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Abstract

Issues faced by customers with the services and facilities of hotels dissatisfie them and which adversely
affects their revisit intention and leads to negative word of mouth publicity of the hotel. Thus, the present
study is focussing on the issues faced with the hotels services with the title “Analysing the issues faced by
leisure travelers with the established services and facilities of star category hotels of Indian state of Uttar
Pradesh”. Method used to determine the order of problems faced by leisure travelers in the hotels is Relative
importance index (RII) method. The findings of the research revealed that leisure travelers faced high
service rates followed by cleanliness issues, lack of safety and security procedures and poor staff service
quality in star category hotels. The present research has also focussed on difference in problems faced by
male and female leisure travelers and single and married leisure travelers.
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1. INTRODUCTION

Star categorization of hotels is a rating system that examines the general features,
services and amenities available in the hotel to assist guests to select the best hotel for
their stay and budget (Jeong & Mindy, 2008; Soifer et al., 2021). Hotel establishments
normally receives a star rating of 1 to 5 star with 1 star category being the most basic
category and 5 star is considered as most luxurious one (Filieri et al., 2021; Nunkoo et
al., 2020) and these star rating system of hotels depends on the total number of rooms,
services, facilities and amenities provided by the hotels to their guests (Csern & Ohuchi,
2008; Rhee & Yang, 2015). Uttar Pradesh most populous Indian state (India Brand Equity
Foundation, 2021), fourth largest in area (Das et al., 2021; Singh et al., 2019) and third
largest economy of India (Statistics Times, 2021) and the presence of Taj Mahal, one of
the eight wonders of world and other historical and religious sites makes Indian state of
Uttar Pradesh most favoured tourist destination in India (Chakraborty et al., 2021; Jacob
et al., 2021). According to India Tourism Statistics (2020), Uttar Pradesh emerged as the
biggest domestic tourists destination with a share of 23.1% in India in the year 2019 and
total number of domestic tourists traveled in Uttar Pradesh were 536 million and in terms
of foreign tourists arrival, Uttar Pradesh secured third place and total number of foreign
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tourists traveled in Uttar Pradesh were 4.7 million in the year 2019 (India Tourism
Statistics, 2020). Indian state of Uttar Pradesh have 21 star category hotels approved by
Ministry of Tourism and these hotels have 3525 rooms inventory and there are other
famous brands of hotels which cater to the needs of travelers in the state (Ministry of
Tourism, Government of India, 2021).

Hotels provide number of facilities to attract all segments of tourists and especially to
leisure travelers as this is the largest segment foreign tourists in India with a share of
57.1% in the year 2019 and total number of foreign leisure travelers visited in India were
6.23 million (India Tourism Statistics, 2020). Services and facilities provided by hotels
influence travelers towards the selection of hotels (Chan & Wong, 2006; Provotorina et
al., 2020, Tsai et al., 2011). Hotel guests also face numbers of issues with the facilities
provided by the hotels and this negative experience with the hotel facilities adversely
affects their revisit intention in the same hotel (Cheng et al., 2005; Davronov, 2020;
Szymanski & Henard, 2001; Xu & Li, 2016). Problems faced during stay by the guests
create dissatisfaction in the mind of customers and also creates negative image of the
hotel which in turn leads to negative word of mouth publicity (Nam et al., 2020). Hotels
provide numerous facilities to guests like rooms, fitness center, Wi-Fi access,
restaurants/coffee shop, swimming pool, water sports, bar/pubs, sports facilities, spa
centre, kids' entertainment service, laundry Services, in-room dining, car parking etc.
(Choi & Chu, 2001; Francesco & Roberta, 2019; Huang et al., 2014; Kim et al., 2019;
Séraphin et al., 2020). Customers experience with these facilities decides their revisit
intention in the same hotel (Realino & Moko, 2021; Tajeddini et al., 2021). Guests also
face number of challenges with the facilities provided by the hotel like cleanliness issues
(Sann & Lai, 2020), poor staff service quality (Padma & Ahn, 2020), high service rates
(Wu & Yang, 2018), lack of safety and security procedures (Birinci et al., 2018), poor Wi-
Fi connection (Eriksson & Fagerstrgm, 2018) and many more. Guests staying in luxurious
star rated hotels pays a premium price for products and services (Heo & Hyun, 2015) and
it is normal on their part to expect standardised products and services by the hotels for
the paid price (Mattila & O'Neill, 2003). Challenges and problems faced by customer’s
leads to complaints (lyiola & Ibidunni, 2013). Failure in services provided is generally
termed as service breakdown which takes place when services delivered be unsuccessful
to meet the consumers expectations (Mueller et al., 2003; Sparks & Fredline, 2007).
When the guest expectations regarding services of hotels are not met, it leads to problems
and which in turn dissatisfies the guests and adversely impacts revisit intention (Morrow
& Yamanouchi, 2020).

Issues faced by customers with the hotel facilities during their stay also depend and vary
on the basis of the demographic characteristics of consumers. Problems faced by the
guests may vary according to marital status, age groups, gender, educational
gualification, annual income occupation, etc. The previous researches on consumer
dissatisfaction have included the impact of consumers demographic characteristics (i.e.,
gender and personality), and the demographic features is found to be the predictor of
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consumers complaining behaviour. These demographic features include factors such as
education, age, income, Nationality (Au et al., 2001; Sujithamrak & Lam, 2005). Thus the
present research is focussing on the various challenges faced by guests especially leisure
travelers with the established facilities during their stay in star category hotels of Indian
State of Uttar Pradesh and this study also analysing challenges faced by customers
based on their demographic profile.

2. REVIEW OF LITERATURE
2.1. Influence of hotels services and facilities on customer satisfaction and loyalty

The service quality and customer satisfaction are the crucial indicators for the success of
any establishments business (Hanif et al., 2010; Tran et al., 2020) and especially for hotel
industry (Ali et al. 2021; Amin et al., 2013). Kandampully and Suhartanto (2003) in their
study stated that customer satisfaction has turned into a significant aspect in lodging
establishments. Like other industries, hotel industry is also depends on customer loyalty
(Durmaz et al., 2018; Liat et al., 2014) and if the consumers are satisfied with the hotel
services, only then the customers remain to be loyal with the hotel (Islam et al., 2021;
Paulose & Shakeel, 2021). Basically, customer loyalty depends on the excellence of the
products/services they receive in a hotel (Alketbi et al., 2020; Jasinskas et al., 2016; Malik
et al., 2020). Nobar and Rostamzadeh (2018) in their research paper concluded that for
providing excellent customer services and for high customer satisfaction, first hotel
industry professionals must understand the customer expectations. Understanding
consumer behaviour and their needs always leads to better services and high customer
satisfaction and loyalty (Mohamadi et al., 2017; Roman, 2003; Spencer & Chevers, 2018;
Topalovi¢, 2015). Hotel facilities like rooms, fitness centre, swimming pool, spa centre,
restaurants, Wi-Fi access etc. plays a very significant role in customer’s hotel selection
and satisfaction (Rathore et al., 2018). High quality services and facilities differentiate one
hotel with its competitors and through the high quality services, customer satisfaction and
loyalty can be attained (Getty & Getty, 2003; Pande & Gupta., 2020). Thus, providing
hotel services and facilities according to customers’ expectations and needs is considered
to be the antecedents of customer satisfaction and retention.

2.2. Issues faced by customers with the established services and facilities of hotels

Leisure travelers are the largest segment of tourists and therefore, hotels pays special
attention to this segment (Yavas & Babakus, 2005). Motivation factors for leisure travelers
to travel are exploration, relaxation, prestige, education, interaction with social
communities etc. Spoerr (2021) in the research paper concluded that economic value,
cleanliness and security are the main attributes of leisure travelers hotel selection. Tsai
et al. (2015) in their research paper concluded that core services, general amenities,
convenience, room amenities and ambiance are the factors in the order of their
importance which influences leisure travelers hotel selection. Hotels services and facilities
are the key elements for attracting the customers towards the hotels (Khosravi et al.,
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2014; Wang et al., 2018). A well-established service always creates a difference in
opinion of customers about the hotel in comparison to their competitors. If the services
and facilities are not planned well, it may lead to failure in services (Peters and Buhalis,
2004) and which leads to guest’s dissatisfaction (Chen & Tussyadiah, 2021). Many
studies in the past had focussed on problems faced by travelers in the hotel (Al-Alak,
2011; Chittiprolu et al., 2021; Choo & Tan, 2017; Gill et al., 2002). Guest’s faces problems
like cleanliness issue, improper seating arrangement, rude and untrained staff, lack of
safety and security features, low food quality etc. Salleh et al. (2016) in their study on
dissatisfaction of hotel guests with the hotel facilities based on gender differences
concluded that males were more dissatisfied than females with the services and facilities
provided by hotels.

Problems faced by guests creates negative image about the hotel in the mind of
customers which adversely affects customers revisit intention in the same hotel and also
leads to negative word of mouth about the hotel. After studying the previous literature,
some of the common problems faced by guests have been listed down in table no. 1 and
the present study is focussing on these 12 problems faced by leisure travelers visiting
star category of Uttar Pradesh.

Table 1: Issues faced by guests in hotels

AUTHOR/S SECTOR ISSUE FACED
Awan et al. (2021) Hotel Cleanliness issue
Terry (2016) Tourism Untrained staff
Lertputtarak and Samokhin (2017). | Hotel Rude/unpleasant staff
Senthilkumar (2019) Hotel High service rates
Binns and Kempf (2021) Hotel Lack of safety and security
Gaspari et al. (2011) Hotel Lack of refreshing and entertainment events
Lin (2017) Hotel No free Wi-Fi
Khonje et al. (2020) Hotel Bad smells in public areas
Hwang and Wen (2009) Hotel Confirmed reservation but hotel didn’t provided room
Ahmed et al. (2020) Hotel Improper seating arrangement in public areas
Ghosh (2015) Hotel Incorrect room service orders
Saad and Zaki (2017). Hotel Low food quality

In the past, no research has been conducted on issues faced by leisure travelers in star
category hotels of Uttar Pradesh. No research has been conducted to compare male and
female issues and to compare single and married people issues with facilities of star
category hotels of Uttar Pradesh. Thus, to fill all these gaps, the present research is
focussing on all these above mentioned gaps with the title “Analysing the issues faced by
leisure travelers with the established services and facilities of star category hotels of
Indian state of Uttar Pradesh”.
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3. OBJECTIVES OF THE STUDY

1. To analyse the issues faced by leisure travelers in star category hotels during
their stay.

2. To compare the issues faced by male and female leisure travelers.
3. To compare the issues faced by single and married leisure travelers.

4. HYPOTHESES

Hoi: Leisure travelers do not face any challenge in star category hotels during their
stay.

Ha: Leisure travelers face many challenges in star category hotels during their stay.

Hoz2: There is no difference in the order of issues faced by male and female leisure
travelers.

H2: There is difference in the order of issues faced by male and female leisure
travelers.

Hos: There is no difference in the order of issues faced by single and married
leisure travelers.

Hs: There is difference in the order of issues faced by single and married leisure
travelers.

5. METHODOLOGY
Type and source of data

Structured questionnaire was developed to collect the primary data. Books, journals,
previous researches and conversation with employees helped in collection of secondary
data. Both evidences were used for the study.

Data Collection

The questionnaire was distributed to 300 respondents and out of 300, 225 respondents
had filled the questionnaire. Convenience sampling method was used to gather data from
225 leisure travelers from India who visits star category hotels of Uttar Pradesh with the
use of online Platform Google forms. The survey included respondents who stayed in 1
star to 5 star category hotels of Uttar Pradesh. Out of 225 responses, 200 responses
were found valid according to the requirement of present research. The data specifically
filled by leisure travelers who visited star category hotels of Agra, Lucknow, Mathurs,
Prayagraj and Varanasi in Indian state of Uttar Pradesh. Data was collected using
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structured questionnaire and questionnaire was distributed through online media Google
forms to respondents. The surveyed questionnaire consisted closed ended questions in
two different sections. First section consisted questions on demographic characteristics
of respondents. Second section consisted questions on the issues faced by leisure
travelers with the services and facilities of star category hotels of Uttar Pradesh. The
guestions of second section based on various issues faced by leisure travelers were
asked on a likert scale of 1 to 5 where 1 indicates strongly disagree, 2 indicates disagree,
3 indicates neutral, 4 indicates agree and 5 indicates strongly agree. The survey was
conducted in the month of November, 2020.

The representation of the demographic profile of respondents is given below:

Table 2: Demographic characteristics of respondents

Variables (%)

Gender Male 84.5
Female 155

Preferred not to say

Age 18-30 years 441
31-40 years 44.1

41-50 years 7.3

51-60 years 45

Above 60 years

Marital Status Single 44.5
Married 55.5

Preferred not to say

Area of Residence Urban 90.5
Rural 9.5

Educational Qualifications | Undergraduate 2.7
Graduate 41.4

Postgraduate 50.9

Doctorate 4.1

Others 0.9

Occupation Students 9.5
Government Job 30.9

Private Job 43.2

Business 10

Others 6.4

Annual Income Not earning 12.3
Less than 1 Lakh 0.5
1-3 Lakhs 21.4

3-6 Lakhs 33.6

6-10 Lakhs 17.7

More than 10 Lakhs 14.5
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6. ANALYSIS AND FINDINGS

6.1. Issues faced by leisure travelers with the services and facilities of hotels

Ho: Leisure travelers do not face any issues in star category hotels during their

stay.

Ha: Leisure travelers face many issues in star category hotels during their stay.

Table 3: Challenges faced by Leisure travelers in star category hotels during their

stay
Issues Faced S'trongly Disagree | Neutral | Agree Strongly Total
Disagree Agree
Cleanliness issues 24 30 40 35 1 200
12% 15% 20% 17.5% 35.5% 100%
Untrained staff 18 40 55 48 39 200
9% 20% 27.5% 24% 19.5% 100.0%
37 31 47 34 51 200
R [ ff
ude/ Unpleasant Sta 18.5% 155% | 235% | 17% 25.5% | 100.0%
High service rates 16 30 44 S7 53 200
9 8% 15% 22% 28.5% 26.5% 100.0%
Lack of safety and security 28 36 47 35 54 200
procedures 14% 18% 23.5% 17.5% 27% 100.0%
Lack of refreshing events and 23 34 56 49 38 200
entertainment 11.5% 17% 28% 24.5% 19% 100.0%
A 37 24 57 39 43 200
No f Wi-F
0 free Wi-r 18.5% 12% 28.5% | 19.5% | 21.5% | 100.0%
42 34 38 40 46 200
Bad smells in public areas 21% 17% 19% 20% 2304 100.0%
Confirmed reservation but hotel 50 43 30 3 0 1020080/
did not provide room 25% 21.5% 15% 15.5% 23% 7
Improper seating arrangement in 35 45 52 30 38 200
public areas 17.5% 22.5% 26% 15% 19% 100.0%
Incorrect room service orders 40 36 49 39 36 200
20% 18% 24.5% 19.5% 18% 100.0%
Low food qualit 31 47 42 43 47 200
quaiity 15.5% 18.5% 21% | 21.5% | 23.5% | 100.0%
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Results:

e Around 53% of the travelers agree that they faced cleanliness issues and around
43.5% agree that they had to deal with untrained staff while staying in star category
hotels.

e Infact, 42.5% travelers were greeted by rude/ unpleasant staff in these hotels.

e 55% of leisure travelers are of the opinion that hotels service rates are very high for
the services provided by them.

e 44.5% of the travelers also found these hotels lacking safety and security procedures.

e 43% travelers were disappointed with the lack of refreshing events and entertainment
in these star category hotels.

e Some of them (41%) couldn’t even access free Wi-Fi.
e Bad smells in public areas caused problems to 43% of the travelers.

e About 38.5% were upset because even though they had confirmed reservations, but
their hotel did not provide them with rooms and 34% did not like the seating
arrangement in public areas.

e Not only this, 45% had to deal with low food quality and 37.5% had faced room service
order related issues.

RANKING OF ATTRIBUTES

Many researchers believes that mean and standard deviation of every single attribute is
not a suitable method to evaluate overall rankings as they do not reveal any association
between them and hence used Relative Importance Index (RIl) method which can be
calculated using the following equation:

RII (Relative I t Ind =
(Relative Importance Index) AT N

Where,

W = Weight given to each attribute by respondent (ranging from 1 to 5)
A = Highest weight (i.e., 5 in this case)

N = Total number of respondents

To provide a degree of importance for each challenge faced by leisure travelers during
their stay at hotels, this important index was calculated as shown in Equation above.

The challenges have been arranged in ascending order of their ranks.
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The challenge with highest RIl or Rank 1 indicates that it has the maximum impact on the
stay of leisure travelers while the attribute with lowest rank indicates that it has the least
impact.

CALCULATION OF RII (Relative Importance Index)
Table 4: Relative importance index of the problems faced by all the respondents

FREQUENCY
S.NO ISSUES T T g Zw RII
1 Cleanliness issues 24 |30 (40 |35 |71 | 699 0.699
2 Untrained staff 18 |40 |55 |48 |39 | 650 0.650
3 Rude/ Unpleasant Staff 37 |31 |47 |34 |51 |631 0.631
4 High service rates 16 |30 |44 |57 |53 |701 0.701
5 Lack of safety and security procedures 28 |36 |47 |35 |54 | 651 0.651
6 Lack of refreshing events and entertainment 23 |34 |56 |49 |38 |645 0.645
7 No free Wi-Fi 37 |24 |57 |39 |43 | 627 0.627
8 Bad smells in public areas 42 |34 |38 |40 |46 | 614 0.614
9 ﬁ)c(;rr\:‘]lrmed reservation but hotel did not provide 50 |43 |30 |31 |46 | 580 0.580
10 | Improper seating arrangement in public areas 35 |45 |52 |30 |38 |591 0.591
11 Incorrect room service orders 40 |36 |49 |39 |36 |59 0.595
12 Low food quality 31 |37 |42 |43 |47 | 638 0.638

ISSUES ARRANGED ACCORDING TO THEIR RANKS
Table 5: Ranking of issues faced by all the respondents

S.NO. ISSUES ZW RII RANK
1 High service rates 701 0.701 1
2 Cleanliness issues 699 0.699 2
3 Lack of safety and security procedures 651 0.651 3
4 Untrained staff 650 0.650 4
5 Lack of refreshing events and entertainment 645 0.645 5
6 Low food quality 638 0.638 6
7 Rude/ Unpleasant Staff 631 0.631 7
8 No free Wi-Fi 627 0.627 8
9 Bad smells in public areas 614 0.614 9
10 Incorrect room service orders 595 0.595 10
11 Improper seating arrangement in public areas 591 0.591 11
12 Confirmed reservation but hotel did not provide room 580 0.580 12

Table 4 is indicating relative importance index (RIl) of the problems faced by all the
respondents. The issue with the highest value of relative importance index indicates that
leisure travelers faced that problem highly during their stay. Table 5 is indicating the
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ranking of various problems faced by leisure travelers during their stay in star category
hotels of Uttar Pradesh. The issue of high service rates for the services and facilities has
been ranked one, which indicates that hotels have high charges for the services and
facilities which they provide to customers. Cleanliness issues have been ranked second,
lack of safety and security procedure have been ranked third and issue of untrained staff
has been ranked fourth which suggest that leisure travelers has faced cleanliness issues,
safety and security related issues and poor staff service quality during their stay. Issues
which the leisure travelers had moderately faced are lack of refreshing and entertainment
events, low food quality, rude/unpleasant staff and no free Wi-Fi. Problem of bad smells
in public areas and incorrect room service orders have got 9™ and 10" rank respectively
and the problems which they rarely faced were improper seating arrangement and
confirm reservation and hotel didn’t provided them with rooms.

Thus, findings from table 3, 4 and 5 states that null hypothesis are rejected and alternative
hypothesis “Hi: Leisure travelers face many issues in star category hotels during their
stay” has been accepted.

Comparison of issues faced by male and female leisure travelers

Ho2: There is no difference in the order of issues faced by male and female leisure
travelers.

H2: There is difference in the order of issues faced by male and female leisure
travelers.

Comparative study of table 6 and table 7 concludes that male leisure travelers had faced
cleanliness issues the most whereas female leisure travelers has faced the high service
rates with the services and facilities of star category hotels of Uttar Pradesh. Issues of
high service rates, lack of safety and security and untrained staff have been ranked 2",
3 and 4™ respectively by the male leisure travelers whereas females have ranked
cleanliness issue, lack of refreshing and entertainment events and untrained staff 2", 31
and 4™ respectively. Both males and females had given least ranking to improper seating
arrangement in public areas and guests having confirmed reservation but hotel did not
provide the room but with the difference that for males improper seating arrangement has
got 11" and confirmed reservation but hotel didn’t provide the room has got 12 rank
whereas for females confirmed reservation but hotel didn’t provide the room has got 11t
rank and improper seating arrangement has got 12 rank.

Thus, the finding from table 6 and 7 concludes that null hypothesis (Ho2) has been rejected
and alternative hypothesis “Hz: There is difference in the order of issues faced by male
and female leisure travelers” has been accepted.
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CALCULATION OF RII (MALES)

Table 6: Ranking of issues faced by male leisure travelers

S. FREQUENCY
NO. CHALLENGES 1 12 3 T2 15 ZW RII Rank
1 Cleanliness issues 20 |22 | 37 |30 | 56 | 575 0.697 |1
2 High service rates 15|25 |37 |45 |43 | 571 0.692 |2
3 Lack of safety and security procedures 21|25 |43 | 30| 46 | 550 0.667 |3
4 Untrained staff 11 | 33 | 46 | 41 | 34 | 549 0.665 |4
5 Low food quality 23|27 | 37|38 |40 | 540 0.655 |5
6 Rude/ Unpleasant Staff 27 | 25 | 38| 31| 44 | 535 0.648 | 6
7 Lack of refreshing events and entertainment | 18 | 26 | 49 | 42 | 30 | 535 0.648 |7
8 No free Wi-Fi 28 |19 |46 |34 |38 | 530 0.642 |8
9 Bad smells in public areas 29 |27 | 36|34 |39 |522 0.633 |9
10 | Incorrect room service orders 30 |28 |42 | 33 | 32 | 504 0.611 | 10
11 erep;gper seating arrangement in public o5 |35 |46 | 25 | 34 | 503 0610 |11
12 Conf_irmed reservation but hotel did not 39 |34 | 25| 26 | a1 | 291 0595 | 12
provide room
CALCULATION OF RII (FEMALES)
Table 7: Ranking of issues faced by female leisure travelers
S. FREQUENCY
NO. CHALLENGES 1712 Q3 275 Z W | RIl | Rank
1 | High service rates 1|15 |7 [12]10| 130 | 0.743 1
2 | Cleanliness issues 4 | 8| 3|5 |15| 124 | 0.709 2
3 | Lack of refreshing events and entertainment 518177 | 8| 110 | 0.629 3
4 Untrained staff 7171917165 101 | 0.577 4
5 | Lack of safety and security procedures 71114 |5 | 8 101 | 0.577 5
6 | Low food quality 8|10 5|5 |7 98 | 0.560 6
7 | No free Wi-Fi 9| 5]|11]5 |5 97 |0.554 7
8 | Rude/ Unpleasant Staff 106 | 9| 3| 7 96 0.549 8
9 | Bad smells in public areas 13|72 |6 |7 92 0.526 9
10 | Incorrect room service orders 10/ 8 | 7| 6| 4 91 0.520 10
11 Confirmed reservation but hotel did not provide 1nl9ls!|5]s 89 0.509 11
room
12 | Improper seating arrangement in public areas 10|10 6 | 5| 4 88 | 0503 | 12

Comparison of issues faced by single and married leisure travelers

Hos: There is no difference in the order of issues faced by single and married leisure

travelers.
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Hs: There is difference in the order of issues faced by single and married leisure

travelers.

CALCULATION OF RII (SINGLE)

Table 8: Ranking of issues faced by single leisure travelers

S. FREQUENCY
NO CHALLENGES T 12 13 2 5 Z W | Rl Rank
1 High service rates 8 |15(21 |24 | 19| 292 0.671 |1
2 Cleanliness issues 12 121 |19 |11 |24 | 275 0.632 | 2
3 No free Wi-Fi 18110(24 |14 |21 271 0.623 | 3
4 Untrained staff 8 | 24|22 |17 |16 | 270 0.621 | 4
5 Lack of safety and security procedures 16 |20 | 16 | 13 | 22 | 266 0.611 | 5
6 Lack of refreshing events and entertainment 14 | 17 | 24 | 15| 17 | 265 0.609 | 6
7 Rude/ Unpleasant Staff 19 118 | 16 | 18 | 16 | 255 0.586 | 7
8 Low food quality 15123 20|12 |17 | 254 0.584 | 8
9 Bad smells in public areas 21 16|19 |13 |18 | 252 0.579 | 9
10 %%r;:rmed reservation but hotel did not provide 21121114 | 11| 20 | 249 0572 | 10
11 | Improper seating arrangement in public areas 15124 |19 |16 | 13 | 249 0.572 | 10
12 | Incorrect room service orders 21 14 |23 | 14 | 15| 249 0.572 | 10
CALCULATION OF RII (MARRIED)
Table 9: Ranking of issues faced by married leisure travelers
FREQUENCY
S.NO. | CHALLENGES ZW RII Rank
1 |2 |3 |4 |5

1 Cleanliness issues 12 |9 |21 |24 |47 | 424 0.750 | 1

2 High service rates 8 | 15|23 |33 |34 409 0.724

3 Lack of safety and security 12116 131 |22 | 32 | 385 0681 | 3

procedures

4 Low food quality 16 |14 | 22 | 31| 30 | 384 0.680 | 4

5 Untrained staff 10 |16 | 33 |31 |23 | 380 0.673 | 5

6 Lack of_ refreshing events and 9 |17 13213421380 0673 | 6

entertainment

7 Rude/ Unpleasant Staff 18|13 |31 |16 |35 | 376 0.665 | 7

8 Bad smells in public areas 21 |18 | 19| 27 | 28 | 362 0.641 | 8

9 No free Wi-Fi 19|14 |33 |25 |22 | 356 0.630 | 9

10 Incorrect room service orders | 19 | 22 | 26 | 25 | 21 | 346 0.612 | 10
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FREQUENCY
S. NO. | CHALLENGES ZW RII Rank
1 2 3 4 5
11 Improper _sealing | 541 51 | 33|14 | 25 | 342 | 0.605 | 11
arrangement in public areas
12 Confirmed reservation but 29 | 22 | 16 | 20 | 26 | 331 0586 | 12

hotel did not provide room

Table 8 indicates the problems faced by unmarried leisure travelers in star category hotels
of Uttar Pradesh and table 9 indicates the problems faced by married leisure travelers in
star category hotels of Uttar Pradesh. The findings from table 8 indicates that single
leisure travelers faced the problem of high service rates the most and this was followed
by cleanliness issue, no free Wi-Fi and untrained staff whereas married leisure travelers
had faced the problem of cleanliness issue followed by high service rates, lack of safety
and security procedures and low food quality. Problems which were moderately faced by
single leisure travelers are lack of safety and security procedures, lack of refreshing and
entertainment events, rude/unpleasant staff and low food quality whereas married leisure
travelers moderately faced the issues of untrained staff, lack of refreshing events and
entertainment, rude/ unpleasant staff and bad smells in publics areas. Problems which
were least faced by the single leisure travelers are guests having confirmed reservation
but hotel didn’t provide the room, improper seating arrangement in public areas and
incorrect service orders whereas married leisure travelers had also faced the same
problems least but in the order of incorrect room service orders, improper seating
arrangement and guests having confirmed reservation but hotel didn’t provide the room.

Thus, the findings from table 8 and 9 conclude that null hypothesis (Hos) has been rejected
and alternative hypothesis “Hs: There is difference in the order of issues faced by single
and married leisure travelers” have been accepted.

7. GENERAL DISCUSSION
7.1. Summary and conclusion

The results of the present research has revealed that, first, leisure travelers had faced
many issues with the established services and facilities of star category hotels of Uttar
Pradesh and the issues which they faced more are high service rates (Hu et al., 2019)
followed by cleanliness issues (Loo & Leung, 2018), lack of safety and security
procedures (Fennelly 2016) and poor service quality of staff (Um and Lau, 2018). Second,
the present research also differentiated the problems faced by male and female leisure
travelers and the findings revealed that issues which were faced more by male leisure
travelers are cleanliness issues followed by high service rates, lack of safety and security
procedure and untrained staff whereas issues faced more by female leisure travelers are
high service rates followed by cleanliness issues, lack of refreshing and entertainment
events and untrained staff in 1 to 5 star category hotels of Uttar Pradesh. Third,
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comparative analysis of single and married leisure travelers revealed that single leisure
travelers had faced the problem of high service rates followed by cleanliness issues, no
free Wi-Fi and untrained staff whereas married leisure travelers had faced the issue of
cleanliness, high service rates, lack of safety and security procedures and low food quality
in 1 to 5 star hotels of Indian state of Uttar Pradesh.

7.2. Practical implications

Important implications for the management of hotels industry can be concluded from the
present research findings. First, the findings had shown that leisure travelers face many
issues in star category hotels of Uttar Pradesh during their stay. Thus, the hotel industry
professionals must focus on cleanliness especially in the time of COVID, value for money,
more enhanced safety and security procedures, conducting frequent training
programmes for their staff to improve their quality of work which will help them to satisfy
and retain their customers. Second, the findings of the study also analysed the problems
faced by male and female leisure travelers. Thus, these findings will help hotel industry
professionals to understand the preferences of male and female leisure travelers and how
to overcome the problems faced by them. Third, the present research also focussed on
single and married leisure travelers and the comparative study of these two segments will
help the hotel industry professionals to understand their problems and preferences and
how to overcome the problems faced by them and how to meet the expectations of these
two segments. Thus, the present research will be beneficial for hotel industry
professionals to understand the consumer behaviour of one leisure travelers, to
understand their expectations and preferences and to provide them better service quality.
The present study will shed new lights in the branches of consumer behaviour, hospitality,
sales and marketing and human resources.

7.3. Theoretical implications

The present study makes a significant contribution to existing literature of hospitality
sector in three ways. First, there was lack of researches on issues faced by leisure
travelers in star category hotels of Indian state Uttar Pradesh. Thus, the findings of
research paper will add new insights into current literature on hospitality sector in the
context of Indian hotels. Second, no extensive research have been found comparing male
and female leisure travelers problems faced in star category hotels. Thus, this research
will add knowledge to existing literature on hospitality sector to understand the problems
faced by male and female leisure travlers in star category hotels of Uttar Pradesh in India.
Third, the present research will also add knowledge in the existing literature of hospitality
sector to understand the single and married leisure travelers consumer behaviour and
their perceptions towards the service quality of hotels. Thus, this research will be
beneficial for academicians and research scholars of tourism and hospitality sector to
understand the leisure travelers expectations and satisfaction from the service quality of
the hotels.
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7.4. Limitations and directions for future research

The present research has been conducted on leisure travelers visiting star category
hotels of Uttar Pradesh. Thus, the research findings cannot be generalised to entire India
and other geographical regions of the world. The data was collected during pandemic,
thus the findings can be different if it had been collected during pre-covid period. The
sample size was of 200 leisure travelers, thus, the findings cannot be generalised to all
the leisure travelers visiting star category hotels of Uttar Pradesh. Future researches can
be conducted on problems faced by business travelers in star category hotels of Uttar
Pradesh or India. Future researches can also be conducted on customers experience
with non-star category hotels of Uttar Pradesh or India.
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