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 Tourism is a multidimensional economic activity whose development depends not only on 

the availability of attractive destinations, cultural and natural resources, and 

accommodation facilities, but also on the quality and accessibility of supporting services. 

Among these services, commercial activities and catering services occupy a particularly 

important position because they directly influence tourists' comfort, expenditure patterns, 

satisfaction, and overall perceptions of a destination. Retail shops, local markets, 

restaurants, cafés, food outlets, and other commercial establishments form an essential part 

of the tourism service environment, connecting visitors with local products, culinary 

traditions, and everyday economic life. In an increasingly competitive tourism market, the 

development of these services must be considered within the broader framework of tourism 

quality management. Quality management involves the systematic planning, monitoring, 

evaluation, and improvement of services to ensure that they meet visitor expectations and 

comply with relevant standards. In this context, commercial and catering services should 

not be viewed merely as supplementary activities. They constitute important components 

of the tourism value chain and contribute to destination competitiveness, employment 

generation, local entrepreneurship, and regional economic development. The development 

of commercial and catering services has become particularly important as tourists 

increasingly seek authentic experiences, convenient purchasing opportunities, high-quality 

food, reliable service, and products that reflect the cultural identity of the places they visit. 

These expectations require tourism businesses to improve service standards, invest in 

employee training, introduce modern technologies, strengthen hygiene and safety 

practices, and adopt customer-oriented management approaches. The purpose of this essay 

is to examine the development of commercial and catering services in the context of 

tourism quality management. It explores their economic significance, the principal 

determinants of service quality, the relationship between commercial infrastructure and 

tourist satisfaction, the challenges facing service providers, and the strategic measures 

required to promote sustainable and competitive tourism development. 
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1. Introduction 

Commercial and catering services represent important elements of the tourism economy because they satisfy visitors' everyday needs 

while generating additional economic activity at destinations. Commercial services include retail trade, souvenir sales, traditional 

markets, shopping centres, local handicraft outlets, and businesses supplying goods and travel-related necessities. Catering services 

encompass restaurants, cafés, hotels' food and beverage departments, fast-service establishments, traditional dining venues, and 

other businesses involved in preparing and serving food. Their importance extends beyond the immediate transaction between a 

business and a tourist. Tourist expenditure on food, beverages, souvenirs, clothing, and locally produced goods creates income for 

entrepreneurs, employees, suppliers, farmers, artisans, and transport providers. These relationships contribute to the multiplier effect 

of tourism, whereby spending in one sector generates further economic activity in related industries. For example, a restaurant that 

purchases vegetables, meat, dairy products, and other ingredients from local producers supports agricultural enterprises while 

strengthening the relationship between tourism and domestic production. Similarly, a shop selling locally manufactured handicrafts 

can provide market access for small producers and preserve traditional skills. When these relationships are effectively managed, 

commercial and catering services can increase the proportion of tourism expenditure retained within the local economy. These 

services also influence the attractiveness of tourist destinations. A destination with reliable restaurants, accessible shops, clear 

pricing, diverse food choices, and distinctive local products may provide a more satisfying visitor experience than a comparable 

destination with poorly developed supporting infrastructure. The availability of quality services is particularly significant for 

destinations seeking to attract families, international visitors, business travellers, and tourists with specific dietary or accessibility 

requirements. Furthermore, commercial and catering businesses contribute to employment creation. They generate opportunities in 

food preparation, customer service, retail management, logistics, procurement, marketing, and business administration. These 

opportunities can be especially valuable in regions where tourism provides an alternative source of income and supports the 

diversification of the local economy. However, economic benefits do not arise automatically. Poor service quality, excessive prices, 

   JENER Journal  
 

JENER Journal of Empirical and  

Non-Empirical Research 

https://jenerjournal.com/volume-2-issue-10-2026/
https://jenerjournal.com/volume-2-issue-10-2026/
https://jenerjournal.com/


 

JENER Journal of Empirical and Non-Empirical Research, Volume 2, Issue 10, October 2026   1778 

 

RESEARCH ARTICLE 

inadequate hygiene, misleading product information, and unreliable operating hours can undermine destination reputation. Consequently, the 

development of commercial and catering services must combine business expansion with systematic quality management [6]. 
 

2. Tourism Quality Management and Its Application to Commercial Services 

Tourism quality management is a continuous process through which businesses and destination authorities establish service 

standards, evaluate performance, identify deficiencies, and implement improvements. Its fundamental objective is to ensure that the 

services offered to tourists are reliable, safe, accessible, and consistent with reasonable visitor expectations. Quality in tourism is 

multidimensional. It includes the technical quality of a product or service, the way it is delivered, the physical environment in which 

the transaction takes place, and the perceived value received by the customer. In commercial services, quality may be reflected in 

product authenticity, availability, pricing transparency, staff competence, payment convenience, and the handling of complaints. In 

catering, it also involves food safety, ingredient quality, menu diversity, preparation methods, cleanliness, and the professionalism 

of employees. One important characteristic of tourism services is that customers often evaluate quality through direct interaction. A 

tourist may assess a restaurant not only by the quality of its food but also by the welcome received, the time taken to place an order, 

the accuracy of the bill, and the staff's willingness to respond to concerns. Likewise, the quality of a retail establishment depends 

not only on the goods sold but also on product presentation, staff assistance, accessibility, and the ease of completing a purchase. 

Tourism quality management therefore requires businesses to establish clear operational procedures. These may include documented 

service standards, employee training programmes, food-handling protocols, stock-control procedures, customer-feedback systems, 

and regular performance reviews. International standards can provide useful guidance. The ISO 9001 quality management 

framework, for example, emphasizes customer focus, process management, evidence-based decision-making, and continual 

improvement. Food businesses can also draw on the principles of the Codex Alimentarius and Hazard Analysis and Critical Control 

Point (HACCP) systems to strengthen food safety management. Such frameworks should be adapted to the size, operational 

characteristics, and legal obligations of individual businesses. Importantly, quality management should not be reduced to formal 

certification. A business may possess written procedures yet deliver inconsistent service if employees lack appropriate training or 

managers fail to monitor implementation. Effective quality management requires the integration of standards into everyday 

operations and a commitment to continuous improvement [4]. 
 

3. The Role of Catering Services in Enhancing Tourist Satisfaction 

Catering services are among the most visible components of the tourism experience because food is a basic necessity as well as an 

important expression of local culture. Gastronomy can influence tourists' destination choices, encourage longer stays, and create 

opportunities for cultural exchange. Traditional dishes, locally sourced ingredients, regional cooking methods, and distinctive dining 

environments can transform an ordinary meal into a memorable tourism experience. The relationship between catering quality and 

tourist satisfaction depends on several interrelated factors. First, food quality and safety are fundamental. Restaurants must ensure 

appropriate ingredient storage, safe preparation, temperature control, kitchen cleanliness, and compliance with applicable food safety 

regulations. Failures in these areas can harm visitors and damage the reputation of individual businesses and entire destinations. 

Second, service efficiency influences how tourists perceive catering establishments. Long waiting times, inaccurate orders, poor 

communication, and inadequate responses to complaints can reduce satisfaction even when food quality is satisfactory. Effective 

staff scheduling, reservation management, kitchen coordination, and digital ordering systems can improve operational performance, 

particularly during peak tourist seasons. Third, menu design should reflect the diversity of tourist preferences. Visitors may have 

different cultural backgrounds, dietary requirements, religious considerations, and spending capacities. Restaurants can improve 

accessibility by providing clear menu descriptions, information about ingredients and allergens, vegetarian alternatives, and 

transparent prices. Staff should be trained to communicate this information accurately. Fourth, the atmosphere and cultural identity 

of catering establishments contribute to perceived quality. Restaurants that incorporate regional architecture, traditional decoration, 

local music, and authentic cuisine can strengthen the connection between tourism and cultural heritage. However, cultural 

authenticity should be maintained without compromising hygiene, accessibility, or professional service standards. Catering 

businesses can also support sustainability by reducing food waste, purchasing from responsible local suppliers, improving energy 

efficiency, and using packaging that minimizes environmental impact. These practices can reduce operating costs while supporting 

broader destination-management objectives. Consequently, tourism quality management in catering requires an integrated approach 

that combines food safety, service reliability, cultural authenticity, customer orientation, and environmental responsibility [2]. 
 

4. The Development of Commercial Services and Their Contribution to Destination Competitiveness 

Commercial services influence tourism quality by determining how easily visitors can obtain essential goods, purchase local 

products, and participate in the economic life of a destination. Their contribution is particularly important in destinations where 

shopping, handicrafts, local food products, and cultural merchandise form part of the visitor experience. A well-developed 

commercial environment should provide a suitable range of products, accessible locations, reliable operating hours, transparent 

pricing, and convenient payment methods. Tourists should be able to identify legitimate businesses, understand product 

characteristics, and make purchases without unnecessary difficulties. Local markets and small retail businesses can play a 

particularly valuable role in destination development. They provide opportunities to sell regional food products, textiles, ceramics, 

handicrafts, and other goods associated with local traditions. Such businesses help distinguish destinations from competitors and 

create opportunities for small and medium-sized enterprises. Nevertheless, the development of commercial services also presents 

quality-management challenges. Misleading descriptions, counterfeit products, inconsistent prices, aggressive sales practices, and 

inadequate consumer protection can reduce tourist confidence. Destination authorities and business associations should therefore 

promote fair trading practices, clear product information, appropriate consumer complaint procedures, and compliance with relevant 

regulations. Accessibility is another important consideration. Commercial areas should be designed to accommodate people with 
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disabilities and visitors with different mobility requirements. Clear signage, pedestrian-friendly streets, accessible entrances, 

multilingual information where appropriate, and convenient transport connections can improve the usability of commercial facilities. 

Digital technologies are also changing retail tourism. Online maps, digital directories, electronic payments, product catalogues, and 

multilingual websites help tourists identify shops and compare available services. Retailers can use digital marketing to communicate 

opening hours, showcase local products, and provide accurate information before visitors arrive. However, digital promotion must 

be supported by actual operational capacity. Advertising products that are unavailable, publishing incorrect opening hours, or failing 

to provide advertised services can undermine customer trust. Commercial development must therefore remain closely connected 

with quality assurance and reliable information management [7]. 
 

5. Challenges Affecting the Quality of Commercial and Catering Services 

Despite their economic significance, commercial and catering businesses often face obstacles that limit their ability to deliver 

consistent tourism services. One major challenge is seasonality. Tourist demand may fluctuate substantially between seasons, 

resulting in periods of intense pressure followed by lower revenue. During peak periods, businesses may experience staff shortages, 

longer waiting times, supply difficulties, and declining service consistency. During quieter periods, maintaining sufficient personnel 

and financial resources can become difficult. Workforce qualifications present another challenge. Employees in catering and retail 

require communication skills, product knowledge, customer-service competencies, and an understanding of relevant safety 

requirements. Businesses that do not invest in training may struggle to respond effectively to international visitors, resolve 

complaints, or maintain consistent service standards. Financial constraints can also restrict investment in modern equipment, digital 

systems, accessible premises, refrigeration, storage facilities, and energy-efficient technologies. These limitations may be 

particularly significant for small businesses and enterprises operating in emerging tourism destinations. Supply-chain reliability is 

equally important. Restaurants depend on the timely delivery of safe and suitable ingredients, while retailers require consistent 

access to quality products. Disruptions can affect menu availability, product prices, and service continuity. Developing relationships 

with reliable suppliers and improving inventory management can help mitigate these risks. Environmental pressures create additional 

challenges. Food waste, excessive packaging, high energy consumption, and inefficient water use can increase operating costs and 

negatively affect destination sustainability. Businesses need practical environmental-management measures that are economically 

feasible and consistent with local infrastructure. Finally, weak coordination between businesses and destination-management 

institutions can result in inconsistent service standards, inadequate tourist information, and fragmented promotion. Addressing these 

problems requires cooperation among businesses, local authorities, tourism organizations, training institutions, and suppliers [5]. 
 

5. Conclusion 

The development of commercial and catering services is an essential component of tourism quality management because these 

activities directly influence tourist satisfaction, destination attractiveness, and the economic benefits generated by tourism. 

Restaurants, cafés, retail establishments, traditional markets, and local product outlets provide practical services while creating 

opportunities for cultural interaction, entrepreneurship, employment, and regional economic development. However, the expansion 

of these services does not automatically guarantee higher tourism quality. Sustainable improvement requires consistent service 

standards, qualified employees, transparent pricing, reliable supply chains, effective digital systems, appropriate food safety 

practices, and responsible environmental management. Businesses must also respond to changing visitor expectations while 

preserving the cultural characteristics that distinguish their destinations. A strategic approach should combine enterprise-level 

quality control with destination-level planning and institutional cooperation. Investment in staff development, technological 

modernization, local supply networks, accessibility, and environmental sustainability can strengthen the performance of commercial 

and catering establishments. At the same time, tourism authorities and business associations can support these efforts through 

training, guidance, consumer protection, and coordinated destination promotion. Ultimately, commercial and catering services 

should be understood as integral components of the tourism value chain rather than secondary facilities. Their systematic 

development within a comprehensive quality-management framework can improve the visitor experience, strengthen business 

competitiveness, support local communities, and contribute to the sustainable development of the tourism sector. 
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