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ABSTRACT: As we all know men is social animal, they like to moving, travelling or gathering. For travelling
from one location to another location between that there is need of rest or food, to fulfillment of this
requirement hotels or motels are exits. With help of this industry travelers as well as local person also get
benefit of food, or rooms for change. In this research paper researcher examine the satisfaction level of
consumer towards hospitality industry. For that researcher has taken major five hospitality industry of
Rajkot city to identify satisfaction level of consumer.
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1. INTRODUCTION TO HOSPITALITY INDUSTRY
Today’s market is based on the customers. Because there is famous saying that “customers are king of
market” is absolutely right. The main reason is that present scenario of market is that producers provide
that product which customer like not as per 1950s concept that provide those product which they are
produced. Current market is full of competition, and to stay in these competitive market producers must
provide product which customer like.
Basic aim of study is to know consumer behaviour by the producer that......

» What type of product consumer like?

» At which cost they prefers to purchase?

» At which time they like to purchase?
By studying the consumer behaviour one can know like or dislike of consumers. If producer is successful in
study or in predicting the consumer behaviour so he/she may be get success in the market to catch more
and more consumers.
Recent, hospitality services are modern version of temples, dharmashala, sarai, these all constructed to
provides the foods and facilities of the room to stay the travelled persons on pilgrimages .Today, hospitality
services are most popular service from various services available in the market. What does mean by
hospitality? There is no specific or single definition which describes the meaning of hospitality services.
According to some experts defines the hospitality as based on the characteristics like combination of
tangible and intangible products and its services.
According to service marketing - Hospitality is allocation of resources with best utilization of 7p’s of
marketing which directly or indirectly effected the reputation of the hotels with their profit margins too.
A commercial house which provides lodging, meals, and other guest services, in general sense it is called a
hotel.

e  HISTORY OF HOSPITALITY INDUSTRY:

Human beings like to explore the world, by travel from one place to another and sometime in some cases it
may be hobby of someone. So it is said that the tourism and hospitality is connected with each other.
Hospitality industry provides the various types of services like providing rooms to stay, loading services,
providing food, providing other basic facilities which are basic needs of traveler. In older times when the
persons are going on Yatras or Hudge that time for staying the persons at that place provide the services of
staying or food provided by the Dharmasala or temple or sarai.

As from books of hospitality industry the hospitality started from Babylonian invention of money and
development of trade and tourism were invented.

Beginning of 2700BC in the Egyptian started building like pyramids as elaborate burial tombs including the
step pyramids of Djoser the sphinx and pyramid at complex Giza and Abusir. In Egypt it is most favorable
about hospitality because Pharos likes the dancers who dance for their entertainment.

The history of hospitality also found in the Ancient Greece and Roman Empire for hospitality services for
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700BC citizen of city led to Olympic Games.
Indian civilizing, In India hospitality services started from 12000 years ago.

SIGNIFICANCE OF THE STUDY:
This study provides the clear and exact picture of the consumer behaviour towards the Rajkot city. This
study provide the information about which income group or which age group or which gender or etc are
vesting the hotels, provide the experience of services like satisfy or not. These main contributions of the
study towards the......

» Hotel industries to know the consumer behaviour towards them and in which factor hospitality

industry needs changes.
» Contributes towards society, knowledge and subject also to get new directions

REVIEW OF LITERATURE:

Ahmad T, et al. (2012) identify on the results of statistical analysis, which show the impact of customer
Relations Management on the level of client's satisfaction, confidence and the retaining of the clients of the
State Hotel of India, it is clear that there is no company in the world dropped from defects and imperfect.
There is no doubt, every company should scrutinize and upgrade its plans despite of its success to identify
the new strategies, which appropriate to the developed management surroundings, which specified the
needs and desires of old, or new consumers.

Ambardar A.(2013) suggested that, Training is found to be one of the most significant human resource
practices in any industry. When implementation of these practices in proper manner decides the overall
performance of any organisation. So trained employees are more likely to take pride inorganisational
achievements; believe in the goals; committed to their organisations and values of the organization and,
therefore, exhibit higher levels of per formic. Hence, the hotel organization has to endorse the training of its
workforce to broaden their knowledge and skills, reorient their culture and values, and encourage
individuals to become idea champions in the work.

Bagri S.C., et al. (2012) suggested that, an effort to Increase guest satisfaction, hotels should make a
concerted effort to increase employee satisfaction through policies and programs that these employees view
as beneficial. Employee friendly policies and programs help to provide motivation because motivation is
considered to be a primary factor or variable that can act up on employees and inspire them to render
effective service.

2. RESEARCH METHODOLOGY
e TITLE OF THE STUDY
The title of present research work is...
“A STUDY ON CONSUMER BEHAVIOUR IN THE HOSPITALITY INDUSTRY WITH REFERENCE TO
RAJKOT CITY.”
e  OBJECTIVES OF STUDY:
1) To know hotels services are matched with need and expectation of the customers.
2) To know proper attention pay by the staff in the hospitality to the customers.
3) To know food price of hotels are reasonable or not.
4) To analyze the overall satisfaction level of customers.
5) To analyze customers continue visiting the specific hotel in future too.
e  HYPOTHESIS OF THE STUDY:
#  Null hypothesis
HO= There is not a significant difference between staff’s services meet customer’s needs and expectation
as per type of hotels.
HO=There is not a significant difference between staff pays special attention to customer’s request as
per types of hotels.
HO= There is not a significant difference rate customers ‘overall satisfaction with type of hotels.
HO= There is not a significant difference customer’s continue visiting that hotel in the future.
HO=There is not a significant difference customer is extremely satisfied with this hotel with all services
as per type of hotels.
# Alternative hypothesis
H1= There is a significant difference between staff’s services meet customer’s needs and expectation as
per type of hotels.
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H1= There is a significant difference between staff pays special attention to customer’s request as per
types of hotels.

H1= There is a significant difference rate customers ‘overall satisfaction with type of hotels.

H1= There is a significant difference customer’s continue visiting that hotel in the future.

H1= There is a significant difference customer is extremely satisfied with this hotel with all services as
per type of hotels.

e SAMPLING OF THE STUDY

#  Population of the study:
The present study has been carried out on a micro level by the researcher that means the researcher has
taken only 100 consumers of Rajkot City because As such the sample the present study is restricted with
reference to selected respondents of Rajkot city with four major hotels of city it includes Imperial palace,
The Grand Bhagwati, The Fern Residency and Fortune Park JPS Grand.

% Sample of the study:
The sample chosen by researcher on the convenience sampling method or non-probability sampling method
for the determining the consumer behaviour in the hospitality industry .

#  Sources of data:

Researcher chosen primary sources the collection of data with close- ended structured questionnaires.

3. DATA ANALYSIS AND INTERPRETATION
#  Tools and techniques used for the study:
The research is based on primary data collection though the structural questionnaire so researcher done the
tabulation, analyzing the data with help of chi-square, the SPSS and Microsoft Office Excel 2007.
M Test
For theresearch work researcher used Chi-square test.
# Data Analysis
+ Demographic profile of respondance

1. (lassification of respondents according to Age:

Age No. of Respondents. Percentage of Respondents.
Up to 20 years 10 10%
21-40 Years 36 36%
41 to 60 Years 37 37%
Above 60 Years 17 17%
Total 100 100%

(Source: Primary Data)

2. (Classification of respondents accordingto Gender:

Gender No. of Respondents. Percentage of Respondents.

Male 52 52%
Female 48 48%
Total 100 100%

(Source: Primary Data)

3. (lassification of respondents according to their marital status
Marital Status No. of Respondents. Percentage of Respondents.

Married 45 45%
Unmarried 55 55%
Total 100 100%

(Source: Primary Data)
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4. (Classification of respondents according to their Education:

Educational Qualification No. of Respondents. Percentage of Respondents

SSC 11 11%

HSC 12 12%
Graduate 17 17%
Post -graduate 43 43%
Other 17 17%
Total 100 100%

(Source: Primary Data)

5. (Classification of respondents according to their occupations:

Occupation No. of Respondents. Percentage of Respondent
Student 16 16%
Salaried 33 33%
Professional 31 31%
Other 20 20%
Total 100 100%

(Source: Primary Data)

6. Classification of respondents according to their monthly family income:

Monthly family income No. of Respondents. Percentage of Respondents

Below 20,000 21 21%
20,001-40,000 23 23%
Above 40,000 56 56%

Total 100 100%

(Source: Primary Data)

RELATIONSHIP BETWEEN FACTORS WHICH EFFECTS CONSUMER BEHAVIOUR OF RAJKOT CITY IN
THE HOSPITALITY INDUSTRY.

4+ Here researcher uses the Likert 5 Scale rating. As per the scale 1 to 5 represents...
5= Fully Satisfied, 4= Satisfied, 3= Neutral, 2= Dissatisfied,1= Fully Dissatisfied.
4 In all the calculations... Degree of Freedom =(c-1) (r-1)
=(4-1) (5-1)=(3) (4) = 12
4+ Level of Significance = 0.05

7

« Staff’s services meet customer’s needs and expectation as per type of hotels.
HO= Staff’s services meet customer’s needs and expectation is independent as per type of hotels.

H1= Staff's services meet customer’s needs and expectation is not independent as per type of hotels._

Observed Frequency: Expected Frequency:
Imperial 40 37 21 0 100 | Imperial 2625 395 29 3.75 1.5 100
TGB 14 42 35 9 100 | TGB 2625 395 29 375 15 100
Fern 20 41 32 3 100 | Fern 2625 395 29 375 15 100

3

Fortune 31 38 28
Total 105 158 116 15

100 Fortune 2625 395 29 3.75 1.5 100
400 Total 105 158 116 15 6 400

N O | O N

(Source: Primary Data)
Analysis of Data: table value of chi-square=21.026 < Calculated value 38.2234832 So HO rejected

KD

+ Staff pays special attention to customer’s request as per type of hotels:
HO= Staff pays special attention to customer’s request is independent as per type of hotels.

H1= Staff pays special attention to customer’s request is not independent as per type of hotels.
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Observed Frequency: Expected Frequency:
[WOTELS '5 4 =3 2 1 Towl[HOTELS 5 4 3 2 1 Total]
Imperial 37 20 1 2 100 Imperial 2625 37.25 7.5 2 100
TGB 16 49 21 14 0 100 TGB 2625 3725 27 7.5 2 100
Fern 19 32 40 5 4 100 Fern 2625 3725 27 7.5 2 100
Fortune 33 28 27 10 2 100 Fortune 2625 3725 27 75 2 100
Total 105 149 108 30 8 400 | Total 105 149 108 30 8 400

(Source: Primary Data)
Analysis of Data: Table value of chi- square =21.026 < Calculated value = 45.42990661 So HO
rejected.

+ Food prices of this hotel are reasonable as per type of hotels.
HO= Food prices of this hotel are reasonable are independent as per type of hotels.

H1= Food prices of this hotel are reasonable are not independent as per type of hotels

Observed Frequency: Expected Frequency:
(HOTELS 5 4 3 2 1 Totl |HOTELS 5 4 3 2 1 Totl]
Imperial 25 100 Imperial 175 2725 315 175 6.25 100
TGB 17 36 34 11 2 100 TGB 175 2725 315 175 6.25 100
Fern 15 23 39 15 8 100 Fern 175 2725 315 175 6.25 100
Fortune 13 25 23 26 13 100 Fortune 175 2725 315 175 6.25 100
Total 70 109 126 70 25 400 Total 70 109 126 70 25 400

(Source: Primary Data)
Analysis of Data: Table value of chi- square =21.026 < Calculated value =33.4103859 So HO rejected

7

+ Difference rate customers ‘overall satisfaction with hotel as per types of hotels.
HO= Difference rate customers ‘overall satisfaction with hotel is independent as per type of hotels

H1= Difference rate customers ‘overall satisfaction with hotel is not independent as per type of hotel

Observed Frequency: Expected Frequency:

Imperial 37 27 21 9 6 100 | Imperial 24 3025 26 1475 5 100
TGB 23 33 25 16 3 100 | TGB 24 3025 26 1475 5 100
Fern 19 27 33 15 6 100 | Fern 24 3025 26 1475 5 100
Fortune 17 34 25 19 5 100 | Fortune 24 30.25 26 1475 5 100
Total 96 121 104 59 20 400 | Total 96 121 104 59 20 400

(Source: Primary Data)
Analysis of Data: Table value of chi- square = 21.026 >Calculated value of chi- square = 19.27924, So
HO accepted.

+ Customers continue visiting this hotel in the future is based types of hotels.
HO= Customer’s continue visiting this hotel in the future is independent as per type of hotels.

H1= Customer’s continue visiting this hotel in the future is not independent as per type of hotels.

Observed Frequency: Expected Frequency:
Imperial 34 25 24 15 2 100 Imperial 215 29 275 1725 4.75 100
TGB 17 29 32 19 3 100 TGB 215 29 275 1725 4.75 100
Fern 13 34 30 16 7 100 Fern 215 29 275 1725 4.75 100
Fortune 22 28 24 19 7 100 Fortune 215 29 275 1725 4.75 100
Total 86 116 110 69 19 400 Total 86 116 110 69 19 400

(Source: Primary Data)
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Analysis of Data: Table value of chi- square =21.026 > Calculated value of chi- square =19.99177 So
HO accepted.

7

« Consumer leave positive review about hotel is based on types of hotels.
HO= Consumer leave positive review about this hotel is independent as per type of hotel
(Source: Primary Data)

+ Customer is extremely satisfied with this hotel with all services is based on types of hotels.
HO=Customer is extremely satisfied with this hotel with all services is independent as per type of hotels.
H1= Customer is extremely satisfied with this hotel with all services is not independent as per type of hotels.

Observed Frequency: Expected Frequency:
Imperial 37 31 25 5 2 100 | Imperial 255 3125 26 13 425 100
TGB 23 30 31 13 3 100 | TGB 255 3125 26 13 4.25 100
Fern 13 34 28 17 8 100 | Fern 255 3125 26 13 4.25 100

4

Fortune 29 30 20 17 100 | Fortune 255 3125 26 13 4.25 100
Total 102 125 104 52 17 400 | Total 102 125 104 52 17 400

(Source: Primary Data)
Analysis of Data: Table value of chi- square =21.026, < Calculated value of chi- square =
27.188646 So, HO rejected.

4. FINDING, SUGGESTIONS AND RECOMMENDATIONS:
From the research work, researcher found that most of time consumer behaviour and its satisfaction level
directly affected to the hospitality industry. By the research work it is found that satisfaction is based on
type of hotel and also based on other factors like food, ambience, comfortless, commitment, nearness of
consumers, quality of food and other services too. If consumers are satisfied so they become loyal consumer
of specific hotel and visit in future and also recommended to others. From the research also known that
most of visitor of hospitality industry is 21 to 60 years age group, salaried group, with post - graduate and
unmarried group of consumers.

As from the research work researcher found that....

« As from this analyze hotels services are matched with need and expectation of the customers.

% Proper attention given by the staff in the hospitality to customers is directly affected with
satisfaction of consumers and its behaviour.

+ From the research work it is found that food price of hotels are reasonable or not is not affect
the satisfaction because sometime it may be happened that due to quality of food prices are not
affected or may be due to Indian men are rational so they choose those hotel which provide
services at less cost.

+ The foods served by hotels are tasty or not is directly affects the consumer behaviour. In this
case Ho is accepted.

Suggestion and recommendation for the hospitality industry and for the consumer

Recommendation to Hospitality Industry

Due to through competition among leads to service improvement.

Promotional aspects use E- marketing.

Create and promote special packages for the different type of consumers as per period..

Developing the contacts of consumer via mailing or telephone

Find out local key players of region

Recommendation to consumer:

+ Consumer should have increase awareness about the hospitality industry.

+ While choosing the specific hotel for any occasions first of all do serve of all hotels.

++ For more detail information about the hotel visit the website of the specific hotels for reviews and

also visit other websites like Trivago or Makemytrip.
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