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C.K. Cypazanosa ecke anyea apHanaobvl
¥Yasl Anam, loc, ¥cras

2016 xbpuiaelH 7 KapamacklHAa 68 JKacklHAA eMipJeH
SKOHOMHKA FBUIBIMBIHBIH JIOKTOpHI, mpodeccop CyparaHoBa
Caiipan KabpaxmMaHKBI3bI ©MIpJICH O3/IbI.

Caiipan KaOapaxmankeibl 30 KbUITAH aca KbUT ENJIIH
KOFapbl OKY OpBIHIApbIHAA MEAaroruKalblK  KbI3METIECH
aitHaNbICThI. bl.ANTBIHCAPUH aTBIHIAFBI OUTIM aKaJIeMUSCHIHBIH
KOPPECTIOHICHT —MYyIIIeci, Peceii denepalnsChIHbIH
XanplKapanblK  FBUIBIM ~ KOHE  NPAKTHKAIBIK  OHJIIPICTI
YHBIMIIACTBIPY aKaJEMHUSICBIHBIH MYIIIECI.

Caiipan Kabapaxmankpi3bl oH >xbut Ooiibl JI.H.['ymuen
aTelHAaFrbl  Eypa3sus  YITTBIK ~ YHHMBEPCHTETIHIH  HETI3iH
KaJIayIIbIChl KOHE JKETEeKIIici OoNbl. YHHBEPCUTETTE KYMBIC
icTey Ke3iHJe alllbUIFaH SKOHOMHKA (aKyIbTeTiHIH OapIibIK
MaMaHABIKTap OOWBIHIA OKY >KOCHapiiapbl MEH MEMJICKETTIK
O11iM Oepy cTaHIapTTapblH J31pJei.

C.K. CyparanoBa HarbI3 HATPUOT JKOHE ipi KOFAMJBIK
KaiipaTkep 00Ja OTBIPBIN, KONTEreH MaHbI3bI koOanapra KaTeicThl. KP Moxinic IlapaameHTiHIH
KYMBIC TOOBIHBIH MyIieci Ooxa oteipbin, Caiipan Kabmpaxmankp3bl Oipimama KOMHCCHsSIIAP
KYpaMbIH/a )KYMBIC icTell. bencenai azaMaTThIK TyFbIpbl aia oTeipsin, C.K.Cyparanosa
«XanpIKTBl €HOCKNEeH KaMTy cypakrtapel OoilibiHma Kaszakctan PecryOnuKkachlHBIH —KeOip
3aHHAMAJIBIK aKTUIEPiHE ©3TepicTep MEH KOChIMIIANap bl €HI13y Typalb» 3aHHAMAaHbI JalbIHAayFa
kKateicTel. KP eHOek jkoHe onmeymerTik Kopray Mummctpiiridin, KP Typusm xoHE cropt
Munuctpnirinig, KP Oumim  koHe FpulbiIM  MunucTpiirinii, KP aysin  mapyamibuibik
MUHUCTPIITIHIH KYMBIC TONTapbIHAa OelCeHIi KbhI3MET arkapael, KP OuLTiM jKOHE FBUIBIM
MUHUCTPIITIHIH JKOFaphl JKOHE JKOFapbl OKY OpHBIHaH KeWiHri OuriM Oepy KyKaTTapblH
HOCTpaduKkanusyiay O0HWbIHIIIA KOMUCCHUSI MYIII€Ci OOJIIBI.

Caitpan  KabnpaxmaHKbBI3bl OKIMIIUIIK KBI3METTI OKBITYIIBUIBIK KBI3METIIEH Oipre arkapa
OTBIPBIN, FBUIBIMU 3epTTeynep nae kyprizai. On KazakcranusiH CONTYCTIK aiiMakTapblHa ToOH,
EHTI3y cumaTTarbl OipHele YChIHbICTap kacajbl, 150 -Te TapTa FRUIBIMU €HOEKTEp1, COHBIH 1IIIHIE
17 monorpadus, 10 oKy Kypaibl MEH OKYJIBIKTAPhI IIBIFAPBLIIBL.

C.K. CyparanoBa «2006 >xput1ablH Y 31K OKBITYIIBICED, «2011 ®KbUTABIH Y 311K OKBITYIIBICHD)
rpaHTTapbIHbIH Herepi, «Eypaszus makranbibi-2008» KOHKYpPCHIHBIH Jaypeatbl 0onasl. KP Gimim
Munuctpairidig «KP 6inim 6epynin Kypmerti kbi3MeTkepi» Tec OenriciMeH, «Actanara 10 bl
MEMJIEKETTIK MapanaTbIMeH, coll cusiKThl KP 611iM %oHe FhIIbIM MUHMCTPIIITIHIH OipHerie KypMeT
rpaMoTaJlapbIMEH HArpaTTasIbl.

2005 oxpuigan  Oacran  «Typusm» kadenpacblHa KETeKMIUIIK eTTi, oa «Typuzm»
MaMaHJbIFBIHBIH MarucTparypacsit (2009 xk.) sxone PhD noxtopantypacsid (2010 3x.) amiTsl.

C.K. CyparaHoBaHBIH KETEKIILTITIMEH 3 FBUIBIM JOKTOpHI oHe 20 aca FBUIBIM
KaHIUAATTaphl  JaWbIHIANABI, OHBIH  5-1 OKOHOMHKA  (aKydbTETiHIH  OKBITYHIBLIAPHI,
MaruCTPaHTTAPHI.

Caiipan  KabnpaxmaHKBI3bl ©MIpiHIH COHFBI KYHIHE JEHIH KOFaphl KYMBICKAOUICTTUIITIH
caktagpl. JKyMBICOACTBUIBIFBIHA KapaMmaid OJ 9p YyaKbITTa ©3 YKbIMBbIHA KOHE CTYACHTTEpiHE
BIKBUTACTHI, KOMEK KOJIBIH YChIHA O11eTiH afgam 0omaTeiH. O enTyakbITTa ©3repiCTeH KOPHIKIMANTHIH,
Op yakbITTa 3aMaH TallaDbIHA Ccail >KaHAIBIKTHI KaOBUIIAUTBIH, ©3 0TOACHI, TYBICTAPBl MEH JOCTaphI
apacwIHa Oeen i TysiFra 6oma O1l.

bi3 Caiipan Kabapaxmanke3siH ¥ bl Anam, [loc, ¥cras peTinae TaHUMBI3.

C.K. CyparaHoBaHBIH >KOFapbl Maparnarhbl peTiH/e- OHBIH €HOCKTEpiHIH Oe/eii, OHbl TAHUTHIH
aaMapIbiH Maxab0aThIMEH XKOHE OHBI KbLIbI 1€0130€H ecKe anysbl Aeyre 00Jabl.
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Hamamu C.K. Cypazcanogoii noceswaemcs
Beaunkuii Yenosek, JApyr, Yunrteiab

7 okts6ps 2016 roma Ha 68-M romy KWU3HH yILIa U3
KHU3HH JOKTOpP SKOHOMHYECKUX Hayk, mpodeccop Cyparanoa
Caiipan KabnpaxmaHoBHa.

Bbonee 30 nmer Caiipan KabapaxmaHOBHA OCYIIECTBIISIIA
MeIarOrMYECKYl0  AEATENbHOCTh B BBICHIMX  Y4EOHBIX
3aBEJICHUSAX CTpaHbl. JSIBisnach YJIEHOM-KOPPECHOHJIEHTOM
AxaneMun oOpa3zoBaHus HM. bl. AJTbIHCapHHA,
JEHCTBUTEIIbHBIM 4JIEHOM MeEXIyHapOJHOM aKaAeMuu HayKu
U TPaKTUKU OpraHM3alMu  Ipou3BoAcTBa  Poccuiickoit
denepauuu.

Caiipan KabnpaxmanoBHa ObUTa OJTHUM W3 OCHOBATelei
1 OECCMEHHBIM PYKOBOJIUTENIEM SKOHOMUYECKOTO (aKyIbTeTa
EHY um. JI.H. I'ymuneBa Ha OpOTSKEHUU JECATH JET. 3a TObI
paboThl B YHHBEpPCHTETE OCYHIECTBISUIA JAEATEIBHOCTH IIO
pa3paboTke  y4yeOHBIX  IUIAaHOB M TOCYJApCTBEHHBIX
00pa3oBaTEeNbHBIX CTAHIAPTOB 110 BCEM CIEIUATBHOCTSIM,
OTKPBITBIM Ha S5KOHOMUYECKOM (paKynbTeTe.

Hacrosimuii marpuotr u kpymsblid obmectBenHbid aesrens C.K. CyparanoBa mpuHHMama
aKTUBHOE Y4YacTHE BO MHOTHX BaXXHbIX IpoekTax. byayum uieHom paboueil rpymnmbsl Maxumuca
[TapnamenTa PK, Caiipan KabnpaxmaHoBHa BXOAMJIa B COCTaB psijila KOMHCCHI. 3aHUMasi aKTUBHYIO
rpaxzaanckyro nosunuio, C.K. CyparaHoBa ywacTBoBaja B IOATOTOBKE 3aKOHOMpoekTa «O
BHECCHUHU U3MEHEHUH U JIOTIOJIHEHH B HEKOTOPbIE 3aKOHOJaTeIbHbBIE akThl PecrryOmuku Kasaxcran
[0 BOMNpOCaM 3aHATOCTH HaceleHus». [IpuHMMana akTUBHOE ywyacThe B pabouyMx TIpynmnax
MunucrepcrBa Tpyna u couuanbHo 3amutel PK, MunucrepctBa Typusma u cnopra PK,
MunucrepctBa obpasoBanus U Hayku PK, Munucrepcra cenbckoro xozsiictBa PK, sBisnach
YWIEHOM KOMHMCCHM 10 HOCTPU(UKALKU JOKYMEHTOB BBICHIETO M IOCIEBY30BCKOTO OOpa30BaHMUS
MOH PK.

CoBmeniasi aJIMUHUCTPAaTHBHYIO DPabOTy € MpemnojaBaTelbcKol JesTenbHocThio, CalipaH
KaOnpaxmaHoBHa 3aHMMajlach Hay4yHBIMHU HcciefoBaHUAMU. Eio m3naH psa peKoMeHanui,
UMEIOIMX BHeApeHdeckuil xapakrep st CeBepHbIX permoHoB KazaxcraHa, omyOJIMKOBaHO
nopsiaka 150 HaydHBIX TpyAOB, B TOM umciie 17 moHorpaduii, 10 yueOHbIX TocoOMit U yUeOHUKOB.

C.K. CyparanoBa sBnsuiack obnanareneM rpanta «/Iyummii mpenoaaBatens 2006 romay,
«Jlyummit npenogasatens 2011 roma», naypearom konkypca «Eypa3us makransimsl - 2008». Ona
Obula HarpaxJeHa HarpyAHbIM 3HaKoM MuHuctepcTBa oOpazoBanus PK «IloueTHblil paboTHUK
obpazoBanusi PK», rocymapcrBenHoit Harpagoii «10 kb1 AcTaHa», a TakKe OTMEUEHA PSIOM
MOYETHBIX TpamMoT MuHucTepcTBa 0OpazoBanus U Hayku PK.

C 2005 rona Caiipan KabapamanoBHa 3aBenoBana kadeapoir «Typuszm», B 2009 rony ero
Obl1a OTKpBITA MarucTparypa, a B 2010 rony ona otkpsuia PhD nokropanTypy o crennaibHOCTH
«Typusm». Ilox pykxoBoactBom C.K. CyparanoBoil moarotosieHsl 3 nokTopa u Ooinee 20
KaHIUJATOB OSKOHOMMUYECKHX HayK, CpeAM KOTOpPBIX S5 TMpenojaBaTeled 3KOHOMHYECKOIO
dakynpTeTa, a Takke Maructpanthl. Jlo mocnegnux aHeit Caitpan KaOapaxmaHoBHa coxpassiia
KOJIOCCAIbHYIO PabOTOCTIOCOOHOCTh. HecMoTpsi Ha CBOIO 3aHATOCTb, OHAa BCErJa OCTaBalach
BHUMATEJIbHBIM U OT3bIBUMBBIM YEJIOBEKOM IO OTHOIIEHUIO K CBOUM MHOTOYHCICHHBIM KOJJIEraM U
yueHnkaMm. OHa He 6os1ach MEHSATHCS, UATH B HOTY CO BPEMEHEM M, TIPH 3TOM, OCTaBajach BEpHOU
cebe, CBOEH ceMbe U IPY3bsM.

B nuue Caiipan KabapaxmanoBHBI MbI TOTepsiin Benukoro Yenoseka, pyra, Yaurens.

Boicmieit narpamoit C.K. CyparaHoBoil HaBcerjna OyneT HEMOKOJIEOWMBIM aBTOPHUTET ee
TPY/IOB, UCKPEHHSIS JTI000Bb M CBETJIAs MaMATh 3HABIIUX €€ JIIOeH.
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Dedicated to the memory of S.K.Suraganova

Great Person, Friend, Teacher

On October 7, 2016, at the 68th year of her life, Doctor
of Economics, Professor Suranova Sairan Kabdrakhmanovna
passed away.

For more than 30 years, Sairan Kabdrakhmanovna had
taught at higher educational institutions of the country. She
was a corresponding member of the Academy of Education
named after S. Altynsarin, an active member of the
International Academy of Science and Practice for Production
Organization of the Russian Federation.

Sairan Kabdrakhmanovna was one of the founders and
the permanent head of the Economics Faculty of the L.N.
Gumilyov Eurasian National University for ten years. Over
the years of work at the university, she was engaged in the
development of curricula and state educational standards in all
specialties, opened at the Faculty of Economics.

A true patriot and a prominent public person S.K.
Suraganova took an active part in many important projects.
Being a member of the working group of the Majilis at the Parliament of the RK, Sairan
Kabdrakhmanovna participated in the work of a number of commissions. Taking an active civil
position, S.K. Suraganova participated in the preparation of the draft law "On Amendments and
Additions to Certain Legislative Acts of the Republic of Kazakhstan on Employment Issues”. She
took an active part in the working groups of the Ministry of Labor and Social Protection of the
Republic of Kazakhstan, Ministry of Tourism and Sports of the RK, Ministry of Education and
Science of the Republic of Kazakhstan, Ministry of Agriculture of the Republic of Kazakhstan, was
a member of the commission for the nostrification of documents of higher and postgraduate
education of the Ministry of Education and Science of the Republic of Kazakhstan.

Combining administrative work with teaching, Sairan Kabdrakhmanovna was involved in
scientific research. She issued a number of recommendations that have an innovative character for
the Northern regions of Kazakhstan, published about 150 scientific works, including 17
monographs, 10 manuals and textbooks.

Suraganova S.K. was the holder of "The Best Teacher of 2006" grant, "The Best Teacher of
the Year 2011", laureate of the "Pride of Eurasia 2008". She was awarded a breastplate of the
Ministry of Education of the Republic of Kazakhstan "Honorary Worker of Education of the
Republic of Kazakhstan", the state award "10-th anniversary of Astana", and also was awarded with
a number of honorary letters of the Ministry of Education and Science of the Republic of
Kazakhstan.

Since 2005, Sairan Kabdramanovna headed the department "Tourism", in 2009 she opened a
master's degree, and in 2010 she opened PhD doctorate in the specialty "Tourism".

Under the leadership of SuraganovaS.K., 3 doctors and more than 20 candidates of economic
sciences were trained, including 5 teachers of the Economics Faculty, as well as graduates.

Until the last days Sayran Kabdrahmanovna retained tremendous performance. Despite her
busy schedule, she always remained attentive and sympathetic person in relation to her many
colleagues and students. She was not afraid to change, to keep up with the times and, at the same
time, remained true to herself, her family and friends.

With Sayran Kabdrahmanovna we have lost a great Person, Friend, Teacher.

The highest award for Suraganova will forever remain in unshakable authority of her works, a
sincere love and fond memories of people who knew her.




amanbl. OChl apKbUIBI TYPHUCTIK HApBIKTAa ©31HIH MMHJDKIH KaJBIITACTHIPHII, UITepl >KBIDKHIBL.
KopeiTeiaapiait kene, Kazakcranga aiiMakTBIK TYpPU3MHIH UIrepi JKbUDKYBI OalKallaThIHIBIFbIH
aTan oTKeH keH. Cebeb1 KazakcTaHHBIH op aiiMarbIHBIH ©31HIH KaJbIITACKAH MOJICHHUETI, TAPUXBI
MeH TaOWFH-TeorpadusUIbIK epeKIenikrepi 0ap. Op alMaKTbIH ©31HIIK epeKIIeTiKTepi apKbUIbI
Ka3ipri KyHJE NaMbIll OTBIPFaH TypHU3M TYpPiHiH Oipi - aWMakThIK. AWMaKTBIK TypH3M eliMi3ieri
TYpU3M/i JaMBITYFa jeyeTi 0ap, nepcreKTUBAIbI OAaFbIT OOJIBIT TaObLIA b
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DIGITAL TECHNOLOGIES AS LEAD PART OF SERVICE ACTIVITIES
IMPROVEMENT IN THE HOSPITALITY INDUSTRY

Nurgali A., Sharapaeva B.
L.N.Gumilyov Eurasian National University, Astana, Kazakhstan
E-mail: mega.khan@mail.ru

The purpose of this study is to examine and study the problems of service quality in the
management of a hotel enterprise. The urgency of the topic is dictated by the fact that currently the
most viable enterprises are those that are focused on the client and his needs. Consideration of
factors affecting the quality of hotel services is aimed at improving the level of service and the
efficiency of production of hotel services. It is important for managers of hotels to constantly
improve the quality of service management, pay attention to its expansion, reconstruction of
premises, introduction of new technologies.

A service is a product of labor produced for exchange and capable of satisfying human needs,
a feature is that nothing tangible is usually produced, at the same time the quality of already existing
items can improve. Quality is a combination of properties, attributes of products, goods, services,
works, labor, which determine their ability to satisfy the needs and demands of people, to meet their
purpose and requirements. Quality is determined by the measure of the conformity of goods, works,
services with the conditions and requirements of standards, contracts, contracts, customer requests.
It is customary to distinguish the quality of products, work, labor, materials, goods, services.

Consider factors that affect the level of customer service organizations.

Staff plays a special role in the development of the hotel company. In one hotel professionals
of different professions work, practically any service rendered to the client requires cooperation of
several services and, consequently, coordination of actions of workers of different specialties.
Hence the importance of coordinating different services and different specialists who must interact
in such a way that all the problems arising from the client are dealt with promptly and without the
intervention of the hotel management.

The work of hotel staff, especially those who are in direct contact with customers, requires
special skills and the desire to find a common language with a wide variety of people, because
among the hotel guests there are rich and poor, young and old, calm and quick-tempered, sober and
drunk, representatives of different nationalities and specialties, as well as criminal elements.

The hotel enterprise is a kind of continuous production of services, as it works 24 hours a day,
365 days a year, therefore hotel managers are not normalized for working days and almost always
more than 8 hours a day. At the same time, the work of top-level managers is characterized by a
high proportion of verbal (conversational) contacts (directly and by phone) and a relatively short
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amount of time spent working with letters and documents. The manager must be able to make quick
decisions and be always ready for any surprises. All this is associated with high nervous loads.

The level of services provided in the hotel is its reputation, guarantee of competitiveness and
popularity. A favorable impression is produced by the hotel, where the service is unobtrusive, the
staff is not audible and can not be seen, but all the guest's wishes are fulfilled. Everything is done as
if by itself: everywhere is clean, everywhere beautiful, the staff does not flash unnecessarily before
the eyes.

The level of hotel services largely depends on the management system of the enterprise and
digital development.

Now | will describe importance of digital technology in hospitality industry and I will offer
ways of development digital hospitality.

Saying that the digital revolution has made an impact on every aspect of our daily lives is a bit
of an understatement. People are connected in one form or another everywhere they go. The
continual emergence of connectivity among consumers has proven to change the manner in which
we interact with each other and with businesses. Digital marketing has “transformed the hospitality
industry” and has “reinvented” the entire consumer lifecycle, from booking, to the on-site
experience, and checkout. So, in such a digital world, how does the hospitality industry adapt?

According to Accenture, here are five major ideas for the hospitality industry to “stop being
digitally disrupted, and start becoming a digital disruptor.”

Property: Win the stay with digital. Since digital is such a big part of people’s daily lives, as
mentioned before, nearly everyone expects to have, at the bare minimum, free access to a modern
Wifi network and in-room technologies. Not all guests are digital natives, but a high majority do
have a working proficiency with digital operations, so hotels must adapt to these technological
demands. Digital options have the ability to make or break future bookings, and the integration and
collaboration of hotel rooms and smartphones can enable a more positive guest experience (which
will undoubtedly be shared on social media).

Ways of Working: Use digital as an efficiency multiplier. Digital tools can be used for more
than giving guests a positive experience; they can be used to increase efficiency among employees.
There are many ways that digital implementation can increase efficiency. For example, using
tablets for remote guest check-in, dynamic scheduling as a means to eliminate initial shift planning
for managers, and damage reporting to ensure maintenance tasks aren’t forgotten about. All of
which can be done through an integrated Project Management System.

Operations: Raise the digital bar on the inside. Many companies in the hospitality industry are
struggling to keep up with the pace of the ever-changing digital environment. To maintain a
competitive advantage, companies need to extend their digital capabilities so that they can respond
to evolving customer needs and wants. A few ways to do so include:

« Cross-channel customer experience optimization

« Integrated commercial systems platform

« Integrated online and offline customer relationship management

Corporate Travel: Use digital to redefine corporate travel. Many business travelers are using
the “business trip” to their advantage by booking events such as spa visits after work hours, to
indulging in fine dining at their hotel or resort, or even by extending their trip with a few extra
“personal” days. Regardless of how they are spending time, “business travelers are looking for more
ways to personalize their travel decisions.” From an individual standpoint, personalizing a hotel
experience can be a costly matter, but personalizing a corporate experience is much more attainable
with the use of digital tools such as mobile apps for corporate travelers, and customized trip
planning portals.

Loyalty: Keep guests coming back with digital. Guest experiences and personalization have
overcome points as the prime loyalty differentiator. It is too costly and complex for hotels to
personalize the experience for each individual guest, but the industry can still meet guest
expectations for “just-for-me” experiences. Hotels can use analytics to find out guest preferences
and leave them with the perception that “they really know me.”
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So, what’s next? There are predictions that major players within the digital space such as
Apple, Google, and Amazon will compete for supremacy within the digital hospitality industry in
the near future. Digital is imperative moving forward, and hotels need to embrace the change — by
incorporating new platforms and systems that can be used to help personalize the experience of the
guest, while maintaining scalable costs.
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