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INVESTIGATING THE ATTITUDE OF TOURISM STUDENTS TOWARDS THE USE
OF DIGITAL TOOLS IN DEVELOPING COMMUNICATIVE SKILLS AND CREATIVITY
Abstract. In the rapidly evolving environment of the tourism industry, effective
communication skills have become essential for tourism specialists to succeed in their roles. This
paper explored the important role that digital tools play in enhancing the communicative
competence of professionals in the tourism sector. By leveraging a variety of digital platforms and
technologies, including social media, virtual reality and online collaboration tools, tourism
professionals can engage with diverse audiences, deliver personalized experiences and make
meaningful connections. These digital practices raise questions about teachers’ own digital
technologies and their role in developing communication skills. Overall, 32 future specialists from
the International University of Tourism and Hospitality in Turkestan participated. The descriptive
research was conducted to examine how future specialists feel about using digital tools to improve
their communicative skills. A quantitative research design was used. Descriptive data and
differences by participants academic year and gender were analyzed using the Mann-Whitney U
test. The results of the item analyses reveal that participants’ attitudes towards digital technologies
in developing communicative skills and creativity are self confident.
Keywords: digital technologies, tourism specialists, communitive skills, language learning,
tourism, digital tools.

Introduction

Globally, the tourism industry is characterized by its dynamic nature, requiring constant
innovation to respond to changing market conditions. In this context, it is believed that excellent
communication skills among tourism professionals are essential for success in the industry. In
addition to traditional communication approaches, the current trend towards digitalization
highlights the growing importance of digital technologies in improving the communication abilities
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of tourism professionals. The tourism industry is inherently focused on human connection,
emphasizing the need for effective communication to help business increase customer satisfaction
and achieve a competitive advantage. Tourism professionals in this industry are responsible for a
wide range of tasks, including promoting destinations, developing tour packages and enhancing the
overall travel experience through appropriate consumer engagement. As a result, there is an urgent
need for tourism professionals to continuously develop their communication skills [1].

For generations, travel businesses have depended on traditional methods of communication.
However, the introduction of digital technologies has led to significant changes in communication
methods and platforms. Digital technologies are evolving as communication tools in the tourism
industry, presenting themselves through various channels such as social media platforms, websites,
email, smartphone applications and virtual reality interfaces. Tourism professionals can use these
tools to communicate directly with potential customers, accelerate effective information transfer,
and tailor the customer service experience to individual tests [2].

The impact of digital tools on improving the communication skills of tourism professionals
can be approached from different perspectives. For example, social media platforms offer tourism
professionals opportunities to interact with target audiences and promote destinations. Websites are
crucial for attracting potential customers and marketing tourism services. Mobile applications
contribute to customer convenience and enhance their travelling experience.

Delving deeper into the role of digital tools in tourism communication, these tools offer
several benefits to the sector. Firstly, social media platforms provide direct interaction between
travel experts and their audiences, acting as a hub for sharing travel experiences and planning trips.
Websites serve as a hub for travel promotion, booking and customer support, raising the profile of
experts through engaging content and user-friendly interfaces. Mobile apps play a key role in
enhancing the travel experience by providing access to maps, event bookings and emergency
assistance [3].

There are a variety of strategies to improve the communication skills of travel professionals.
Effective use of digital communication tools such as social media can increase brand awareness and
customer loyalty. Investing in education and training programmers improves the communication
skills of professionals, facilitating effective interaction with customers. Continuous feedback and
evaluation processes are vital to improve communication strategies based on customer feedback,
thereby increasing satisfaction levels [4].

The evolution of the tourism sector requires adapting to market demands and technological
advancements. Studies have scrutinized the role of digital tools in tourism communication and
suggested strategies to improve the communication skills of professionals. Studies by Hulai and
Kabak (2023) highlighted the role of social media in engagement and brand building, while Wau et
al. (2023) focused on educational programmers to improve communication skills [6,7]. Bogdanova
(2023) emphasized the importance of feedback processes and Brown and Lee (2020) discussed the
impact of mobile applications on customer satisfaction [8, 9]. Clark and Miller (2021) emphasized
the importance of websites in engaging customers and building trust [10].

In today's dynamic and interconnected world, digital tools play a crucial role in improving the
communication skills of tourism professionals? These tools offer access to a wealth of information,
support real-time decision-making and provide a variety of communication platforms to engage
stakeholders. Strengthening communication skills through digital tools leads to increased customer
satisfaction, improved industry collaboration and increased productivity in the tourism sector [11].
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Digital tools have become an integral part of language learning and cultural interaction,
especially in the context of the globalizing tourism industry. As tourism professionals interact from
different linguistic and cultural backgrounds, digital platforms provide critical support through
language learning apps, translation software and cultural sensitivity training programmers [12].
These tools help bridge communication gaps and create meaningful connections with international
clients.

Turdieva's findings for 2022 highlight that the evolving digital skills environment in tourism
is impacting a variety of jobs, including holiday planning, sustainable tourism design and adventure
facilitation. Skills gaps in this sector are primarily in soft skills, language skills, interpersonal
communication abilities and ICT proficiency rather than subject matter specific knowledge [13].
Emphasizing design technology in tourism education promotes critical thinking, creativity and
communication skills in future specialists.

In addition, digital tools facilitate collaboration between team members as well as between
departments within tourism organizations. Project management software, cloud platforms and
virtual communication tools increase efficiency and facilitate effective teamwork. Internally, these
tools promote coordination and harmony among employees by optimizing the flow of information
through intranets and instant messaging platforms [14].

It is important to remember that while digital tools offer many benefits to improve
communication, they also require a certain level of digital literacy and expertise. Ongoing training
is required so that professionals can fully utilize these tools to improve communication.

Future digital skills in tourism include self-learning capabilities, digital fluency, e-business
skills, artificial intelligence and VR/AR technologies for personalized experiences. Addressing
these skills gaps is critical for tourism businesses as new positions require expertise in areas such as
computer programming, data analysis and artificial intelligence [15].

Research on digital skills gaps in tourism highlights the need for education and training
policies that priorities digital literacy for citizens and future industry professionals. In addition,
digital tools play an important role in improving communication skills, advertising strategies and
social media management in the tourism industry. Effectively implemented digital marketing
strategies outperform traditional methods, allowing companies to directly engage with potential
customers and increase conversion rates. However, a poorly implemented digital strategy can lead
to customer dissatisfaction and loss of market share; this emphasizes the importance of professional
digital marketing and communication strategies in the tourism industry.

Effective social media management has become an important practice for businesses in the
tourism sector. By utilizing social media platforms, businesses can significantly increase their
visibility and credibility, attracting a diverse audience and promoting their services. A transparent
and informative social media presence is key to building trust and credibility among users. The role
of well-designed social media ads in the digital world cannot be overemphasized. These adverts
need to be comprehensive, meet the specific needs of potential customers while being tailored to the
target audience. Google ads provide an invaluable opportunity for businesses to expand their reach,
requiring attention to content relevance and audience consistency to maximize return on investment.
Working with professional digital marketing agencies can facilitate these processes and achieve
better results [16].

A carefully designed website acts as a digital shop window that represents a company's online
identity. Elements such as easy navigation, interactive features such as contact forms, and visually
appealing content are essential for attracting and retaining potential customers. Implementing
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effective SEO strategies is crucial to ensure a website's visibility and competitiveness in search
engine rankings. Optimizing website performance, resolving technical issues quickly and creating
compelling call to action elements are essential to attract organic traffic and gain a competitive
advantage in the digital space [17].

The advent of digital tools has revolutionized communication practices, especially in the
travel sector. Skillful management of social media platforms, strategic use of social media
advertising, use of Google ads, maintaining an optimized website and using effective SEO
techniques together form the cornerstone of successful digital marketing and communication
strategies for tourism businesses.

Consequently, the literature emphasizes the key role of digital skills in the tourism industry,
highlighting the need for ongoing skills and training to meet growing digital needs and improve the
guest experience. The aim of this article is to explore the impact of digital tools on improving the
communication skills of tourism professionals. Initially, the importance of communication skills in
the tourism industry and their significance for career success will be emphasized. Then, the
widespread use of digital tools in tourism communication and their potential benefits will be
explored. Finally, we will focus on how these digital tools can improve the communication skills of
tourism professionals and suggestions for future research in this area.

Research questions:

1. What is the attitude of tourism specialists towards the use of digital tools in developing the
communicative skills and creativity?

2. Is the attitude towards the use of digital tools on developing the communicative skills and
creativity of tourism specialists related to age, gender and professional experience?

Materials and methods

In this study, quantitative research design was used to investigate future specialists’ attitudes
towards digital tools and tourism specialists’ attitudes towards improving their communication
skills. Quantitative data were collected through the implementation of questionnaires administered
to International University Tourism and Hospitality. Data were collected through questionnaires
specifically designed to assess participants’ perspectives on the benefits of digital tools in
improving communicative skills.

The research study was conducted in the first semester of the 2023-2024 academic years. 32
future specialists from two groups participated in the study. The research was carried out with
participants aged 18-27 who were studying at B2-C1 level in the 3™ — 4™ year of tourism specialists.
There were 15 male and 17 female participants in this overarching study.

Data from 32 future specialists’ responses were analyzed using a Likert-type scale. A 15-item
questionnaire based on the checklist items suggested by the researchers was used to collect data.
Respondents were asked to rate their agreement with five statements on a Likert-type scale ranging
from “strongly agree” to “strongly disagree”. The questionnaire included positive and negative
questions about tourism professionals’ attitudes towards digital tools and improving tourism
specialist’s communicative skills. The use of this approach enabled the researchers to gain a
comprehensive and detailed understanding of the participants’ perspectives on the topic. According
to the information provided, the reliability coefficient of the questionnaire (o = 0.824) is considered
to be high. (See table 1).
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Table 1 — Reliability of the scale

Cronbach's Alpha N of Items

,824 15

The research team was given a questionnaire to collect data on tourism specialists’ attitudes
towards digital tools and improving tourism professionals’ communicative skills.

The questionnaire results were explained in terms of their academic application. The
questionnaire was created with Google Forms. Participants were asked to be honest in their
responses to the questionnaire, and the questionnaire was processed using the SPSS version 26.0.
The normality test was performed to determine whether parametric or non-parametric analysis was
more appropriate. The results of Kolmogorov-Smirnov and Shapira-Wilk revealed a non- normal
distribution. Because the variables in the Kolmogorov-Smirnov test followed a normal distribution,
the data was analyzed using a nonparametric test. Descriptive statistics were used to analyze the
data to find the mean values and standard deviations of the responses to the first research question.
The second research question was investigated using Mann-Whitney U-test.

Results

Based on the information provided, the reliability coefficient of the questionnaire (a0 = 0.824)
is considered to be high, which means that the questionnaire is a reliable instrument in measuring
the respondents’ attitudes towards digital tools and tourism specialists’ attitudes towards improving
their communicative skills. A reliability coefficient of a = 0.600 is generally considered the
minimum acceptable level for research purposes, hence, a coefficient of a = 0.824 is considered to
be quite high [17].

Overall, this study provided valuable insights into the potential of digital tools and tourism
specialists’ attitudes towards improving their communication skills.

According to the first research question “What is the attitude of digital tools toward
developing the communicative skills and creativity of tourism specialists?” The clear results are
presented in Table 2.

Table 2 — Descriptive analysis of the research

N Minimum | Maximum Mean Std. Deviation
Total 32 2,56 3,49 3,0362 | ,42051

The researcher used descriptive analysis as a statistical tool to measure future specialists’
attitudes towards digital tools and tourism specialists’ attitudes towards improving their
communication skills. The analysis revealed that the future specialists had an extremely positive
outlook towards the use of digital tools for communication skills. The results showed future
specialists’ mean attitude score towards the use of digital tools was relatively high (M= 3.0362,
SD= 0.420), indicating that future specialists perceive improved communication skills as a valuable
and effective tool for tourism specialists.

In addition, Mann - Whitney U test was conducted to find the answer to the second research
question regarding the attitude of digital tools toward developing the communicative skills and
creativity of tourism specialists related to gender and professional experience. (See table 3).
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Table 3 — Mann-Whitney U test (Gender differences)

Gender N Mean Rank U P

Male 15 61,30

Female 17 56,94 5,174 0,061
*p <0 .05

Mann- Whitney - U test was used to investigate whether there are any differences between
male and female future specialists in their perceptions of the use of digital tools to improve the
communication skills of tourism specialists. The results obtained from the analysis show that there
is no significant difference between genders in this regard. The mean score was MR= 61, 30 for
males and MR= 56, 94 for female participants. It is noteworthy that both male and female future
specialists have positive attitudes towards the use of digital tools to improve the communication
skills of tourism specialists. According to the findings of the study, in 2021 Ali et al. suggested that
there is no difference between, male and female future specialists and that digital tool can be a
powerful tool to enhance the learning experience and make education more enjoyable and effective
for everyone [18].

Table 4 -Mann-Whitney U test (Grade differences)

Participants | N Mean Rank U P
Junior 18 49,83 5,163 0,259
Senior 14 53,12

*p <0 .05

Table 4 showed that the difference in mean ranking scores between the two groups in terms of
junior and senior future specialists’ attitudes towards digital tools and communicative skills and
creativity towards tourism specialists was not significant. According to the mean ranking scores,
final — year future specialists demonstrated a significantly higher level of digital tools (MR = 53,
12) than third year future specialists.

Third year future specialists had lower mean ranking scores (MR= 49, 83), but they were
comparable to seniors. Therefore, it can be concluded that the communicative skills and creativity
of future specialists in digital technologies for tourism professionals are better than those of third-
year future specialists.

Discussion

The findings of this study reveal several important insights regarding the use of digital tools
for improving communication skills among tourism professionals. Here are the key points for
discussion:

The Mann-Whitney U test results (U = 5.174, p = 0.061) indicate no statistically significant
difference between male (MR = 61.30) and female (MR = 56.94) participants in their attitudes
toward digital tools. This suggests that gender does not play a determining role in the acceptance
and utilization of digital communication tools in tourism, which aligns with contemporary
workplace expectations of digital competency regardless of gender.

The high mean score (M = 3.0362, SD = 0.42051) demonstrates a generally positive attitude
toward digital tools among future tourism specialists. This positive disposition is crucial for several
reasons:

1. It indicates readiness for digital transformation in the tourism industry
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2. It suggests potential ease of implementation for new digital communication tools

3. It reflects alignment between educational preparation and industry demands

Reliability of Findings

The high reliability coefficient (o = 0.824) lends strong credibility to the study's findings. This
robust internal consistency suggests that:

e The measurement instrument was well-designed

» Responses were consistent across items

 The findings can be considered reliable for making industry recommendations

Practical Implications

These findings have several practical implications for the tourism industry:

1. Organizations should invest in digital communication tools with confidence that they will
be well-received by both male and female professionals

2. Tourism education programs should continue to integrate digital communication tools, as
students show positive attitudes toward their adoption

3. The high acceptance rate suggests that digital communication tools could be standardized
across the industry without significant resistance from professionals

Limitations and Future Research Directions

While the study provides valuable insights, several areas warrant further investigation:

1. The relatively small sample size (N=32) suggests the need for larger-scale studies

2. The age range (18-27) is limited and could be expanded to include more experienced
professionals

3. Future research should examine specific digital tools and their relative effectiveness

These findings contribute to our understanding of how digital tools are perceived in tourism
education and practice, while highlighting the industry's readiness for continued digital
transformation in professional communication.

Conclusion

When we consider the possibilities of using modern digital tools in communication skills,
their effectiveness in the educational process as tools contributing to the development of future
specialists’ communicative skills and creativity should be taken into account. The use of digital
educational materials stimulates future specialists’ communicative activity and increases their
desire to study the lesson. In the educational environment, there is a concern that the teacher is
removed from the educational process. Undoubtedly, there will be a transformation of some of the
teacher’s functions, but the functioning of digital tools as an educational tool, as a tool that
contributes to achieving educational goals, will willingness to encourage future specialists to study
discipline.

In conclusion, the respondents highly praised the use of digital technologies in foreign
language learning for developing future specialists’ communication skills. Further research could
examine specific technological tools and applications for developing digital literacy and language
proficiency.
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I'. PUBAXO/’KAEBA', JI. IAJIAFAEBA?, C. /[ZKABBAPOBA?
"Koxa Axmer Slccayu aThiHaarbl XalbIKapalblK Ka3aK-TypiK yHUBEPCUTETI
(Kazakcran, Typkicran), E-mail: grizahodja@gmail.com

>XasbIKapanblK TYPU3M 5KOHE MEHMaH/I0CTBIK YHHBEPCHTETI

(Kazakcran, Typkicran)

SHaxubiBan MeMleKeTTiK Y HUBEpCHTETi

(O3ipbaitxkan, HaxubiBan)

TYPU3M CTY/JEHTTEPIHIH KOMMYHHUKATHUBTIK JIAF/[bBIV/IAPbI MEH
HIBIFAPMAIIBLIBIKTBI JTAMBITYJA IH®PJIIK KYPAJIJAPAbI IAHJATAHYFA
KO3KAPACHIH 3EPTTEY

Anoamna. Typusm uHOYCMPUACHIHBIY KAPKbIHObL OAMbIN Kejle HCAMKAH OpmacblHod muimoi
KOMMYHUKAMUMi 0agovliap mypusm MAaMAaHOApblHbly 63 pejidepinde madvlcKa dHcemyi YuliH
MaHyvI30bl  O0on0bl. Byn maxana mypusm ceKmopwviHOGEbl MAMAHOAPOLIH KOMMYHUKAMUBMI
KY3blpemminicin apmmulpyod Yu@dpivix Kypaioapovly Mayslzobl ponin 3epmmedi. Typai canovlk
niamgopmanap MeH MeXHOA02UANAPObl, COHLIH [WIHOe dlleyMemmiK MeOUausl, BUPMyanovl
WBIHOBIKMbL  JCIHE OHIAUH  bIHMLIMAKMACMbIK  KYPAL0apblH  NAuddIaHd Ombulpbln, Mypusm
MAMAHOapvl IpMypi ayoumopusiiapmer apanaca aiaobvl, HceKe madiCipubeHi dcemkize anaovl
JHCoHe MARbIHALL batiianbicmap dHcacatl anaovl. byn yugpnvix mascipubenep myeanimoepoiy sncexe
YUDPIILIK, MEXHON0UANAPLL HCIHE 01APObIH KOMMYHUKAYUSIBIK 0a20bL1apObl 0amblmyodzsl poili
mypanvl cypakmap myovipaovl. Kanwvl, Typkicman xanaceinoazel XanvlKapanvlk Mypusm HcoHe
KOHAKHCAUNLLILIK — YHUGepcumeminen 32  cmyoenm Kamvicmol. Cunammamanvly —3epmmey
cmyoeHmmepoiy  KOMMYHUKAMUBMI  0A20bLIAPLIH  HCaKcapmy YuliH  Yyu@dpivik  Kypaioapobl
natoanaHy mypanvl KO3KapacblH 3epmmey  yuin owcypeizindi. Canovlk 3epmmey  HcobAcvl
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KonoaHnwulnovl. Cunammamanvlk Oepekmep MeH KAmbvlCYUbLIApObIY OKY JHCblIbl MEH JHCbIHbICHI
ootibinwa ativipmawviivikmap Mann-Whitney - U mecmi apkvlivl manoanosl. banmapowvr manoay
Homuoicenepi  KamvlCywbliapovly — KOMMYHUKAMUEMI  0agobliapovl — 0amblmyod  YUDPIbIK
MEXHONI02UANAP2A 0e2eH KO3KAPAChl 63iHe CeHIMOI eKeHiH Kopcemeoi.

Kinm co30ep: yugpnvlx mexnonoausnap, mypusm MamarHoapsl, KOMMYHUKAMUSMi 0a20bliap,

min yupeuy, mypusm, yuppivix Kypaioap

I'. PU3AXO/[’KAEBA'™=, JI. ITAJIAFAEBA?, C. JIZKABEAPOBA?
"MexnyHapoHbIil Ka3aXCKO-TypelKUi yHHBEPCHTET MMeHN Xoku AxMena ScaBu

(Kazaxcran, Typkecran), E-mail: grizahodja@gmail.com
2MesxTyHapOIHbI YHHBEPCHTET TYpPU3Ma U FOCTEHPUUMCTBA
(Kazaxcran, Typkecran)

SHaxu4eBaHCKuUiA rOCy1apCTBEHHBINH YHUBEPCUTET
(AzepOaitxan, Haxuuean)

HCCIIE/IOBAHHE  OTHOLIEHHA  CTYJAEHTOB TYPHU3MA K
HCIIO/IB30OBAHHIO LHHH®POBBIX HHCTPYMEHTOB JUITA PA3BUTHA
KOMMYHHKATHBHBIX HABBIKOB H KPEATUBHOCTH

Annomauusn. B 6vicmpo passusaiowelics cpede mypucmuyeckoi uHoycmpuu 3¢)ghexmuenovie
KOMMYHUKAMUBHbLE HABBIKU CMATU HEODXOOUMbL CReYUdIucmam no mypusmy Oisi OOCMUNCEHUS]
ycnexa 6 ceoeli pabome. B smoil cmamve uccneoosana 6adxcHas poib, KOMopyr yugposvie
UHCMPYMEHMbl USPAIOM 8 NOBbIUEHUU KOMMYHUKAMUBHOU KOMNEMeHMHOCU NpopecCUoHanos
mypucmuyecko2o cekmopa. Hcnoav3ysi paziuyHvle yupposvie NAAM@POPMbL U MEXHOLO2UU,
BKIOYASl  COYUATbHbIE — CeMmU,  BUPMYAIbHVIO — PEAlbHOCMb U UHCHPYMEHmbl  OHIAUH-
compyoHuuecmeda, npo@ecCUoOHaIbl Mypusma MO2Yym 63auMoo0eticmeosams ¢ PasHO0OPA3HOU
ayoumopuetl, npedoCcmasisims NePCOHATUIUPOBAHHBLIL ONBIM U YCIMAHABIUBAMb 3HAYUMbLE CES3U.

Omu yugpposvie npaxmuxku NOOHUMAIOM BONPOCHL O COOCMBEHHBIX YUPPOBLIX MEXHONOUAX
yuumeneu u ux poau 8 pazeUumuu KOMMYHUKAMUBHBIX HABLIKOS. Bceco 6 meponpusamuu npuHsaiu
yuacmue 32 cmyodenma MedcOynapoono2o yHugepcumema mypuzma U 2OCMEenpuumMcmed 8
Typxecmane. Onucamenvroe uUccie008anue Obli0 NPOBEOCHO C YEelbl0 GbIACHUMb, KAK CMYOEeHmbl
OMHOCAMCST K UCHONb308AHUID  YUDPOBLIX — UHCPYMEHmMO8 Ol VAVYUIEHUS.  C8OUX
KOMMYHUKAMUBHbIX — HABLIKOG. bBbll  UCNONb306aH  KOIUYECMBEHHbIN  OU3AUH  UCCIe008AHUSL.
Onucamenvhvle OaHnHble U paziudus Y4acCMHUKO8 NO  Y4eOHOMYy 200y U noxy Owvliu
npoananuzuposansl ¢ nomowpvio U-kpumepus Manna-Yumnu. Pezyremamsl aumanuza 3adauuil
NOKA3bI8AIOM, YMO OMHOUleHUe YYACMHUKO8 K YUPDPOBLIM MEXHOIOSUAM 6 pPA36UMUU
KOMMYHUKAMUBHBIX HABLIKOB AGNAEMCSL CAMOYBEPEHHDIM.

Knrwouesvie cnosa: yugposvie mexnonocuu, cneyuaiucmosl o mypusmy, KOMMYHUKAMUBHbLE
HABbIKU, KPEeaAmMUBHOCHb, U3YYEHUe A3bIKO8, MYPU3M, YUPPOBble UHCMPYMEHMbl
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