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Introduction 

Hospitality has dozens of different definitions, but it can be broken down to the act of 

making someone feel welcome, usually through entertainment and comfort. So what 

is the hospitality industry? It includes many businesses that fall under this large 

umbrella, such as hotels, motels, resorts, restaurants, theme parks, and much more. 

As the world's interest in travel grows, so does the number of people traveling from 

one country to another. This, in turn, has led to the emergence of a new industry in 

the world, which is the "tourism industry". The tourism industry is an integrated 

system that includes many service industries. Hotels are the most important of such 

industries. In turn, the regulation of such an important area requires a lot of 

responsibility. That's why we need to be able to do marketing research and 

communication in this area. 

As in any industry, hotel marketing has several functions: 

- To enter the market on the basis of a thorough and comprehensive study of consumer 

demand, tastes and desires. Production of services that meet these requirements. 

- Increase the socio-economic efficiency of market relations and increase their range 

to a level acceptable, constantly expand the range of services, actively seek new 

markets (market segments), expand existing markets. 

As the number of tourists visiting our country grows, they are introduced to the rich 

culture, traditions, history, way of life, national cuisine and agricultural products of 

our people. This, in turn, will increase the flow of tourists to the regions of the country, 

provide employment in the tourism sector and increase exports of tourism services. 
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In case of creation of not less than 20 family guest houses in the territories of citizens' 

gatherings and rendering of at least five types of services (except for accommodation 

and / or catering services) for tourists, they are called “Tourism mahalla”, “Tourism 

village”. or "Tourism Village" status. From 2020, the citizens' assemblies with the 

status of "Tourism Village", "Tourism Village" or "Tourism Village" will be included in 

the state programs "Obod Qishloq" and "Obod Mahalla". 

In the process of operating on a cluster basis, it will be beneficial for both parties if 

the hotels work together with the tourist neighborhoods, villages and auls. The hotel 

cluster is one of the subjects of the tourism cluster. by expanding cooperative ties, new 

enterprises will serve to increase the region's tourism potential by creating jobs (value 

chains). It should be noted that at present there is no common understanding among 

many authors when considering the category of hotel service quality, in particular, as 

the object of its management. In our opinion, the quality of hotel services is a specific 

set of standards and a variety of services that customers expect to receive, they have a 

set of specific and relevant qualities in different categories of accommodation, 

temporary placement of customers within the hotel business , catering, various 

additional and other types of ancillary services to meet the individual needs of 

customers identified and anticipated in practice. In this regard, quality has normative 

properties defined in the relevant standards, quality can be compared only on one 

type, similar services, quality can be assessed by each consumer on the basis of socio-

economic parameters and his personal preferences. 

 

Research Methodology 

As a research methodology, methods such as observation, comparison, empirical 

research, systematic and comparative analysis, and statistical grouping and expert 

evaluation were used to study the views of scientists on the management of quality 

and efficiency of tourist services in hotels. 

 

Analysis and Results 

Today, the hotel industry has become a powerful economic system of the region and 

countries and an important component of the tourism economy. The hotel industry 

consists of many different public and individual accommodation facilities of different 

classes, categories, types, including hotels, hotels, motels, youth hotels and hostels, 

apartments, tourist villages, private sector - home hotels, etc. includes Hotel services 

have a number of unique features, the knowledge of which and the organization and 

management of services based on them can improve the quality and efficiency of hotel 

services and increase revenue. These and many other aspects are due to the following 
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features, which are known to most professionals and are mainly specific to hotel 

services: 

1) Simultaneous production and consumption of services and products. The provision 

of hotel services requires the active participation of both the consumer and the 

executor, such services take place in the territory of the executor. The service person 

is in direct contact with the customer, and the consumer considers the executive to be 

an integral part of the hotel service. The quality of hotel services is largely judged by 

the guest based on the employee’s behavior; 

2) Invisibility. Hotel service does not feel like any other service. Services are 

intangible, cannot be valued until they are consumed, they only exist in the process of 

service and consumption; 

3) Impossibility to store, collect, store products (services) produced by the hotel. The 

hotel's products are designed to meet current demand. If the services are not provided 

in a timely and quality manner, the hotel's revenue opportunities will be lost and they 

will not be restored; 

4) Variability of quality (non-permanent). The field of hotel services is flexible, the 

quality of which depends on who provides the service and under what conditions. The 

condition of the service provider at the time of service can have a strong impact on the 

quality of service. One person can provide excellent service to a customer today, and 

much worse tomorrow for many reasons (e.g., bad mood, family problems, etc.). 

Fluctuations and fluctuations in the quality of service are the main reasons for 

customer complaints on behalf of the hotel industry; 

5) Seasonality of demand and need. Hotel services are subject to seasonal fluctuations. 

Demand and need for hotel products (accommodation and other services) can 

fluctuate daily, weekly or seasonally. For example, most tourists spend their summer 

holidays, so the demand for hotel services increases significantly during this period; 

6) Interrelation of hotel services and travel (visit) purposes. The sales of hotel 

products are greatly influenced by the efforts of tour operators and travel agents, as 

the hotel business is closely linked to tourism; 

7) The volume of sales of hotel services depends on a number of factors: the location 

of the hotel; ease of maintenance; level of service and diversity; hotel image; prices 

and prices; range of services, etc. 

Tourism is the rapid economic, social, cultural, political development of a country. 

Reputation leads to increased attention. Uzbekistan has the same potential for 

tourism as Europe. But underutilization of this potential means so much 

underdevelopment. 
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We need to increase the number of additional services in our hotels. They will be able 

to exchange their currency for Uzbek som at any time. The sooner and better the 

quality of the service requested by the customer, the more the customer will want to 

visit the hotel again, and the hotel will have a regular customer. The hotel business is 

one of the most promising and lucrative industries today. The entry of the economy 

into the international market and the rapid development of the tourism industry have 

increased the interest of businessmen and tourists in the services provided in the hotel 

and hotel segment, and accordingly the need for skilled workers is growing. It is a 

prestigious and profitable way to get this hotel as a business offer. It should be noted 

that many are taking advantage of this opportunity for career growth in the hotel 

business - for simple positions, employers often do not require employees to have any 

special knowledge or skills (these all can be obtained in the course of work), however, 

serious demands are placed on the management team. It is no secret that occupations 

in the hotel industry are very diverse, as the system defines a multitude of specialties 

- Everyone in the hotel business - from technicians to direct management - managers, 

administrators, managers and more. actively participates. In addition, hotel 

specialties are provided by waiters, chefs, waiters. In short, in this type of activity, 

everyone can find something to enjoy, because the professions in the hotel business 

are very diverse. 

As mentioned above, in most cases there are no strict requirements for service staff, 

but this does not mean that everyone can find a job in a hotel or hotel. For example, 

knowledge of a foreign language is often required, which is already a feature of 

working in the hotel business. In addition, at other events, service staff do not have to 

know a foreign language. About senior staff, then education plays a huge role here, 

because building or organizing a well-rounded hotel is an effective work staff - a 

matter of training. However, the presence of a hotel business diploma does not 

guarantee a graduate a successful career, as the employer has not only a “shell” but 

also the practical skills, knowledge and abilities of a potential employee. Many hotel 

courses are offered for this purpose. 

Hotel business institutes in Moscow offer many areas where you can specialize in the 

hotel business, but studying there is not always convenient or cheap. To meet the 

needs of your guests, you first need to know what they expect from your hotel. You 

can find out by asking your guests for their feedback. If you know in advance what 

they want, you can act on their wishes and you will try to exceed them. If guests have 

high expectations of the hotel, but the services of your hotel do not suit them, it can 

cause dissatisfaction of your guests. You will achieve the highest level of service quality 

only when you deliver more than the guest expects. 
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Second, hotel staff must adhere to cleanliness and hygiene. Especially in the current 

pandemic, the cleanliness of the hotel room is part of the hotel's reputation. Viruses 

can remain on every object in the hotel. Because different people come in and out of 

the hotel and touch different surfaces. For this reason, it is advisable to clean and 

sanitize frequently touched objects with disinfectants. Even before the pandemic, 

cleanliness and hygiene were one of the important factors determining the quality of 

hotel service. The pandemic has forced hotel staff to focus on this factor. Customers 

also prefer to make sure the hotel meets sanitary requirements before deciding on a 

hotel after a pandemic. 
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