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AN EMPIRICAL ANALYSIS OF THE FACTORS
SHAPING CONSUMER BEHAVIOUR THROUGH
DIGITAL PLATFORMS IN UZBEKISTAN

Jumayev Bobomurod Nurmaxmat o‘g‘li
Independent Researcher, Department of Digital Economy,
Tashkent State University of Economics

Abstract. The rapid development of the digital economy has fundamentally transformed consumer
behaviour in the tourism industry by increasing the role of digital platforms in travel planning, information
search, service comparison, booking, and post-purchase interaction. This study presents an empirical analysis
of the factors shaping consumer behaviour through digital platforms in Uzbekistan. The research examines the
influence of platform quality, service transparency, pricing policies, electronic payment security, online reviews,
and demographic characteristics on consumers’ tourism-related purchasing decisions. The study is based on
survey data, statistical information, and secondary sources to evaluate consumers’ attitudes towards digital
tourism services and their behavioural patterns before and after purchasing tourism products. The findings
indicate that digital platforms have become an important source of tourism information, while online reviews,
platform credibility, and active interaction between tourism companies and consumers significantly influence
purchase intentions. The results further reveal that socioeconomic characteristics such as age, gender,
education, income, marital status, and place of residence affect consumer behaviour at different stages of the
purchasing process. The study concludes that improving digital platform functionality, strengthening consumer
trust, and enhancing interactive communication can contribute to the greater adoption of digital tourism services
and support the sustainable digital transformation of Uzbekistan’s tourism sector.

Keywords: digital economy, digital platforms, consumer behaviour, tourism industry, online booking,
electronic payments, social media, online reviews, digital tourism, tourism marketing, consumer trust,
Uzbekistan.

Annotatsiya. Ragamli igtisodiyotning jadal rivojlanishi sayohatni rejalashtirish, axborot izlash, xizmatlarni
tagqgoslash, bron qilish va xariddan keyingi o‘zaro aloqalarda ragamli platformalarning rolini oshirib, turizm
sohasida iste’'molchilar xatti-harakatlarini sezilarli darajada o‘zgartirdi. Mazkur tadgigotda O‘zbekistonda
ragamli platformalar orqali iste’'molchilar xatti-harakatlarini shakllantiruvchi omillar empirik jihatdan tahlil
gilingan. Tadqgigotda platforma sifati, xizmatlar to‘g‘risidagi axborotning shaffofligi, narx siyosati, elektron to‘loviar
xavfsizligi, onlayn sharhlar va demografik xususiyatlarning iste’molchilarning turizm xizmatlarini xarid qilish
bo‘yicha qarorlariga ta’siri o‘rganilgan. Tadqiqot iste’molchilarning raqgamli turizm xizmatlariga munosabatini
hamda turistik mahsulotlarni xarid gilishdan oldingi va keyingi xatti-harakatlarini baholash uchun so‘rovhoma
ma’lumotlari, statistik axborot va ikkilamchi manbalarga asoslangan. Natijalar ragamli platformalar turizmga
oid axborotning asosiy manbasiga aylanganini, onlayn sharhlar, platformalarning ishonchliligi hamda turizm
kompaniyalari bilan iste’molchilar o‘rtasidagi faol o‘zaro aloga xarid gilish niyatiga sezilarli ta’sir ko‘rsatishini
ko‘rsatdi. Shuningdek, yosh, jins, ma’'lumot darajasi, daromad, oilaviy holat va yashash joyi kabi ijtimoiy-
igtisodiy xususiyatlar xarid jarayonining turli bosgichlarida iste’molchilar xatti-harakatlariga ta’sir gilishi aniglandi.
Tadgiqot yakunida ragamli platformalarning funksional imkoniyatlarini takomillashtirish, iste’molchilar ishonchini
mustahkamlash va interaktiv alogalarni rivojlantirish ragamli turizm xizmatlaridan foydalanish darajasini
oshirishga hamda O‘zbekiston turizm sohasining bargaror ragamli transformatsiyasini qo‘llab-quvvatlashga
xizmat qilishi ta’kidlangan.

Kalit so‘zlar: ragamli igtisodiyot, ragamli platformalar, iste’molchi xatti-harakati, turizm sohasi, onlayn
bronlash, elektron to‘lovlar, ijtimoiy media, onlayn sharhlar, ragamli turizm, turizm marketingi, iste’molchilar
ishonchi, O‘zbekiston.

AHHoTauua. CtpemutenbHoe pasBuUTMe LMGPPOBOM 3KOHOMWKM CYLLECTBEHHO WM3MEHWUSIO MOBEAEHUue
notpeburenen B coepe TypmMama 3a CHET BO3pacTaHns ponn LMdpoBbIX NiaTopm B NiIaHMPOBaHMM NOE3L0K,
novcke MHOpPMaLMm1, CpaBHEHWUM YCryr, OPOHMPOBAHMU N B3aVMOAENCTBUM MOCIE COBEPLUEHUS MOKYMKM.
B pmaHHOM wnccnegoBaHUM MpeAcTaBfieH AMMOMPUYECKUA aHanu3 (PakTopoB, (OpMUPYIOLWNX MOBeaAeHUE
notpebutenen Ha undpoBbix NnatdopmMax B Y3beknuctaHe. PaccmatprBaeTcs BNMsiHUE kadecTBa nratdopm,
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NpOo3payYHOCTVN MHhopMaLMm 06 ycriyrax, LeHOBOW NOMUTUKN, 6€30NacHOCTU 3NEKTPOHHbIX MAaTexen, OHnamnH-
OT3bIBOB U AeMOrpadnyeckmx XxapakTepmucTmK Ha peLleHus notpebutenen o npnobpeTeHnn TYPUCTCKUX YCHYT.
VMiccnegoBaHve OCHOBaHO Ha OaHHbLIX OMpOca, CTaTUCTUYECKOW MHGOPMauun U BTOPUYHBLIX UCTOYHUKAX,
ncronb3dyemblX AfS OLEHKM OTHOLEHUs notpebutenen K UUPOBbLIM TYPUCTCKMM YyCnyram, a Takke
0COBEHHOCTEN VX NOBeAeHNs OO U nocne npuobpeTeHns TYpUCTCKUX NPoayKTOB. Pe3ynbTaTthbl NokasbiBatoT,
4YTO UMdPOBLIE MNAaTPOPMbl CTaNN OCHOBHBIM MCTOYHWKOM TYPUCTCKOWM MHAOPMaLUKU, a OHMNanH-OT3bIBbl,
HadEXHOCTb NraTopM M aKTMBHOE B3aMMOAENCTBME MEeXOY TYPUCTCKUMW KOMNaHUAMU KU notpebutensmm
0OKasblBaloOT CyLLECTBEHHOE BIIUSHME HA HAMEPEHNE COBEPLLMTL MNOKYMKY. KpoMe Toro, ycTaHOBNEHO, YTO Takune
COLManbHO-39KOHOMUYECKME XapaKTEPUCTMKM, Kak BO3pacT, MoJl, ypoBeHb obpa3oBaHus, [OX0A, ceMenHoe
MONOXEHNe N MEeCTO MPOXUBaHWS, BIUSAIOT Ha NoBedeHve noTpebuTenen Ha pasnuyHbiX dTanax npouecca
MoKynku. B nccnegoBaHmmn caenaH BIBOA O TOM, YTO COBEPLUEHCTBOBaHNE (DYHKLMOHANbHbIX BO3MOXHOCTEN
UMpoBbLIX NNaTtdopM, YKpenneHne AoBepusi NoTpebuTenen M pasBUTUE UHTEPAKTUBHOM KOMMYHMKaLMK
MOTyT CMOCOBCTBOBATL PaCLUMPEHUIO UCMONb30BaHUA LIMAOPOBLIX TYPUCTCKUX YCIYT 1 NOAEPXKKE YCTONYMBON
LUMpoBON TpaHcopmaLnmn TYPUCTCKON oTpacnun Y3beknuctaHa.

KnioyeBble cnoBa: uudpoBas 3KOHOMMKA, LMGPOBbIE MnaTgopMbl, noBedeHve noTpebuTenen,
TypucTCKasi oTpacrib, OHNanH-6pOHNPOBaHME, 3NEKTPOHHbIE MMATEXW, CouManbHble CEeTW, OHMNaNH-OT3bIBbl,
LMpoBON TypU3M, TYPUCTCKUIA MapKETUHT, JoBepue noTpebutenen, Y3bekncraH.

INTRODUCTION

The implementation of Uzbekistan’s digital economy strategy, together with comprehensive reforms in the
tourism industry, has created favourable conditions for the rapid expansion of digital platforms across tourism
services. The growing adoption of online reservation systems, mobile applications, digital payment solutions,
and electronic information resources has significantly changed the way consumers search for information,
evaluate alternatives, and make travel-related decisions. These developments highlight the importance of
conducting empirical research to identify the determinants of consumer behaviour within the country’s evolving
digital tourism environment.

Digital tourism platforms enable consumers to obtain information efficiently, compare tourism products
and services, complete reservations, and make secure online payments through integrated digital channels.
Beyond convenience, factors such as platform usability, transparency of service information, pricing policies,
payment security, and customer reviews have become essential determinants of consumer trust and purchase
intention. Understanding the relative importance of these variables and the relationships among them requires
systematic empirical investigation.

Consumer behaviour in Uzbekistan’s tourism market is also influenced by several country-specific
characteristics, including the balance between domestic and international tourism demand, the population’s
level of digital literacy, internet accessibility, mobile network coverage, and the ongoing development of the
national digital payment infrastructure. Consequently, while internationally recognised theoretical models
provide valuable analytical frameworks, empirical models should also reflect the distinctive institutional and
socioeconomic characteristics of Uzbekistan’s tourism market.

Empirical assessment based on survey data, digital platform statistics, and secondary information sources
makes it possible to identify the principal factors influencing tourism demand in the digital environment. Such
analysis enables researchers to evaluate consumers’ attitudes towards online purchasing, the frequency of
digital platform usage, and overall satisfaction with digital tourism services. The findings provide an empirical
basis for developing practical recommendations to support the digital development of Uzbekistan’s tourism
industry.

The primary objective of this study is to empirically examine the factors influencing consumer behaviour on
digital platforms in Uzbekistan’s tourism sector, assess the magnitude of their impact, and formulate evidence-
based recommendations for improving the effectiveness of digital tourism platforms. In this context, digital
platforms serve as online ecosystems that connect consumers with tourism service providers while facilitating
information exchange, service comparison, purchasing decisions, and post-travel experience sharing.

According to the survey results, approximately 71% of respondents actively use digital platforms; however,
only around 5% purchase tourism services or hotel accommodation through online channels. Domestic
consumers generally travel once a year, whereas Uzbek citizens residing abroad tend to travel more frequently,
averaging two or three trips annually.

Survey results regarding travel frequency indicate that 35% of respondents travel once a year, 31% travel
two to three times annually, 17% travel only occasionally, 10% travel four to five times a year, and 7% travel
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six or more times annually. Younger respondents, particularly those under the age of 25, demonstrate the
highest travel frequency, typically undertaking two or three trips per year. In contrast, respondents from older
age groups generally travel once annually. Individuals holding higher education qualifications also tend to
travel once a year, which may reflect employment-related time constraints, while respondents with secondary
specialised education travel less frequently. Students represent the most active travel segment, averaging two
to three trips each year.

Income level likewise has a noticeable effect on travel behaviour. Respondents earning between USD
200 and USD 1,500 per month generally reported travelling once a year. Those with monthly incomes below
USD 200—predominantly students—either travelled infrequently or, in some cases, relatively often, depending
on their personal circumstances. Meanwhile, respondents earning between USD 1,500 and USD 3,000
demonstrated considerably higher travel activity, typically making two to three trips annually.

Among online booking services, Booking.com remains the most widely used and trusted platform among
respondents in Uzbekistan. Participants selecting the “Other” category identified additional platforms, including
RentCar.com, GetYourGuide, Sayohat.uz, Ostrovok.ru, and Aviasales.uz. These findings indicate that Booking.
com was the most frequently used online booking platform among the respondents.

The analysis of digital platform usage by place of residence reveals notable differences in user
preferences. Respondents residing in Uzbekistan most frequently use Instagram, whereas those living
abroad primarily rely on YouTube and Instagram for tourism-related information. Platform usage also
varies according to employment status. Since the majority of survey participants were employed and
possessed higher education qualifications, most reported spending between six and ten hours, or up to
five hours, per week using digital platforms.

Responses concerning online purchases of tourism services demonstrate a high level of digital
engagement. Approximately 87% of respondents purchase airline, railway, or bus tickets online, while
80% reserve hotels, apartments, or other accommodation through digital platforms. Furthermore, 67%
purchase tickets for tourist attractions, 65% book guided tours or excursion services, and 45% use online
platforms to rent vehicles.

The empirical findings further indicate that socioeconomic characteristics significantly influence
consumer behaviour throughout different stages of the purchasing process. Gender and age appear
to have a comparatively greater influence on consumer behaviour during the information-search and
pre-purchase stages. Conversely, education level and income exert greater influence on post-purchase
behaviour, including customer satisfaction, review writing, and continued platform usage. Other
demographic variables, including marital status and place of residence, affect consumer behaviour across
both pre-purchase and post-purchase stages.

CONCLUSION AND SUGGESTIONS

The empirical analysis indicates that digital platforms have become an important factor influencing
consumer behaviour in Uzbekistan’s tourism sector. The findings suggest that the increasing integration of
online booking systems, mobile applications, electronic payment methods, and social media into tourism
services has fundamentally transformed the way consumers search for information, evaluate alternatives, and
make purchasing decisions. Digital platforms not only simplify access to tourism products and services but
also enhance transparency, convenience, and consumer engagement throughout the travel decision-making
process.

The study reveals that consumers’ behaviour on digital platforms is significantly influenced by
demographic and socioeconomic characteristics. Gender and age primarily affect pre-purchase information
search and evaluation, whereas education level and income have a stronger influence on post-purchase
behaviour, including online reviews and experience sharing. Marital status and place of residence were found
to influence both stages of consumer behaviour. These findings suggest that consumer decision-making
in digital tourism is multidimensional and may require differentiated marketing approaches for different
consumer segments.

The empirical results also show that Uzbek consumers rely heavily on digital platforms before
purchasing tourism services. According to the survey responses, user-generated content, online reviews, and
recommendations from other travellers appear to have a greater influence than endorsements from celebrities
or social media influencers. Furthermore, consumers perceive digital platforms not only as information sources
but also as interactive communication channels that strengthen relationships between tourism service providers
and customers. Active engagement, prompt responses, and effective customer support through digital platforms
may positively influence consumers’ purchase intentions and final decisions.
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