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Annotation. The automotive service sector is a crucial component of
Uzbekistan's growing economy, driven by increased vehicle ownership and the
rising demand for quality services. This article examines the current state of the
sector, identifying key challenges such as insufficient infrastructure, skill gaps,
and inconsistent service quality. It proposes strategies for improvement,
including the establishment of service clusters, workforce development
programs, technological integration, customer-centric approaches, and
supportive policy measures. By implementing these strategies, Uzbekistan can
modernize its automotive service industry, enhance customer satisfaction, and
contribute to sustainable economic growth.
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Introduction

The automotive industry is a cornerstone of modern economies, playing a
pivotal role in enhancing mobility, creating employment, and driving
technological innovation. In Uzbekistan, this sector has gained increasing
importance, supported by the nation's strategic focus on industrialization and
economic diversification. The rise in household incomes, coupled with a growing
middle class, has led to a significant increase in vehicle ownership, which in turn
has heightened the demand for high-quality automotive services.

According to the State Statistics Committee of Uzbekistan, the volume of
transport services in 2020 reached 53,662.9 billion soums, a substantial
increase from 30,617.8 billion soums in 2016. A considerable portion of these
services relates to road transportation, highlighting the centrality of automotive
services to the economy. As the number of vehicles on the road grows, the need
for reliable, efficient, and accessible service centers becomes more pressing.
However, the sector faces several challenges, including insufficient
infrastructure, skill gaps among service personnel, and inconsistent service

quality.
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The government has recognized these issues and incorporated them into
its broader economic development strategies. For example, the “New Uzbekistan
Development Strategy 2022-2026" sets ambitious goals, including tripling the
volume of service activities and creating 3.5 million new jobs within the service
sector. These targets underscore the need to address bottlenecks in the
automotive service industry to achieve broader economic objectives.

Despite these promising developments, the sector continues to grapple
with structural and operational inefficiencies. Service centers are often
overwhelmed by demand, leading to delays and customer dissatisfaction.
Furthermore, the absence of standardized training and certification programs
for technicians limits the sector’s ability to deliver consistent and high-quality
services. The integration of advanced technology, such as automated diagnostics
and digital customer management systems, remains limited, further
exacerbating these challenges.

This article explores the current state of automotive services in
Uzbekistan, identifies key challenges, and proposes actionable strategies to
improve service quality. By addressing these issues, the sector can not only meet
growing consumer expectations but also contribute to the nation’s economic
growth and modernization. Through strategic investments, workforce
development, and policy support, Uzbekistan’s automotive service industry has
the potential to become a benchmark for quality and innovation in the region.

Current Challenges in Service Quality

The automotive service sector in Uzbekistan faces several significant
challenges that hinder its ability to meet customer expectations and adapt to
increasing demand. The following key issues have been identified:

1. Infrastructure Limitations. The growth in vehicle ownership has not
been accompanied by proportional development in service infrastructure. This
has led to issues such as:

- Overcrowded service centers.

- Limited geographical distribution of service points.

- Long waiting times for essential repairs.

Example Case: In many regions, particularly rural areas, access to
automotive services requires extensive travel, resulting in inconvenience and
additional costs for vehicle owners.

2. SKill Gaps. A critical factor affecting service quality is the lack of

adequately trained personnel. Surveys indicate that many service providers do




THEORETICAL ASPECTS IN THE FORMATION OF
PEDAGOGICAL SCIENCES
International scientific-online conference

8| BE

not possess the technical skills necessary for modern vehicle diagnostics and
repair.

- Impact: Incorrect or delayed repairs reduce customer satisfaction and
lead to repeat visits.

- Causes: Insufficient vocational training programs and limited availability
of advanced diagnostic tools.

3. Customer Satisfaction Issues. Customer satisfaction is influenced by a
range of factors, including:

- Inconsistent service quality.

- Lack of transparency in pricing.

- Poor communication and follow-up practices.

Customer feedback highlights: Over 50% of surveyed customers expressed
dissatisfaction with service transparency and delays in repairs.

Tabular Summary of Challenges

Suggested
Challenge Description Impact i
g P P Solution
Insufficient service | Delayed
_ : Development  of
Infrastructure | points and | services and _ _
. _ service clusters in
Limitations overcrowded increased costs
. key areas
facilities for users
Lack of technical | Reduced Launch of
Skill Gaps expertise among | service specialized
service staff reliability training programs
Customer Issues with pricing | Lower trust | Implement robust
Satisfaction transparency and |and customer | feedback and
Issues lack of follow-up retention pricing systems

Visual representation of challenges
Below is a pie chart illustrating the distribution of these challenges based
on their relative prevalence in the automotive service sector:
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Distribution of Challenges in Automotive Service Quality

Customer Satisfaction Issues

Infrastructure Limitations

Skill Gaps.

Pie Chart: Distribution of Challenges
Addressing these challenges is essential for the sustainable growth of the
automotive service sector. Investments in infrastructure, workforce training,
and customer-centric practices can significantly enhance service quality,
ensuring better customer experiences and long-term industry development.

Proposed strategies for improvement

To address the challenges identified in Uzbekistan's automotive service
sector, a series of strategies have been proposed to improve service quality and
meet growing customer demands effectively.

The development of service clusters is a vital step toward addressing
infrastructure limitations. These clusters involve creating geographically
concentrated hubs where multiple service providers, such as repair shops, spare
parts retailers, and diagnostic centers, are located together. This approach
enhances operational efficiency and customer convenience while reducing
service costs. To implement this, high-demand areas need to be identified,
partnerships with investors and local governments established, and incentives
provided to encourage businesses to participate in these clusters. The
anticipated outcomes include shorter wait times, streamlined operations, and
improved customer satisfaction.

Workforce training and development are crucial to bridging the skill gap
in the sector. Specialized training programs designed in collaboration with
vocational institutes can focus on modern automotive technologies and
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customer service. Government-backed certifications can standardize skills, while
continuous learning opportunities will keep technicians updated with
technological advancements. These initiatives aim to raise the quality and
reliability of services while building trust among customers.

The integration of technology into service delivery is another key strategy.
Digital tools such as online booking systems, automated diagnostics, and
customer feedback platforms can streamline operations and improve service
quality. User-friendly mobile applications and web platforms can be developed
to facilitate this transformation, supported by subsidies for small businesses to
adopt advanced technologies. The use of technology will lead to faster service
delivery, data-driven decision-making, and enhanced customer engagement.

Improving customer experience is fundamental for long-term success. This
can be achieved by adopting transparent pricing models, offering itemized bills,
and displaying standard service rates clearly. Post-service engagement through
follow-up calls and feedback collection will ensure customer satisfaction and
loyalty. Additionally, training staff to handle customer interactions
professionally will foster a customer-first culture within the sector.

Policy and financial incentives play a pivotal role in encouraging
investment and modernization. Tax rebates, financial subsidies, and grants for
small and medium enterprises that adopt new technologies or expand their
service offerings can drive growth in the sector. Lowering import duties on
essential spare parts and diagnostic equipment will also reduce operational
costs, making services more accessible and affordable for customers.

By implementing these strategies, Uzbekistan's automotive service sector
can overcome existing challenges, modernize its operations, and establish itself
as a competitive and customer-focused industry. These measures will ensure
sustainable growth and contribute significantly to the country’s economic
development.

Conclusion
Enhancing service quality in Uzbekistan's automotive industry is crucial for
sustaining growth and meeting consumer expectations. By addressing current
challenges through strategic initiatives, the sector can achieve higher standards

of service, leading to increased customer satisfaction and economic benefits.
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