Nel(21) 2025 "IQTISODIYOT VA TURIZM" xalgaro ilmiy va innovatsion jurnali

UDK: 821.512.133

Jasmina Shokirova
Students of Silk Road International University of
Tourism and Cultural Heritage

FROM GUEST SATISFACTION TO GLOBAL STANDARDS: THE ROLE
OF STRATEGIES AND MANAGEMENT TOOLS IN THE HOTEL
INDUSTRY

Abstract

This research focuses on the importance of Strategy and Management Tools in the hotel industry
and includes some data collected through interviews with managers and administrators in five local
hotels Samarkand. The key strategies and management tools, as well as the unique features and
challenges in those five hotels, were examined during the interviews. Based on these interviews
with the managers, it is recommended that hotels conduct a SWOT analysis to better understand
their hotels, implement more advanced management tools and strengthen their feedback systems.
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Introduction

The Hospitality Industry plays an important role in the rapidly changing global economy with
hotels being the key part in it. To achieve success in this highly competitive market, hotels rely on
some Strategies and innovative Management tools. In today's dynamic business environment the
role of strategy and Management Tools have become crucial since they improve operational
efficiency, help to manage resources, and provide better guest experiences. Hotels use strategies
and tools like SWOT analysis which helps to identify a hotels strengths, weaknesses, as well as
opportunities and threats, or strategic alliances, and performance tracking to achieve long-term
success in the market. This topic is significant as it highlights which strategies and tools are the
most efficient ones and how hotels can overcome or avoid challenges by implementing these. By
understanding and applying these tools, hotel managers can adapt to the industry challenges and
can be set apart in the competitive environment of the hospitality sphere. This article examines
key Strategies and Management Tools used in hotel management, discusses the challenges of their
implementation, and highlights their role in achieving success in the hospitality industry.

Literature Review

The hotel industry nowadays is under the significant transformation because of the rapidly
advancing technologies, expanding customer behavior, and increased competition in the field. In
this context, strategic management and the use of management tools are important to maintain a
competitive edge and ensuring long-term success. Scholars such as Enz (2011) have highlighted
that a well-formulated strategy not only provides a clear direction but also aligns organization's
internal and external opportunities and threats.

Strategic management in the hospitality industry involves setting long-term goals, improving the
plans, and putting them into action, and monitoring the process. Tools like SWOT (Strengths,
Weaknesses, Opportunities, Threats) analysis, PESTEL (Political, Economic, Social,
Technological, Environmental, Legal) analysis, and the Balanced Scorecard have been widely
adopted to enhance strategic decision-making (Afonina & Chalupsky, 2012). These tools help
managers to analyze the dynamics of their organizations, the preferences of their customers, and
their operational capabilities leading to have more informing decisions.

CRM (Customer Relationship Management) systems are also gaining traction in hotels, especially
in improving guest experiences and increasing the number of loyal customers. As Nouri (2017)

90



"IQTISODIYOT VA TURIZM" xalqgaro ilmiy va innovatsion jurnali Nel(21) 2025

suggests, the ability to gather, learn from, and act on customer data enables hotels to personalize
their services, predict trends, and enhance customer satisfaction. In the market where customer
expectations are changing or growing rapidly, the correct usage of CRM systems provide a
competitive advantage.

Research done by Senturk (2012) and Rahnemaye (2008) also indicates that majority of hotel
managers face difficulties in implementing strategies due to a lack of training or understanding of
strategic tools. This gap highlights the importance of managerial education and the knowledge of
management tools. Koseoglu et al. (2020) further argue that in dynamic markets, especially in
developing tourism regions, flexible strategies that can quickly respond to change are crucial for
achieving long-term success.

Additionally, Akrivos (2007) found that successful hotel managers not only adopt strategic tools
but also have leadership qualities that support innovation and adaptability. In regions such as
Central Asia, where the tourism sector is still maturing, adopting global best practices while
improving strategies to local culture can significantly enhance performance.

Overall, the literature confirms that the implementation of strategies and management tools in the
hotel industry leads to improved service delivery, enhanced guest satisfaction, and stronger
competitive positioning. This sets the foundation for our current studies, which examine how
hotels in Samarkand adopt and implement such tools.

Discussions

The findings of this study align with and extend the existing literature on strategy and
management tools in the hospitality industry. The interviews with hotel managers in Samarkand
confirm that there is an awareness of the importance of strategic planning and management tools,
however, the implementation varies depending on resources and managerial experiences of the
organizations. This situation brings us back to the views of Nouri (2017) and Senturk (2012), who
noted that practical constraints often limit the effectiveness of strategic tools in smaller or less
developed markets.

Interestingly, hotels of the survey showed strengths in customer service and employee
engagement, which are the areas that have been emphasized in both local strategies and
international best practices. However, the limited usage of advanced management tools such as
CRM platforms or data analytics systems suggests an opportunity for further development. As
Koseoglu et al. (2020) mentioned, embracing technology and customer-centric approaches is
crucial for competing on a global level.

This research also highlights the potential benefits of targeted training programs to improve
strategic thinking and management tools among managers. Investing in skilled staff and advanced
software systems allows hotels in Samarkand to effectively turn their goals into actionable
outcomes, leading to improved guest experiences and stronger financial results.

The study, moreover, supports the idea that strategy implementation should consider the
specific context. Methods that are effective for large international hotels may not be suitable for
the smaller, locally owned hotels. Therefore, a blended approach that combines global practices
with local insights is recommended.

In the competitive landscape of the hospitality industry, having a well-defined strategy is
crucial for any hotel to succeed. An effective strategy creates a roadmap for managers and can
help them align their sources with the hotel's objectives which is important in pricing and
marketing efforts, allowing hotels to adapt quickly to the changing conditions of the hotel industry.
Revenue management strategies, for instance, are widely used to adjust room rates based on
demand, which boosts profitability.

The adaptability to the changing environment not only ensures hotels remain competitive but
also enhances the guest experience by enabling more professional services. The concept of
strategic management highlights the importance of enhancing organizational cooperation,
expanding internationalization, adapting to rapid technological advancements, and strengthening
both organizational and environmental relationships (Ayhiin, 2019). Global hotel chains, for
example, often adapt to different strategies by offering unique themes, amenities, or cultural
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experiences that set them apart from competitors. These strategies are explored deeper in the
research findings section of this article.

Ultimately, “strategy focuses on the long-term direction of the company” (Enz, 2011).
Without a solid long-term strategic direction, operations may drift by inconsistent decisions made
by the management team wasting both energy and resources (Enz, 2011). This means hotels that
fail to establish a clear competitive strategy may struggle to maintain their operational success in
the growing competitive industry. A solid strategy in hotel management provides profitability and
fosters sustainable growth making hotels succeed in the market.

One of the most significant issues in any industry is figuring out how to create strategies that
enhance company performance amidst environmental uncertainty. In such an environment, a key
priority for every organization is to gain and sustain a competitive advantage (Koseoglu, et all.
2020). “Organizations should be more flexible so that they can find more power to compete.
Otherwise, they encounter problems and will disappear in long-term” (Nouri, 2017). “Therefore,
the increased complexity of organizational activities has doubled the importance of managers
decisions. Today, managers and decision-makers of the organizations more than ever need
applicable mechanisms and procedures to make strategic decisions” (Rahnemaye, 2008;Nouri,
2017).

“Engaging in the strategy-development process involves proactive analysis and learning about
your competitive environment and your operation” (Enz, 2011). This proactive approach is crucial
because it enables managers to identify trends, predict challenges, and come up with the right
solutions. In this research, it is observed that hotels in Samarkand actively utilize this mindset to
adapt to a rapidly changing tourism industry. According to Nouri, the strategic management
process typically involves reviewing internal and external analyses, formulating strategies,
implementing them, and conducting evaluation and control measures (2017). While these steps
form a solid framework, their effectiveness relies heavily on the manager’s ability to prioritize
them efficiently.

Figure 1
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Source: C. Enz, Hospitality Strategic Management: Concepts and Cases, 2nd ed. (Hoboken, NJ: Wiley, 2010).

This figure outlines the strategic management process, illustrating key strategies from
external and internal analysis to strategy implementation and evaluation. It highlights how
important it is for hotels to match their strengths with opportunities while addressing weaknesses
and threats. This model is useful for managers as it provides clear guidance for creating and
applying strategies to achieve long-term success in the hospitality industry.

In the hotel industry, the concept of Management Tools is also important to enhance
efficiency, improve the decision-making process, and meet the customer expectations. Innovative
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Management tools guide managers through decision-making process and maintain competitive
advantage. These tools provide critical insights into the internal and external factors affecting the
organization (Nouri, 2017) So that hotel managers will have a better understanding of the
capabilities they have as well as the challenges their hotels may face. According to Afonina and
Chalupsky (2012, as cited in Nouri, 2017), these tools increase awareness of strategic issues,
opportunities, and threats while reducing decision-making risks. In the context of the hospitality
sector, the dynamic environment and competitive pressures necessitate innovation and
adaptability. As Sentiirk (2012) notes, businesses must move beyond traditional thinking to adopt
new ideas and practices. This aligns with the statement by Rahnemaye (2008, as cited in Nouri,
2017) that the growing complexity of organizational activities has amplified the importance of
strategic management tools. Some of the widely used tools in the industry include SWOT analysis,
balanced scorecards, and scenario planning. These tools help organizations analyze their internal
strengths and weaknesses while examining external opportunities and threats. As Frost (2003, as
cited in Nouri, 2017) points out, they also provide a framework for assessing the relative
importance of various business aspects, allowing managers to make informed decisions.

Results

To gain practical insights into the strategies and management tools used in hotel management,
interviews were conducted with administrators and managers from five hotels in Samarkand. The
findings highlight the unique approaches and challenges these hotels face in a competitive market
while reflecting the broader concepts of strategy and management tools discussed earlier.

Guest satisfaction is considered to be the central focus for most hotels. Administrators and
managers from Dilimah, Grand Samarkand, and Constantin emphasized the importance of
maintaining cleanliness, providing excellent service, and resolving customer issues properly. Foe
instance, the administrator at Dilimah shared that they closely observe customer behavior and
feedback to make improvements, noting that their “service makes them different from other
hotels”.

Some hotels differentiate themselves by offering unique features or services. Hotel
Alexandr, for example, owns its unique aquapark, along with sauna, swimming pools, and a
restaurant, which attract a lot of tourists. Similarly, Grand Samarkand stands out with its cultural
heritage-inspired design that attracts international tourists.

While some hotels perform regular SWOT analyses to identify strengths and weaknesses
(e.g., Dilimah and Grand Samarkand), others like Constantin have yet to adopt this approach
consistently. Feedback collecting is another widely used strategy, with hotels relying on platforms
like Booking.com, Expedia, and in some cases, paper-based or electronic systems. Grand
Samarkand, for example, uses customer reviews from multiple platforms to enhance their service.

The use of management tools varied significantly across the hotels. Larger establishments
seemed to use platforms such as Expedia, Booking.com, and Astrawork to monitor competition
and manage bookings. This allows them to adjust their strategies based on market trends. Smaller
hotels, especially the one undergoing reconstruction, rely on simpler tools such as 1S program for
accounting and tracking firm collaborations. However, financial limitations often restrict the
adoption of more advanced tools.

Some hotels, such as Grand Samarkand, manage operations using basic tools like Excel
but recognize the need for more sophisticated systems. The manager noted that “managing the
hotel is not a simple thing” emphasizing that every worker's position comes with unique
challenges.

A shared priority among all hotels was effective employee management. Training
programs and language skills were consistently highlighted as the main points. For example, some
hotels emphasize weekly meetings to maintain employee performance and address any challenges.

Multilingual staff was also a significant part, especially in hotels catering to international
guests. Most of the employees knew English, Russian, and Uzbek, and occasionally additional
languages like Turkish or Korean. This focus on training and communication reflects the hotels’
commitment to delivering quality service and ensuring guest satisfaction.

Each hotel faced unique challenges and had unique strengths as well. For example, the
hotel under reconstruction is focused on expanding its facilities and improving its condition, with
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plans to add more rooms and amenities. The manager explained that while they currently lack
advanced tools, they rely on their partnership with some firms to maintain steady bookings.

On the other hand, Grand Samarkand highlighted the importance of cultural representation
through its design, which sets it apart in a highly competitive market. Similarly, other hotels like
Constantin and Alexander Hotel benefit from their partnerships with Turkish firms, which ensures
a consistent flow of tourists throughout the year.

Comparison to Global Trends

The findings indicate that focusing on guest satisfaction and employee training is common
globally. However, the limited use of advanced management tools, such as CRM systems or
predictive analytics, needs potential area for growth. By adopting such tools, hotels can enhance
operational efficiency and improve their ability to compete internationally.

Table 1.
Hotel Name Key Strategies Management Unique Challenges
Tools Features
Dilimah Guest satisfaction, | Booking, Focus on service | No major
Feedback-based Expedia, quality challenges due to
improvements Astrawork, detailed
SWOT strategies
Alexander Stable pricing, | Expedia, Aquapark, None mentioned;
partnership ~ with | competitor sauna, pools, | high tourist
firms analysis restaurant volume ensures
steady bookings.
Grand Quality, cultural | Excel, SWOT Rooftop  pool, | Employee
Samarkand heritage-inspired Uzbek decor recruitment and
design, employee training.
focus
Registan Feedback-based 1S programme Not specified Limited
improvements, resources,
partnership  with ongoing
firms reconstruction,
no SWOT
analysis.
Constantin Service equality, | Not  specified, | Strong Seasonal  guest
training programs, | feedback reputation, fluctuations,
partnership platforms summer and | minor
winter pools disagreements.

Insights from Hotels in Samarkand.

The following table summarizes the key strategies, management tools, unique features, and
challenges identified during interviews with hotel managers and administrators.
The insights from interviews reveal that while Samarkand hotels excel at providing quality service
and having unique features, however, they could also benefit from having more advanced
Management Tools. By aligning their practices with global standards, these hotels can enhance
their competitiveness and ensure sustainable growth in the hospitality industry.

Recommendations

Based on the findings and analysis of the current study, in order to enhance the strategic
management process as well as the overall performance of hotels in Samarkand it is recommended
to:

1. Regularly conduct SWOT analyses to have a clearer understanding of their position in the
market and identify opportunities for improving their operations.
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2. Consider investing in affordable management tools, such as cloud-based CRM systems tailored
to their size and budget.
3. Improve feedback mechanisms by implementing digital systems, such as QR codes or apps, to
gather customer reviews.
4. Collaborate with Educational Institutions and Tourism organizations to stay updated on industry
trends and innovations. Such partnerships can provide access to academic research, skilled
graduates, tourism programs initiated by the government that support business development.
5. Continue prioritizing employee training programs and expanding language skills to have a
diverse customer base.
6. Monitor the strategy implementation process regularly. By regularly monitoring the outcomes
of their strategies managers can refine their strategies, enhance efficiency, and ensure alignment
with the organization's overall objectives.
Conclusion
This study emphasizes the role of Strategy and Management Tools in the Hotel Industry while
highlighting their importance, examining key strategies and tools used, and the challenges of
implementing them in five hotels in Samarkand. The findings confirm that while hotels in
Samarkand have strengths in service quality and employee management, the adoption of more
advanced and affordable management systems is needed for the organizational success of the local
hotels of Samarkand.
The addition of strategic frameworks and tools such as SWOT analysis, CRM systems, and
performance tracking platforms can visibly enhance the competitive positioning of these hotels.
Moreover, global hospitality trends suggest that having the ability to align local practices with
international standards can lead to broader markets and sustainable growth.
However, this research is might have some limitations due to the small size and regional focus.
Therefore, it is recommended that further research be conducted with a larger and more diverse
group of hotels to have a better understanding of the strategy implementation on a local or global
scale. Analyzing international hotel chains and doing comparative studies involving the global
hospitality industry can offer useful perspectives on the best innovation and strategy
implementation.
By adopting a more comprehensive and data-driven approach to strategy and management, hotels
can remain adaptable and competitive in a dynamic global environment.
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