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Abstract 

Kyrgyzstan is a country which might be different from any other country in terms of its tourism. However, 

the advancement and development of tourism in a certain country is proportional to the employment of 

educated and trained workers. Thus, tourism can bring benefits to the state economy unless the employees of 

this field get high quality and specialization education. The goal of this research is defining specialization 

education level and current issues of employees in the field of hospitality industry which is an important 

subfield of tourism. The research identifies the problems of workers employed in the hospitality industry of 

the country and develops proposals concerning the measures that should be taken in order to upgrade the 

quality of this service. Data collected from the employees in different departments of 4-and 5-star hotels in 

Bishkek, capital city of Kyrgyzstan, show that %63 of them are university graduates and only %23 of them 

have education related to tourism. In addition, the research presents that %53 of the employees believe that 

their administration is reluctant concerning the internship and training their employees. Therefore, there is 

a need for legal regulations that identify the standards for the employees in the mentioned sector, in order to 

improve tourism and service quality. 

 

Keywords: kyrgyzstan, educated employee, tourism, accommodation sector  



International Journal of Liberal Arts and Social Science                  ISSN: 2307-924X             www.ijlass.org 

 
 

80 

1. Introduction 

If we analyze the countries which are successful in tourism sector, it is clear that their success is not only 

because of their lucky location, but also the effectiveness of the educated and competent labor force who can 

do perfect marketing, who can evaluate the cases and who satisfy foreigners. Therefore, the knowledge and 

competence of employees is very important in the development of tourism sector in one country. No matter 

how high quality and modern hotels are built, there will not be any micro or macro development, if 

workforce does not perform its duty efficiently. The reason is that high quality workers who have 

knowledge at world standards play an important role in foreigners’ coming again to that country. 

Moreover, educated employers are important more in this sector, as it requires face-to-face contact between 

the personnel and the client unlike other good selling sectors. Therefore, the states should define education 

standards required for this specialty in order to give this sector into trusted hands. Becoming a guide, 

receptionist, travel agent or hotel director should need certain education level. Nevertheless, identifying such 

standards may take time in such developing countries like Kyrgyzstan. Here, everyone can open and work in 

any field he wants. Whereas, tourism education has a strategic significance for the development of tourism 

sector in Kyrgyzstan. Young republic like Kyrgyzstan has problems and deficiencies in its education sphere. 

Accordingly, the education conditions of tourism education institutions should be investigated and education 

standards for hospitality industry employers should be defined. On-sight monitoring existing problems on 

the sectorial basis is an important step in this field. This research topic is chosen in order to make on-sight 

monitoring on the issues of workers employed at Kyrgyztan hotels. The research that provides with 

information about hospitality industry employers in the country and it is expected that this data will be 

useful for policies towards the development of tourism.   

 

2. Educated Employees In Tourism And Research Samples 

Education is a process planned to change the attitude, knowledge and abilities in order to reach an efficient 

performance within an activity or several activities. Its aim is meeting current and future labor force 

demands and improving the abilities of individuals (Armstrong, 1993:414). It is expected that the attitudes 

of the participants should be changed through education and their knowledge and abilities should be applied 

into practice. 

Nowadays, the world witnesses fast changes and alterations. One of the actual topics that entrepreneurs and 

professional directors focus on is finding educated labor force or educating the existing labor force. The 

most important factor that defines the successfulness or unsuccessfulness of an business is the number and 

quality of employees. Thus, the basic production factor of an business is an employer (Barutçugil,1992:76). 

Current technologic level is not diminishing the role of a human being in the business, but vice versa. The 

quality and knowledge level of employees in an business shows the power of that affair, because the 

knowledge is power. The way of moving ahead of competitors is educating the labor force on required 

standards. Therefore, the business have to take fast, incisive and applicable measures in order to correspond 

to the conditions of current dynamic environment (Drucker,1994:143).  

An important capital for tourism business is human resource. One of the difficult tasks for administration is 

attracting the best educated and trained employee. When hotel enterprises have the same level in terms of 

physical standards, the only difference is their employees’ abilities and competences. Therefore, every 

financial means spent on the employees’ education and enhancement will come back by the increasing 

number of clients. 

However, there is another issue: graduates of tourism are not employed in this sector or they don’t choose 

tourism sector. According to the researchers who analyzed the tendency of tourism students to work at 

tourism sector now or in future, most of the graduates prefer other spheres because of several reasons like 



International Journal of Liberal Arts and Social Science                        Vol. 3 No. 3                    March, 2015 

 
 

81 

negative perception concerning the sector, unwillingness to work there and toughness of conditions. 

(Dumanand others, 2006;52; (Ural and Pelit, 2002;77). 

Thus, states are daring to engage people to the sector with the help of education policies, employment and 

career opportunities, and interestingly, at the same time they are losing educated tourism personnel because 

of known and little known reasons (Leiper,1999;605). There is a need for an education period focused on the 

collaboration between the educating institution and the sector, so the efforts in tourism education will not be 

wasted. This collaboration is inevitable also in terms of breaking the perceptions like knowledge defficiency 

about the sector and “nothing is taught in tourism schools”. 

There are research results which show that internships in tourism sectors do not accostom the students to 

their jobs, but vice versa they discourage them. During their internships, the students feel that the internship 

is useless, the hotels use them as cheap labor force (Pelit and Göosher, 2006; Kushluvan and Kushluvan, 

2000). Also, Cooper and Shepherd (1997) declared that the tourism endustry offer low level work 

opportunity and low tourism career. It is also a reality that graduates with tourism education leave the sector 

by the reasons like restricted working conditions, development opportunities and dissatisfaction. WTO 

report says that the main problem of tourism especially in developing countries is the employment of 

uneducated and untrained labor force in the sector. The same report highlights that %70 of tourism workers 

in South Africa and North Africa are uneducated and have only primary school education. (Miller,1996:98). 

Therefore, there is need in every corner of the world for new education processes in order to meet all the 

requirements and to improve current quality. 

 

3. Tourism Education and Employment In Kyrgyzstan 

One of important means of tourism supply is qualified personnel. After its independence (1991), Kyrgyzstan 

started offering Bachelor and Preparatory Degree in Tourism in parallel to the developments of tourism 

sector. There are 12 Bachelor and 3 Preparatory programs in tourism are offered in 15 universities (KCUİK, 

2012) of the country. More than 2000 students are studying in these departments. New alterations were 

made in law in 2011. Higher education is divided into three: Bachelor Degree with 4-year period at higher 

education institutions, Master’s Degree with 2-year period in institutions and PhD Degree with 3-4 years of 

education period. 

While Bachelor Degree programs aim at preparing qualified intermediary staff and administrators, different 

companies prepare intermediary staff on the basis of sector’s needs within 2-3- month courses 

(Turdumambetov,2008:19). 

Tourism is one of the sectors which are developing very fast for the last years in Kyrgyzstan. However, there 

is an important question concerning the level of employees‘ quality and required education. Therefore, there 

is a significant task for schools, courses and similar education institutions, which offer specialized education 

in the relevant sector and which can provide the tourism sector with the increasing work and quality. 

Among the employments in tourism sector, %22 of them work in hospitality industry, %60 – in health and 

fitness centers, %18 – in tour agencies. The ratio of these employments to civilian employment is % 0.38. 

So, the contribution of tourism sector is very low. Meanwhile, in Nepal, which is also as rural as 

Kyrgyzstan, makes %3 of general employment. In Croatia and Montenegro which have transitional 

economy, tourism employment makes %11 and %10 (WTTC,2007:23-25) of general employment. Tourism 

will play an important role in the opening of new employment spheres while Kyrgyzstan is developing 

studying the rural market economy. 

In a country where the national income is 1.100 dollars for 2013, the tourism sector was taken into the focus 

as a sector which can be the solution of unemployment and which should be activated. In 2012, the 

government included this sector to other important sectors, which were in the development plan for the next 
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years. In addition, developing Community-Based Tourism gained support and showed a progress, because 

these projects bring benefits for local region, its residents and tourism sector itself. Such enterprises lead to 

further development of regional tourism, increase of employment rate in rural climate, tourism-aimed 

handwork production, training qualified personnel, protection of local culture and nature, and at the same 

time can make the tourism to move in a stabilized way. 

The Kyrgyz republic reported the list of demanded occupations for 2009-2014. Among them, there was a 

need for 287 guides and 578 tourism agents by 2014. However, the quantity and tourism department of 

demanded occupations were not specified, because the jobs and occupations are not defined and laws on 

occupation standards are not issued yet in this country. If we consider the fact that there are about 14-15 

four-and five-star hotels in the country, they employ about 1000-1500 workers and 250 students in average 

graduate from tourism departments each year, and then the number of employees is excessive. As there is no 

regulation like tourism sector should employ the worker with tourism education, the graduates can leak to 

other sectors, accordingly, it is difficult to obtain world standards for service quality of the sector. From 

management point of view, educated and qualified worker does not mean only university diploma, as these 

graduates do not always satisfy the employers. Therefore, the questions like education quality in tourism 

schools, ability to get a job, eligibility of the graduates, problems at workplace, the relationship between 

employees and employers are always at the center of interest for the researchers. This research aims at 

revealing the current conditions and expectations of employment at hospitality industry aspect of the tourism 

sector. 

 

4. Field Research 

 

4.1. Importance and Aim of the Research 

In a hotel management where the personnel has to communicate with the client face-to-face, his/her attitude 

towards the tourist plays an important role in that tourist’s coming to that country again. Therefore, the 

education standard of tourism servers has an importance not only for that enterprise but also for the future of 

the country’s tourism sector. This research has a significance as it analyzes Kyrgyzstan from the viewpoint 

on the basis of employees who cannot adopt for the roles in tourism sector when it is relies on economic 

income. The research aims to specify the professional education level and current problems of the 

employees in hospitality industry of Kyrgyzstan and to propose solutions for the quality enhancement of the 

sector services.  

 

4.2. Research Method 

In this research, standardized survey, definition and empirical research models were used. Definition method 

was used to give explanation for the problem, empirical methods was used to specify the condition and to 

give the meaning to the existing condition(Alkysh,2008:96;Ural and Kylych,2005:19). The survey data were 

collected by interviewing and questioning the workers employed in four and five star hotels in Bishkek. 

 

4.3. Research Population and Samples 

An important consideration in the research is the number of a sample, which represents the population. In 

defining the number of samples, the following point were considered: ability of the examples to reflect the 

main mass of people’s characteristics, availibility to make a research at the lowest cost and the ability of the 

results from these samples to generalize all population. (Cannon,1994:137; Ural ve Kılıç,2005:40).  

The population of the research is the employees of hotels in Kyrgyzstan. The criteria of choosing four and 

five-star hotels as a sample are the employees of such facilities mostly have higher education; these hotels 
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As it shown on the figure 4, %30 of the employees got their job with their friends’ or relatives’ help. This 

case shows that the hotel administrations consider recommendations. They make think that it is more 

rational to give a job to a person who has a reference, rather than employing strange ones. If we add getting 

a job with the help of friends (%29), %60 of hotel employees get a job via their close people or the hotels fill 

the job places via their workers. This also shows the employers’ satisfaction with their employees. People 

who found the job through job or employment agencies make %1 of all participants. It means that hospitality 

businesses do not get the assistance of such agencies in Bishkek. However, the employees who came by this 

way are registered and bear insurance fees and taxes. As the laws are not fully enacted, the number of 

workers without insurance or warranty is increasing. The participants who were employed with the help of 

the schools and universities they graduates make %3 and this indicates that the educational institutions make 

effort to find jobs for their graduates. The employees who got their current jobs via the Internet is %28. This 

indication is important from the point of developing tourism sector of Kyrgyzstan; and this shows that the 

job seekers and employers use the Internet as a tool of communication. 

According to the data collected by this research, a high number about %88 of the enterprises work in a all-

season regime, because the hotels in Bishkek have “city” status and this city is an important destination 

where the entrance can be through airways. So, the tourism season does not have opening or closing time 

and the hotels demand seasonal or temporary employees. Temporary workers make %12 of all employees. 

In four and five-star hotels which have a significant function in the country tourism, the %77 of the 

employees do not have an insurance, and the other %23 work with insurance. The reasons of such rate can 

be that the hotel employees just started their job or on internship, but these are not rational reasons for such 

percentage. Indeed, job insurance and employment laws do not work in a full-fledged way. The people are 

not willing to be insured because of insufficient experience, employers’ not strict rules, low retirement 

pension. They prefer to take that money themselves and they do not believe that they can the use of 

insurance. 

 

Figure 5: Participants’ education level 

 

 

 

 

 

 

 

 

 

 

Figure 5 shows that the %1 of the survey participants are high school graduates, %19 of them are 

professional high school graduates, %17 – graduate school graduates and %63 of them are university 

graduates. If we consider the current university students who are employed in hotels, we can say that the 

education level of four and five-star hotels have high level of education. The professional high school 

graduates who make %19 of the survey participants do not have ranks at workplace. 
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Figure 6: Departments of Bachelor Graduates 

 

 

 

 

 

 

 

 

 

 

As we can see on the figure6, %45 of the employees with bachelor degree are the graduates of 

communication and social sciences departments. The research data show that the four and five-star hotel 

employees with Bachelor Degree in tourism (%23) make ¼ of other bachelor program graduates. This case 

can be considered as a weakness of the sector. Especially, at five-star hotels, which are the showcase of the 

country, all hotel personnel, except those who do not work directly with the client, should have tourism 

education. Bishkek provides university students and the students of tourism department with many 

opportunities. During university years, most of the tourism students have their internships in different 

countries like Turkey and these students are an opportunity for the hotels as they meet the requirements and 

demands of hospitality industry. Despite this case, the number of the graduates of other fields is high in hotel 

personnel. Unfortunately, as the country does not have specific professional education standards job place, it 

offers low salary for tourism graduates, these people are made to seek a job abroad, i.e., the labor force with 

tourism education leaks out of the country. Thus, it is difficult for hospitality sector of Kyrgyzstan to meet 

international quality standards, as tourism affair is in the hands of labor force.  

 

Figure 7: Sufficiency of Department Employees 

 

 

 

 

 

 

 

 

To the question “Is the number of employees of your department sufficient for the department work?”, %43 

of the survey participants said “sufficient”, %28 of them answered “insufficient” and other %29 answered 

that they are not sure about it. The data also show that five-star hotel employees of Bishkek complain about 

work overload. However, overload in work deteriorate the worker’s performance and the service quality, 

consequently, it leads to the client’s dissatisfaction. For the question about their introduction and orientation 

periods, %51 of the participants told that on the main duties of their were explained during their orientation 

period, %41 said that everything was described in details, and only %6 were not explained anything and 

they learnt their job by individual effort. Also, the results of pre-analysis give information that in-service 

trainings for hotel personnel are carried out by heads of departments (%27), department directors (%12), 

trainers from outside(% 8).  %53 of the participants did not get any training.  
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Based on these data, we can say that the new employees undergo some kind of orientation period when they 

start working, but such training stop afterwards, the employees remain with their first training. However, the 

education needs stability. Training periods are important in terms of employee’s taking responsibility, 

understanding his/her own duties, getting familiar with new trends and methods, updating himself/herself in 

front of changes and feeling their importance in the work. There are also cases when experienced hotel 

employees see new comers as their competitors and hesitate to change their experience, and this leads to 

stressful introduction period for newly hired employees.  

 

Figure 8: Recommending Profession 

 

 

 

 

 

 

 

 

Figure 8 indicates that %67 of employees recommend this profession. This is a good proof that the 

employees like their jobs. Indeed, the worker’s love to his job plays an important role in the sector’s success 

and work performance. If take into consideration that those %30 of the participants who are not sure to 

recommend also have some positive attitude toward this profession, we can say that the employees’ love to 

their work is a great factor for future of developing tourism sector in Kyrgyzstan. Very low number of 

employees (%3) do not recommend working in this sector, and the existence of some dissatisfactions are 

always normal in every field. 

On the basis of the survey participants’ answers about the future of their jobs, %37 are willing to continue, 

%3 of them want to change their jobs inside the sector, %13 - want to shift to different sectors, %20–plan to 

go abroad and %27 would like to enhance their tourism education. This indication once more verified that 

hotel employees are satisfied with their work, because only %3 want to change their jobs inside the sector 

and %13 prefer to go to another sector. We can make a conclusion that those workers who are willing to 

upgrade their professional education love their work and wish to stay in their profession. The feeling of self-

confidence is strong in those employees who want to go abroad.  

 

5. Conclusion and Evaluation 

The participants of the research have jobs, which deal with the clients at reception and service departments. 

The satisfaction of the employees in hospitality management is important from the viewpoint of clients’ 

satisfaction. Therefore, awarding programs should be organized in order to support and motivate department 

employees. Employee’s education is also a part of such programs. It is important that the employees whose 

work requires being dynamic have specified responsibilities and duties, and newly hired employees undergo 

training period. None of the clients would want to be served by a person who does not have mood and who 

is tired. 

In hotels, preference for very young people at its some units implies that the workers in this field cannot 

work at the same job for a long time. Therefore, orientation and pre-work trainings for newly hired 

employees should not be ignored because of modern tendency speed. 

Among the reasons for which the employees of hospitality industry in Kyrgyzstan chose this profession, a 

love for profession is important for the country tourism. Of course, love to the profession is based on the 
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education on this profession. Identification of certain education standards is significant for the enhancement 

of tourism service and for the employment of the tourism graduates. 

Hotels should use the Internet as a method to find competent employees, because it will be possible to 

access more skilled people in different corners of the country. It also should be noted that the employees 

who came to hotel via their relatives may massively leave the job at one time. Moreover, the hotels should 

cooperate with job and employment agencies and set systems together. Thus, it would be possible to prevent 

insurance-free employment. In this country, lack of insurance is a significant issue. 

Among the participants, the number of people who do not feel the necessity of professional education is high 

and it shows that there is no any requirements like tourism education to be hired at hotels and the 

administrators do not pay attention to this case. To improve the tourism sector of the country, the hotel 

administration should choose the candidates who have tourism education and hold pre-work and extra-work 

trainings to upgrade their skills and knowledge. 

As it can be understood from the research results, educated employers of the hotel do not have any programs 

to develop themselves in their field; even they do not have any attempt for such activities. The employees 

acknowledge their incompetence and they try to get knowledge and practice themselves. In tourism service, 

the main tools like professionalism, skill and productivity are not gained coincidently.  These characteristics 

are the result of education and training. Therefore, tourism education should also be included to the plan as a 

contribution. Education institutions should cooperate with hotels and should prepare the students who meet 

qualities required for the sector. Certain education standards should be imposed and a specific number from 

all employees should be the graduates of tourism sector. This regulation will prevent inability of tourism 

graduates to find related jobs and being forced to shift to other sectors. At the same time, it will release the 

hotel administrations from spending financial means on educating and training their employees who do not 

have tourism education. 

When we start discussion about personal education in tourism sector, the first thing that come to our mind is 

qualified personnel’s gaining education at tourism institutions. However, preparing very skilled person 

needs lifetime education. At this point, the hotel administration should take responsibility to hold regular 

education programs and regulation in accordance with different developments in hotel sector (Batman, 

1995:30). 

 

There should be tense cooperation between tourism schools and hotels; and the hotels should offer 

internships for the students of those institutions. Indeed, university graduates with tourism education are 

needed for the country’s tourism sector. The undergraduates who leave university and who know foreign 

languages prefer to work in Turkey and other countries with the belief that they earn much there. For the 

country with high expectation about tourism, it is important to employ a labor force with good tourism 

education. The state should give an opportunity for Kyrgyz youth who has international experience to come 

back to their motherland by appointing them for administration jobs. If licenses tourism enterprises offer 

internships for tourism students, they make a great contribution in preparing demanded employees and 

giving them experience. 

Moreover, tourism education institutions should develop curriculums and focus on applied training. Tourism 

departments should not develop curriculums, which are concentrated only on preparing high-level 

administrators, but also on training intermediate staff. In putting this into practice, the knowledge and 

experience of businesspersons in tourism field is important. Nowadays, the tourism business administrators 

do not have enough knowledge and experience in this sector and they prefer to give a job for cheap worker 

to an educated and experienced one. For this reason, the relationship between employees is always tense and 

replacing the employee is often. In such place where the employees are quickly changed, it is difficult to 
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bring up qualified personnel. Therefore, the owners and the administrators of hospitality businesses should 

have tourism education and be rational about the tourism of the country. 

As a conclusion, if we look at the constituent elements of Kyrgyzstani tourism sector in general, we can see 

that this sphere has started improving its current structure and does not have a capacity to serve international 

tourism. This country can reach international destination, if it accelerates development and marketing 

affairs, imposes professional education standards and applies them. It should be noted that in satisfying 

people with a certain product advertising form, advertising ability of a presenter is as important as the 

quality of the product.  
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