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Analysis of hotel services development in Republic of Kazakhstan

The analysis of development of hotel services in the Republic of Kazakhstan is carried out. Features their de-
velopment — tendencies, their shortcomings and prospects. Highlighted regional disparities in the volume of
hotel services. Questions of occupancy of hotels and quality of hotel services are considered, the factors‘in-
fluencing their quality. Hotel services are shown also from the point of view of preparation to an exhibition of
the EXPO-2017. The structure of visitors of the hotel entities of Kazakhstan on the purposes of trips is con-
sidered. The forecast of a dinamics of increase in number of hotels and served visitors is constituted, the con-
clusion is drawn on the prospects of competitive struggle in the hotel market of Kazakhstan. Questions of the
international hotel brands in Kazakhstan and applications of a franchizing are considered. The class of hotels
based on prospects of a construction in the republic is set. Analyzed the availability of the number of rooms
in terms of preparedness of regions for making tourist flows during the exhibition EXPO-2017.

Key words: tourism, hotels, quality, analysis, factors, the exhibition EXPO-2017, hotel services, the travel
purposes.

Hotel services play an important role in tourism development of every country. The world sector of ho-
tel services is developing with brisk temp [1]. The significant part of tour cost is occurred for accommoda-
tion services. Tourists at least spend a third of tour time in hotels and inns. Because of it, competitive ability
of touristic product of the country is depended to the quality and cost of accommodation services.

The considerable attention is paid for hotel services on the threshold of EXPO-2017 international exhi-
bition in Astana city. By the tentative forecasts, during the exhibition 5 million tourists will visit our country.
The main force will be intended to accommodation places.

Let us consider the condition of hotel services.in Republic of Kazakhstan.

In Kazakhstan the cost of hotel services are very high. The cost of hotel accommodation in Kazakhstan
is equal to costs of hotel accommodation in New York and Paris. Because of those high costs, the hotel oc-
cupancy is equal to 23 % on the average. That is why, the most strategic pathways for hotel business in Ka-
zakhstan are the construction of comparatively cheap three-star hotels. There has been observed a vibrant
seasonal inequality of hotel occupancy. In the summer hotel occupancy is very high, having the lack of
rooms. In the winter the hotel occupancy is very low. Sometimes in some hotels the hotel occupancy is equal
to only 2-3 % with the same high costs.

The low hotel occupangcy in winter times is mainly depended to policy, carried out by the government in
tourism sphere.

It is required to create immediate measures by government for the help of winter tourism. Otherwise,
the main measures, catried out by the government with the aim of attracting tourists in winter times, will be
ineffective.

By this way, the hotel occupancy is strongly depended to tourism development, mostly to business tour-
ism. The conference and business tourism is prevalent among the entry tourism in Kazakhstan. For the busi-
ness and educational tourism the four-star and five-star hotels are more suitable, because those hotels offer
accommodation services of high quality.

For the development of hotel sector we should know the conjuncture and tendencies of this develop-
ment, in other words the marketing research is needed [2].

Let us consider the tendencies of hotel services development in Republic of Kazakhstan.
The development of hotel industry is characterized by intensive progress.

If on 1% January 2004 there worked 279 hotels, then on 1% 2014 number of hotels increased to 1678.
The six times increase in number of hotels and four times increase in number of served visitors from 2003 to
2014 is depended to growing rate of tourism development, increase of investments in tourism sphere, renew-
al and reconstruction of material and technical facilities (Fig. 1).

27 hotels among those 1678 hotels belong to the government, another 32 hotels belong to other coun-
tries, 1619 hotels are in private ownership, and 41 hotels of it are joint venture with foreign participation.
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Figure 1. Dynamic pattern of hotel facility number in Republic
of Kazakhstan from 2003 to 2013 [3]

Among the travel purposes the most request to hotel services belong to tourists:with conference and

business purpose, having 79,3 %, 15 % belongs to visiting the relatives, 5,7 % to other purposes (Fig. 2).
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Figure 2. Structure of visitors of hotel facilities in-Kazakhstan by the travel purposes in 2013

In hotel services market there is price imbalance, which slows down the development of hotel sector
and domestic tourism. Exactly this factor affects to hotel occupancy.

As you can see in the Table 1, nationalraverage coefficient of hotel occupancy in 2013 is equal to
21,4 %, which is 1,4 % more than in 2009.

The increase in number of renting apartment with acceptable price led to insignificant growth of coeffi-
cient of hotel occupancy. Visitors actively use this kind of service (those services aren’t considered in statis-
tic data).

Atyrau (52,8 %), Kyzylorda (35,1 %), Astana city (33,9 %) are the leaders in regional division of hotel
occupancy in 2013. The considerable coefficient of hotel occupancy of Atyrau is related to investment attrac-
tion and development of touristiccluster.

Table 1
Dynamics of hotel facility occupancy by the regions of Republic
of Kazakhstan in 2009-2013 (in %)
Region Years
2009 2010 2011 2012 2013
1 2 3 4 5 6

Republic of Kazakhstan 20,1 20,3 24,0 24,9 21,4
Akmola 24,6 14,5 23,3 21,7 21,8
Aktobe 38,9 22,3 27,3 17,3 20,3
Almaty 22,4 11,9 8,4 13,4 13,6
Atyrau 80,5 47,1 47,8 41,3 52,8
East Kazakhstan 105,2 19,4 29,1 18,0 233
Zhambyl 27,2 24,6 22,9 36,6 28,6
West Kazakhstan 41,8 15,1 16,8 16,5 12,2
Karaganda 123,2 23,2 343 29,0 23,8
Kostanai 20,0 17,9 19,4 18,4 21,9
Kyzylorda 158,9 61,6 88,4 50,3 35,1
Mangystau 18,6 15,1 16,8 13,6 17,2
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1 2 3 4 5 6
Pavlodar 24,5 13,1 21,3 20,1 14,5
North Kazakhstan 32,6 11,8 11,6 17,7 14,6
South Kazakhstan 18,2 13,5 15,7 15,4 14,6
Astana city 26,3 28,4 31,1 34,5 33,9
Almaty city 324 23,9 26,8 42.4 27,4

Note. This table was composed by [3].

In 2013 the range of services, carried out by hotel facility, was equal to 66540899,7 thousand tenge,
which is 1,32 times more than in 2008 (50 559 382,5 thousand tenge).

In the Figure 3 shows number of served visitors in accommodation places. In Table 2 shows correlation
between growth temp of number of served visitors in accommodation places and the number of hotels.
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Figure 3. Number of served visitors.in accommodation places

Table 2
Correlation between growth temp of number of served visitors in accommodation
places and the number of hotels
Name of index 2010.y. 2011y. 2012y. 2013 y.
Growth temp of number of served visi-
tors in accommodation places, % 111 112 106 109
Growth temp of number of hotels, % 121 100 102 110

In the Figure 4 shows Dynamic pattern forecast of increase in number of hotels and served visitors.
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Figure 4. Dynamic pattern forecast of increase in number of hotels and served visitors
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From the Figure 4 we can see that, in 2013 the growth temp in number of hotels and served visitors are
equal. And by this forecast, the growth temp in number of hotels will exceed the growth temp of served visi-
tors. This will lead to strengthening of competitive struggle in hotel market of Kazakhstan.

In hotel facilities there is used a five-speed form of service quality, which is governed from the point of
satisfaction of client’s expectation, their incongruity is called «disconnection in quality». The next factors
affect to hotel services quality: safety, protection, reliability, service quality, availability, reputation, behavior
of servicing person, understanding the needs, competence of person and correspondence of offered services.

Conception control of hotel services quality is oriented to technical and functional characters, including
hotel interior, range of basic and additional services, analysis of claims, comments, suggestions of clients.
In Kazakhstan ISO 9000 quality management system and general quality control are accepted. They are re-
ferred to better attachment of hotel services. Quality management on Kazakh hotel facilities is not realized in
right way, restricting with control and account aspects. In the current context many hotel facilities produce
and receive corporative, professional standards, realizing the importance of service quality.

Experts think that, Kazakhstan is good in development of franchising hotel companies and in produc-
tion of own hotel nets. Construction of hotels need large financial investments, for example, for Marriott ho-
tel in Aktau city. By the information of Kazakh Association of hotels and restaurants, there was invested 20
million $, and the minimal deadline of payback is 7-10 years [4]. In last three years interests to hotel busi-
ness were demonstrated in Almaty, Astana, Aktau and Atyrau. In these cities the lack of guest rooms is expe-
rienced. Operative, statistic data confirms this situation (Table 3).

Table 3
International hotel brands in Kazakhstan
City | International brand | The name of hotel ‘ Investor
Realized projects of international brands
Astana Radisson SAS Radisson SAS Hotel LLP «Imcomeastana»
Aktau Marriot Renessans Aktau Capital Partners company and
«Kazcommercbank» JSC
Atyrau Marriot Renessans Atyrau Capital Partners company
Astana Rixos Rixos President Fame Hotel company group
Hotel Turism Isletmecilik (there are more
Astana than 20 companies in the group)
Almaty Hayatt Hayatt Regency Kazakh-Austrian enterprise
Almaty «Rahat» JV
Almaty Inter Continental Intercontinental Kazakh-Turkish cooperative enter-
Almaty prise «Ait honel» JSC
Planned places for international brands
Almaty Kempinski — Okan Holding Turkish company
Astana Kempinski — Okan Holding Turkish company
Astana Hilton Hotels — LLP «Expo- Astana center»

The hotels of Republic of Kazakhstan are characterized by the low coefficient of occupancy (24,3 %).
It defines by high cost of hotel services and usage of private sector (renting rooms) for visitors’ accommoda-
tion:

For the satisfaction to the requests of accommodation service in Republic of Kazakhstan the construc-
tion of two-star and three-star hotels is needed, which should contain the wide range of services and be satis-
fied be world standards. It is important to note that, costs for hotel services are not just high, but it continues
to rise.

On the Figure 5 we can see distribution of hotel installation by regions of republic. In 2012 most of the
hotel installation in Republic of Kazakhstan were placed in Almaty — 8 % (155), Astana — 8,4 % (120), in
regions: East Kazakhstan — 15,2 % (127), Akmola — 14,8 % (212), Almaty — 13,7 % (196), Karaganda —
8,3 % (119), the lowest index was in North Kazakhstan region — 2,5 % (36).
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Figure 5. Number of accommodation places and individual
working with visitors’ accommodation, by the region

Dynamic pattern of visitors served by hotel facilities is characterized onstant growth. So that, gen-
eral number of visitors in 2012 incresed to 49,6 % than the n rdn 2005. On 1% September 2012 1916297

people were served ny hotel facilities, when in 2004 this index sho ly 887493 people.

Basically, the growth in number of served visitors is relate ncrease stream of arriving foreign citi-
zens with business purpose.

The Figure 6 shows the dynamic pattern of visitors by hotel facilities in Republic of Kazakhstan
from 2008 to 2012.

3500000
3000000

the number of
visitors

2008 2009 2010 2011 2012

years

Figure 6. Dynamics of number of visitors served by hotel facilities
in 2008-2012, people
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Figure 7. The number of rooms by the regions in 2012, units

Table 4
Number of accommodation places in Kazakhstan
Year 2006 2007 2008 2009 2010 2011 2012 2013
Republic of Kazakhstan 871 992 1149 1235 1414 1494 1526 1678

As we can see from Table 4 and picture 7, the number of accommodation places is increasing by the
time, and if there will not be any problems with financial investment, then this tendency would continue.

If we analyze the condition of hotel industry of last years, we can consider a predominance of three-star
hotels. More about this tendency we can see on the Figure 8.
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Figure 8. Division of accommodation places by categories

The predominance of three-star hotels is directly related with accommodation purposes of guests, espe-
cially with conference and business travel. On the picture we can see a clear predominance of people with
business and leaving purposes. For these people it is enough the comfort of three-star accommodation places.
On the Figure 9 it is illustrated number of visitors served by accommodation places by the travel purposes in
thousand people in 2012.
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Now it can be seen that for Republic of Kazakhstan it is important to construct three-star hotels. From
the point of current hospitality bed availability, the most prepared places for accepting tourists during the
EXPO exhibition are Akmola, Atyrau, Almaty, Karaganda, Pavlodar, East Kazakhstan regions and Astana,

O leisure, recreation
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0O business and professional
purposes

0O treatment religion,
pilgrimage,commercial
(shopping tours) and other

Figure 9. Number of visitors served by accommodation places
by the travel purposes in thousand people in 2012

Almaty cities.

The main work will be accepted to Astana. The Astana city has become an economic and political center
of Kazakhstan. Over the last years the main economic and political arrangements are held in Astana city [5].

Analysis of hotel services development, considered in this-article, showed that present hotel accommo-
dation resources are weakly used. The average hotel occupancy in Kazakhstan is equal to 21 %. In addition,
the number of hotels is increasing. The reason for low hotel occupancy is the high costs of hotel services and
draft quality. In order to rise the quality of hotel services, it is needed to use franchise and other famous hotel

nets.
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A. K. Canyos, b.0. MykanoB, M.K. Acanoga, /I.T. Hypcynrau

Ka3akcran Pecny0iukacbinIa KOHAK Y KbI3METiHIH JaMYybIH TaJ1ay

Kasaxcran PecryOnukacsinna KOHaK Yii KBI3METIHIH JaMybIHA Tanaay kyprisuni. Kazakcran Pecrry6nmkacsa-
J1a KOHAK Y# KBI3METiHiH JaMyBIHBIH €peKIIeNiKTepl — 3aHIbUIBIKTaphl, KEMIIUTKTepl jkoHe OoJamarsl —
aHpIKTAIIBl. KOHAaK yi KBI3METiHIH KOJIEMiHIH ailMaKTBIK YiIeCIMCIi3/iri, camachl MEH KOHAK YHIIepaiH
TOJITBIPBIMIBUIBIFBI KapacThIpblFaH. KoHaK yii KbI3METiHiH canachlHa bIKIAN €TeTiH (haKkTopiapbl 3ep/eICHI eH.
Konak yii kerzmeri DKCIIO-2017 kepmeciHe HailbIHABIK Iapachl perinie 3eprreini. CamapaapaplH MaKcaThl
Goiipiaina KasakcTaHHBIH KOHAaK YH KOCIMOpPBIHAAPbIHA KEIyLIUICPAiH KYpbUIBIMBI capanrtaigsl. KoHax
YiepaiH caHbl ocylie XKoHe KbI3MET KOPCETUIreH KelylIiiepIiH ceprinine 6oinkam sxacanasl, KazakcTaHHbIH
KOHAK YH HapbIFBIHIAFBl 0oCEKeNecTiK KYPeCTiH KeJemeri Typaibl KOPBITHIHABI MbFapsuLisl. Kasakcranmarst
XaJbIKapaJblK KOHAK Y OpeH[i skoHe (paHIal3MHITI KoJImaHy OOHMBIHIIA Macenenep TalKpuianasl. Kazakcran
Pecmy0OmikaceiHaa KelemekTe CalblHaTHIH KOHAK YiepmiH chiHBIOB aHbIKTamasl. DKCIIO-2017 kepmeci
Ke3iHfIe TYpPUCTIK arbIMIap bl KaObUIIAy YIIiH HOMipiep KOPHIHBIH CaHbl aliMaKTapbIH JAHbIHBIK JopekeciHe
COMKeCTIri TanuaHabL.
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A.K. Canyos, b.0. MykanoB, M.K. Acanoga, /I.T. Hypcynrau

AHaJan3 pa3BUTHS TOCTUHHYHBIX ycayr B PecnyOiinke Kazaxcran

IIpoBenen aHanm3 pa3BUTUS TOCTHHHYHBIX yciyr B PecryOnmke Kasaxcran. OnpeneneHsl 0COOEHHOCTH MX
pa3BUTHS — TEHIEHINY, HEJAOCTaTKH U NEPCHEKTUBHL. BBINeNCHEl pernoHanbHbIe TUCIPONOPIUHE 00BEMa
TOCTUHHAYHBIX yCIyT. PaccMOTpeHBI BONPOCH 3alOHAEMOCTH TOCTHHUII M KauecTBa TOCTHHHYHBIX YCIYT,
(haxTOpBHI, BIMSIONINE HAa UX KauyecTBO. [ OCTHHUYHbIE yCITyTH MOKA3aHbl U C TOYKH 3PEHHS HOATOTOBKH K BBI-
craBke DKCIIO-2017. PaccMoTpeHa CTpyKTypa HOCETUTENIeH TOCTMHMYHBIX mpennpustuii Kasaxcrana mo
ensaM noesaok. CocraBieH NPOrHO3 JUHAMUKH yBEJIMYEHUS KOJINYECTBA TOCTHHUIL U 0OCITY>KeHHBIX OCETH-
Teneil, caenaH BBIBOJ O MEPCIEKTUBAX KOHKYPEHTHOW OOpbObI Ha TOCTUHMYHOM phiHKe Kaszaxcrana. OcBe-
IIEHBI BOTIPOCHI MEXAYHAPOIHBIX TOCTHHUYHBIX OpenioB B Kazaxcrane u npuMeHeHus ppaHuaii3uHra. YKa-
3aH KJIacC TOCTHHUI] Ha OCHOBE IIEPCIEKTHB CTPOUTENLCTBA B peciyonnke. [Ipoananu3npoBaHo Hainngue HO-
MepHOTO ()OH/A C TOUKHU 3PEHNUS ITOJTOTOBICHHOCTH PETHOHOB JUISl IPHHSATHS TYPUCTCKUX IIOTOKOBBO BpeMs
BeicTaBky OKCIIO-2017.
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