ‘ ‘ @ Security
4,9 4,7 4,3 4 4,2 3,3 4,5

Figure 9. Evaluation of service quality

Source: Extracted from survey by author

If we calculate average point of services, the check-in check-out processes

got 4,9 point, laundry 4,7 point, food & beverage 4, point, Housekeeping 4 point,
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room service 4,2 point, internet 3,3 point and security got 4,5 point. From this we
can see that in hotels of Bukhara quality of check-in and check-out process is very
high and quality of internet services very poor.

The fifth question was about the problems faced by guests while staying at

the hotel. The result was:

O None

B The speed of internet

0O The smell of the room is
nasty

Figure 10. Problems of guests
Source: Made by author
13 respondents answered that they had not any problems, 4 respondents
answered that they faced problem with internet and 3 respondents said that the
smell of their room was bad.
In next question was asked your perception while problem happened.

Answers was as following:
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O Efforts of hotel staffs in solving the
problem

O Responsibility of
managers/supervisors in solving the
problem

Figure 11. Perception of guest

Source: Made by author

15 of respondents answered that they perceived efforts of hotel staffs in solving
the problem and 5 of them answered responsibility of managers/supervisors in

solving the problem.

Seventh question was about time that guest had to wait for responses from
hotel about his/her problem. All of tourists answered that hotel staff tried to solve
the problem immediately.

In the eighth question asked what aspects of the hotel should be improved.

The following results were achieved:

OSpeed of internet

0O More detailed information on
services

Figure 12. Aspects for the improvement

Source: Formed by author
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11 namely 55% of respondents answered that hotel owners should improve
speed of internet, 5 of them, namely 25% answered expertise of service providers
should be improved, and 4 namely 20% of them answered that more detailed
information should be improved.

In the next question was asked what will he/she do if satisfied from hotel

services. All of respondents answered that they continue to select this hotel for the

next time and tell others about this hotel.

In tenth question was asked the conclusion of guests about hotel services

quality in Bukhara. In this diagram we can see the result:

Satisfied
95%

Figure 13. Conclusion of guests
Source: Made by author
19 of respondents satisfied, 1 of respondents dissatisfied from hotel service

quality.

The final question was the cause of satisfaction/ dissatisfaction.
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B Good sides of hotel

O Room is uncleaned
and with bad smell

Figure 14. The cause of satisfaction/ dissatisfaction
Source: Made by author

Conclusion. This survey suggests that the hotels need to pay more

attention to internet speeds, staffing and cleanliness to attract more customer and

improve the quality of service. After this survey | came to conclusion that hotels

need to some improvements. For this reason | gave to hotel my proposals to

improve service quality and attract more tourists:

Development measures to increase speed of the internet;

Hiring enough staff for each position. Nowadays in hotels of Bukhara one
staff works in various positions;

Paying attention to staff qualification. Implementing staff training programs;
Implementing uniform for staff;

Offering extra services for guest entertainment. For example: concerts,

cinemas, interesting games and others.
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