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ABSTRACT
A study deals with satisfaction about their service quality provided by the company.
So this study is mainly focusing on improving the service quality. Descriptive research is used
for this study and convened sampling. The data required for study is collected through
questionnaire and for further information secondary data is gathered from the websites. The
collected data is analyzed by simple percentage method, weighted average ranking method,
regression method, chi- square method, correlation method and ANOVA method. Based on the
analysis and interpretation of the data, the findings are made and proper suggestions are given to
the organization for improvement of service quality.
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CHAPTER – I
1.1 INTRODUCTION
Service quality researchers suggested that the proof of service quality is in its flawless
performance a concept akin to the notion of “Zero defects” in manufacturing. Others have noted
that break through service managers pursue the goal of 100% defects free service from the
customers point of view the most immediate evidence of service occurs in the service encounter
is the “moment of truth “when the customer interacts with the firm. Thus one central goal in the
pursuit of “Zero defects” in service is 100% flawless performance in service customers.
Service quality is a concept that has aroused considerable interest and debate in the
research literature because of the difficulties in both defining it and measuring it with no overall
consensus emerging on either. Research has shown that high service quality contribute
significantly to profitability. Service quality is about ensuring customers, both internal and
external, get what they want. Customer satisfaction is the feeling or attitude of a customer
towards a product or service after it has been used. Satisfaction and service quality are often
treated together as functions of customer’s perceptions and expectations. Customer satisfaction is
determined by defining customer perceptions of quality, expectations, and preferences.
Always there exists an important question: why should service quality be measured?
Measurement allows for comparison before and after changes, for the location of quality related
problems and for the establishment of clear standards for service delivery. In search of
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competitive advantage, both practitioners and academics are keen on accurately measuring
service quality in order to better 2 understanding its essential antecedent and consequences, and
ultimately establish methods for improving and measuring service quality.
1.2 STATEMENT OF THE PROBLEM
In today’s intensely competitive, rapidly changing and highly complex environment
characterize by the service quality level of customer service has decreased in recent years, and
that this can be attributed to a lack of support or understanding at the executive and middle
management levels of a corporation and a customer service policy. The reason to choose this as a
study is that there is a tendency in the people at Grand Royal by giving complaint for very small
reason. There entrusted with me the task of finding service quality level.
1.3 OBJECTIVES OF THE STUDY
 To analyze and ensure the retention tactics of existing customer.
 To study the due importance given to each attribute in accessing the service quality by
the customer.
 To develop and test the SERVQUAL model scale for measuring private tour service
quality.
 To measure service quality among the customers of GRT.
 To identify the service quality dimension and their prioritization.
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 To gain a better understanding of the service quality dimensions that affects customer
satisfaction from customer perspective.
1.4 NEED FOR THE STUDY


Greater sharing of information with all connected links and customers.



Competitive pressure to introduce new service more quickly.



Flexible and efficient service customization.



Quality service is should be provided proper towards the customer.



The supplier should attract and satisfy the customer.



Worldwide relationships between various religion.

1.5 SCOPE OF THE STUDY
 This study only focuses on the dimensions of service quality
 It aims to understand the skill of the company in the area of service quality that are
performing well and shows those areas which require improvement.
 The study would try to throw some insights into the existing services provided by the
company, perceptions and the actual service quality.
 The study will be useful for the company to improve the service quality and promotional
activities
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 The study aims at identifying the extent to which the service quality in the affects its
competitiveness
1.6 LIMITATION OF THE STUDY
 As this study is conducted only in Salem region the finding cannot be generalized for
overall.
 Only limited sample size had been considered for the study and therefore the suggestion
and conclusion drawn based on this may not be a reflection of the entire population.
 The data was collected from primary one, so the results based on assumption not accurate.
Chapter- II
REVIEW OF LITERATURE
Drake et al., (1998) they worked on Barclays Life customer satisfaction and loyalty
tracking survey: a demonstration of customer loyalty research in practice. This paper outlines the
development by Barclays Life of a tracking survey to collect information concerning customers’
feelings of satisfaction and loyalty. It describes the determinants of satisfaction amongst
customers and the importance of each of these elements in determining loyalty. Initial qualitative
research was undertaken to allow the company to develop a frame of reference concerning the
elements of service which customers considered important. These initial findings were used in
later quantitative studies to establish the relative importance of the different elements, with a
view to understanding what was determining customer loyalty. The research culminated in the
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development of a tracking survey instrument, now used by the company to monitor customer
satisfaction and loyalty levels across time and customer groups.
Wong and Sohal (2003), meanwhile, have established high degree of positive correlation
between service quality and loyalty of the customers. The authors have observed that good
quality services leads to higher satisfaction of the customers which, in turn make them loyal to
the service organization. Such customers may stand for the service provider at the time of
adversity.
Pirc (2008) in their dissertation stated that marketing theory has proposed a positive
direct effect of satisfaction on loyalty, which however, has not been always empirically
supported. In the study indirect effect of satisfaction was hypothesized and found to be mediated
through marketplace satisfaction. The study was to found an explanation of why satisfaction does
not necessarily lead to loyalty. Even though a negative causal pathway was identified, it is not
very unlikely that the total effect of satisfaction would be reversed to negative.
Jamal and Anastasiadou (2009) worked on investigating the effects of service quality
dimensions and expertise on loyalty .In their paper they had investigated the effects of individual
dimensions of service quality in creating and enhancing customer loyalty via customer
satisfaction. They had discovered the direct and indirect effects of customer expertise on
customer loyalty. The paper finds that reliability; tangibility and empathy are positively related
to negatively relate to loyalty, it positively moderates the link between satisfaction and loyalty.
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Kassem (1989) has opined that service companies can ill afford to neglect customer
service quality issues. In the past, quality was the prerogative of manufacturing sector. However,
in the modern day fiercely competitive service sector, quality of services has become as
important (if not more) as quality of services.
Berry et al., (1990) are of the view that the sole judge of service quality is the customer
and to get a positive feedback from him; the service companies should implement the five
imperatives of service quality viz. Reliability, Assurance, Tangibles, Empathy and
Responsiveness in their services. The authors have advocated knowing the expectations of the
customers on the said fronts and further measuring their actual perception. It becomes imperative
for service companies to improve themselves on whichever front expectations of the customers
outscores their perception.
Buttle (1996) has viewed that since its launch in 1985, SERVQUAL has become a
widely adopted technique for measuring service quality. However, there is a need to deliberate
upon the ‘expectations’ aspect of the model as the same is reflected in perception itself. The
author has opined that low perception score itself convey high customer expectations while high
perception score signify that expectations are met to a desired extent. Moreover, expectations of
modern day customers are always sky high and comparing it with perception does not make too
much of a sense.
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Parsuraman (2000) has concluded that conventional marketing will merely become a
ticket to enter in the competitive service industry. To stay and prosper, the service providers
would require a genuine commitment to serve customers well. This demands a through change in
their existing outlook. They need to come out with everything that can enhance the satisfaction
level of their customers.
Mehta et al., (2000) have observed that customers demand value for the money they are
spending to avail services. They can get such a value provided they get better services at the
same prices or same services at the lower prices. The authors have highlighted the importance of
bringing in quality in the services.
Veneties and Ghauri (2004) have found that service quality contributes very strongly in
maintaining long term relation with customers. Further, it has a positive effect on customer’s
intention to stay with the service provider. In the modern times, when retaining customers is far
more cost effective and beneficial than attracting new customers, imparting quality in services
may work wonders for the service providers.
Shahin, Arash,(2004) in his study examined the significance or relevance of
SERVQUAL methodology as an analytical approach for evaluating the difference between
customer’s expectations and perceptions of quality. The study revealed the fact that, although
SERVQUAL could close one of the important service quality gaps associated with extend
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customer services, it could be extend to close other major gaps and therefore, it could be
developed in order to be applied for internal customers, ie, employees and service providers.
Sachdev, Sheetal B. et al. (2004) attempted to examine the role of nature of service in
knowing the order of importance of service quality dimensions. SERVQUAL tool is used to
measure the difference between perception of delivered service and expected quality of service.
CHAPTER-III
RESEARCH METHODOLOGY
Introduction
Research is a systematic investigation that is used to find the answers for questions raised
whereas methodology is a system of rules that are explicit and built upon which the research is
based and against which the claims for knowledge are usually evaluated.
Research design
A Descriptive studies are those studies which are concerned with describing the
characteristics of a particular individual (or) group. The main objective of this project is to
measure customer loyalty and service quality among the customers of Grand Royal Tours. For
this study, Descriptive study is the most suitable one for this topic.
Descriptive research is used to describe characteristics of a population or phenomenon
being studied. It does not answer questions about how/when/why the characteristics occurred.
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Thus, descriptive research cannot be used as the basis of a causal relationship, where one
variable affects another.
Methods of data collection
a) Primary Data and b) Secondary Data
Data collection tool: Data collection tool used Questionnaire.
Nature of Data collection: As the survey is to measure service quality among the customers.
Questionnaire: The questions using in the study area are “Open Ended Questions & Closed
Ended Questions”.
Sampling size: The researcher is collecting the customers list of 200 samples from Salem in
Tamil Nadu & distributes the questionnaires to all of them for collecting the samples.
Sampling method : Sampling method refers to the rules and procedures by which some
elements of the population are included in the sample. The "best" sample design depends on
survey objectives and on survey resources.
In non-probability sampling, members are selected from the population in some non
random manner. These include convenience sampling, judgment sampling, quota sampling, and
snowball sampling.
Convenience sampling:Convenience sampling is a non-probability sampling technique where
subjects are selected because of their convenient accessibility and proximity to the researcher
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TOOLS FOR DATA ANALYSIS:
1. Simple percentage analysis
2. Weighted average method
3. Chi square test
4. ANOVA method
5. Regression method
6. Correlation method
Simple Percentage Analysis:
Percentage refers to a special kind of ratio. This is uses in making comparison between
two or more series of data.
No. of Respondents
Percentage = ___________________ × 100
Total Respondents
Correlation
In a distribution if the change in one variable effects a change in the other variable, the
variable are said to be correlated (or there is a correlation between the variables).Let X and Y
measure some characteristics of a particular system. To study the overall measure of the system
it is necessary to measure the interdependence of X and Y.

International Journal of Research Review in Engineering and Management (IJRREM),Volume 3,Issue -4,Apirl-2019,Page No:40-74,Impact Factor: 2.9463, Scribd Impact Factor :4.7317,
academia Impact Factor : 1.1610
Page 50

www.ijrream.in
Impact Factor: 2.9463
INTERNATIONAL JOURNAL OF RESEARCH REVIEW IN
ENGINEERING AND MANAGEMENT (IJRREM)
Tamilnadu-636121, India
Indexed by

Scribd impact Factor: 4.7317, Academia Impact Factor: 1.1610
ISSN NO (online) : Application No : 19702 RNI –Application No 2017103794

Chi-Square Method:
This is a non-parametric test for testing hypothesis Chi-square test at determining
whether there is any significant relationship exit among the group data. It is a statistical measure
used in the context of sampling analysis for comparing a variance to a theoretical variance.
Chi-Square,

X2 = ∑ (O-E)2
E

Where O=Observed frequency, E=Expected frequency
Regression
It is the study of the relationship between variables. It is one of the most commonly used
tools for business analysis. It is easy to use and applies to many situation.Many application of
regression analysis involve situations in which there are more than one regression variables. A
regression model that contains more than one regression variables is called multiple regression
models.
Y = a + bX
ANOVA
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An ANOVA test is a way to find out if survey or experiment results are significant. In
other words, they help you to figure out if you need to reject the null hypothesis or accept the
alternative hypothesis. Basically, testing groups to see if there a difference between them.
Weighted Average:
The weighted average technique was used to find out the weighted average score for each
category of respondents over several study factors known their level of option towards the
statement agreed or disagreed by the companies.
For this purpose the qualitative information was converted into five points scaling
techniques.
XW = ∑WX / ∑X
W= Number of respondents
X= Weight age
CHAPTER – IV
DATA ANALYSIS AND INTERPRETATION
The data after collection has to be processed and analyzed. This is essential for a
scientific study and for ensuring that we have all relevant data for making contemplated
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comparisons and analysis processing implies editing, coding, classification and tabulation of
collected data.
4.1 Analysis and Interpretation using correlation
Table 4.1.1.Occupation of the respondents and purpose of travel respondents
Correlations
Occupation
Of

Purpose

Of

The Travel

Respondents Respondents
Occupation of the respondents Pearson Correlation

1

Sig. (2-tailed)
N
Purpose of travel respondents Pearson Correlation

.011
.875

200

200

.011

1

Sig. (2-tailed)

.875

N

200

200

Interpretation:
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From the above table, The Pearson correlation value is .011 so there is positive
relationship between occupation of the respondents and purpose of travel respondents at 1%
significant level.
Table 4.1.2.Monthly income of the respondents and spend a trip respondents
Correlations
Monthly Income
Of

Monthly

income

of

the Pearson Correlation

The Spend A Trip

Respondents

Respondents

1

.129

respondents
Sig. (2-tailed)
N
Spend a trip respondents

Pearson Correlation

.068
200

200

.129

1

Sig. (2-tailed)

.068

N

200

200

Interpretation:
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From the above table, The Pearson correlation value is .129 So there is positive relationship
between monthly income of the respondents and spend a trip of respondents at 1% significant
level.
4.2 Analysis and interpretation using chi square
Aim: To test the significance relationship between gender of the respondents and whom you
travel often of the respondents.
Null hypothesis H0: There is no significance relationship between gender of the respondents
and whom you travel often of the respondents.
Alternate hypothesis H1: There is significance relationship between gender of the respondents
and whom you travel often of the respondents.
Table 4.2.1.Gender of the respondents and whom you travel often respondents
Whom you travel often respondents
With
Family/c With

Gender of the male Count
respondents

a With my

group of

olleagues friends

partner

Alone people

Total

48

46

4

6

10

114

49.0

8.0

6.8

9.1

114.0

Expected Count 41.0

International Journal of Research Review in Engineering and Management (IJRREM),Volume 3,Issue -4,Apirl-2019,Page No:40-74,Impact Factor: 2.9463, Scribd Impact Factor :4.7317,
academia Impact Factor : 1.1610
Page 55

www.ijrream.in
Impact Factor: 2.9463
INTERNATIONAL JOURNAL OF RESEARCH REVIEW IN
ENGINEERING AND MANAGEMENT (IJRREM)
Tamilnadu-636121, India
Indexed by

Scribd impact Factor: 4.7317, Academia Impact Factor: 1.1610
ISSN NO (online) : Application No : 19702 RNI –Application No 2017103794
% within gender
of

the 42.1%

100.0

40.4%

3.5%

5.3% 8.8%

53.5%

28.6%

50.0% 62.5%

57.0%

24.0%

23.0%

2.0%

3.0% 5.0%

57.0%

24

40

10

6

6

86

37.0

6.0

5.2

6.9

86.0

46.5%

11.6%

7.0% 7.0%

46.5%

71.4%

50.0% 37.5%

43.0%

20.0%

5.0%

3.0% 3.0%

43.0%

respondents

%

% within whom
you travel often 66.7%
respondents
% of Total
fema Count
le

Expected Count 3

1.0
% within gender
of

the 27.9%

respondents

100.0
%

% within whom
you travel often 33.3%
respondents
% of Total

12.0%
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Total

Count

72

Expected Count 72.0

86

14

12

16

200

86.0

14.0

12.0

16.0

200.0

43.0%

7.0%

6.0% 8.0%

100.0%

100.0%

43.0%

7.0%

% within gender
of

the 36.0%

respondents
% within whom
you travel often 100.0%
respondents
% of Total

36.0%

100.0
%

100.0%

6.0% 8.0%

100.0
%

100.0
%
100.0
%

Chi-Square Tests
Value

Df

Asymp. Sig.(2sided)

Pearson Chi-Square

8.231a

4

.083

Likelihood Ratio

8.308

4

.081

Linear-by-Linear Association

1.460

1

.227

N of Valid Cases

200
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Chi-Square Tests
Value

Df

Asymp. Sig.(2sided)

Pearson Chi-Square

8.231a

4

.083

Likelihood Ratio

8.308

4

.081

Linear-by-Linear Association

1.460

1

.227

a. 0 cells (.0%) have expected count less than 5. The minimum expected count
is 5.16.

Interpretation:
The significant value is .083 therefore the null hypothesis (H 0) is accepted and rejected (H1).
There is no relationship between the gender of the respondents and whom you travel often of the
respondents
Marital status of the respondents and duration of tour respondents
Aim: To test the significance relationship between marital status of the respondents and duration
of tour of the respondents.
Null hypothesis H0:

There is no significance relationship between marital status of the

respondents duration of tour of the respondents.
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Alternate hypothesis H1: There is significance relationship between marital status the
respondents and duration of tour of the respondents.
TABLE 4.2.2
Cross tabulation
Duration of tour respondents
More

Marital

status marrie Count

respondents

d

Expected Count
% within marital
status respondents

1-2

3-5

A

A

days

days

week

month month

Total

24

62

14

2

2

104

26.0

62.4

11.4

3.1

1.0

104.0

23.1% 59.6% 13.5% 1.9%

than one

1.9%

100.0
%

% within duration
of

tour 48.0% 51.7% 63.6% 33.3% 100.0%

52.0%

respondents
% of Total
unmarr Count

12.0% 31.0% 7.0%

1.0%

1.0%

52.0%

26

4

0

96

58

8
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ied

Expected Count
% within marital
status respondents

24.0

57.6

10.6

27.1% 60.4% 8.3%

2.9

1.0

4.2%

.0%

96.0
100.0
%

% within duration
of

tour 52.0% 48.3% 36.4% 66.7% .0%

48.0%

respondents

Total

% of Total

13.0% 29.0% 4.0%

2.0%

.0%

48.0%

Count

50

120

6

2

200

Expected Count

50.0

120.0 22.0

6.0

2.0

200.0

% within marital
status respondents
% within duration
of
respondents
% of Total

tour

22

25.0% 60.0% 11.0% 3.0%

100.0 100.0 100.0 100.0
%

%

%

%

25.0% 60.0% 11.0% 3.0%

1.0%

100.0%

1.0%

100.0
%
100.0
%
100.0
%

Chi-Square Tests
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Asymp.
Value

Df

sided)

Pearson Chi-Square

4.203a

4

.379

Likelihood Ratio

5.003

4

.287

Linear-by-Linear Association

.950

1

.330

N of Valid Cases

200

Sig.

(2-

a. 4 cells (40.0%) have expected count less than 5. The minimum expected count is .96.
INTERPRETATION:
The significant value is .379 therefore the null hypothesis (H 0) is accepted and rejected
(H1).There is no relationship between the marital status of the respondents and duration of tour
respondents.
4.3 Analysis and interpretation using regression
Table 4.3.1
Know about GRT respondents and occupation, qualification, age of the respondents
ANOVA
Sum
Model

Squares

of
Df

Mean Square F

Sig.
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1

Regression 12.193

3

4.064

Residual

172.827

196

.882

Total

185.020

199

4.609

.004a

a. Predictors: (Constant), occupation of the respondents, qualification of the
respondents, age of the respondents
b. Dependent Variable: know about GRT respondents
Coefficients

Model
1

Unstandardized

Standardized

Coefficients

Coefficients

B

Std. Error

(Constant)

.922

.317

age of the respondents

.246

.076

.072

.089

qualification

of

the

respondents
occupation
respondents

of

the

Beta

T

Sig.

2.908

.004

.225

3.236

.001

.064

.078

1.115

.266

.048

.128

1.832

.069

a. Dependent Variable: know about GRT respondents
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Interpretation: It is stated from above that the age, qualification, occupation and know about
GRT of the respondents has a positive relationship. In this positive relation especially the age has
the highest positive value. So there is relationship between the age and know about GRT. The
second highest positive value is occupation. So there is relationship between the occupation and
know about GRT. The third highest positive value is qualification. So there is relationship
between the qualification and know about GRT.
The equation is Y=.922+.246X1+.072X2+.089X3
Table 4.3.2.Most often respondents and occupation , marital status, gender of the
respondents
ANOVA
Sum
Model
1

of

Squares

Df

Mean Square F

Sig.

Regression

14.184

3

4.728

.045a

Residual

338.196

196

1.725

Total

352.380

199

2.740

a. Predictors: (Constant), occupation of the respondents, marital status respondents,
gender of the respondents
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ANOVA
Sum
Model
1

of

Squares

Df

Mean Square F

Sig.

Regression

14.184

3

4.728

.045a

Residual

338.196

196

1.725

Total

352.380

199

2.740

a. Predictors: (Constant), occupation of the respondents, marital status respondents,
gender of the respondents
b. Dependent Variable: most often respondents
Coefficients
Standardized
Unstandardized Coefficients Coefficients
Model
1

B

Std. Error

2.176

.380

gender of the respondents -.354

.192

marital status respondents .413

.183

(Constant)

Beta

t

Sig.

5.725

.000

-.132

-1.841

.067

.162

2.256

.025
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occupation

of

the

respondents

.044

.069

.046

.641

.522

a. Dependent Variable: most often respondents

Interpretation:

It is stated from above that the gender and most often respondents has a

negative relationship. So there is no relationship between the gender and most often. The marital
status and occupation has a positive relationship. In this positive relation especially the marital
status has the highest position value. The second highest positive value is occupation. So there is
relationship between the marital status and most often. So there is relationship between the
marital status and most often.
The equation is Y=2.176-.354X1+.413X2+.044X3
4.4. Analysis and interpretation using ANOVA
Monthly income of the respondents and time to booked GRT respondents.
Aim: To test the significance relationship between monthly income of the respondents and time
to booked GRT respondents.
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Null hypothesis H0: There is no significance relationship between monthly income of the
respondents time to booked GRT respondents.
Alternate hypothesis H1: There is significance relationship between monthly income the
respondents and time to booked GRT respondents
TABLE NO 4.4.1
ANOVA
Sum

of

Squares

Df

Mean Square F

Sig.

16.908

5

3.382

.036

Within Groups

269.412

194

1.389

Total

286.320

199

Between Groups

2.435

Interpretation:
There is relation between the monthly income of the respondent and time to booked GRT of
the respondent. The significant value is .036 therefore the null hypothesis (H1) is accepted and
rejected (H0).
Qualification of the respondents and rate of quality service of the respondents.
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Aim: To test the significance relationship between qualification of the respondents and rate of
quality service of the respondents.
Null hypothesis H0:

There is no significance relationship between qualification of the

respondents rate of quality service of the respondents.
Alternate hypothesis H1: There is significance relationship between qualification the
respondents and rate of quality service of the respondents.
TABLE NO 4.4.2
ANOVA
Sum of Squares Df

Mean Square F

Sig.

.392

4

.098

.986

Within Groups

213.428

195

1.095

Total

213.820

199

Between Groups

.090

Interpretation:
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The significant value is .986 therefore the null hypothesis (H 0) is accepted and rejected
(H1).There is no relationship between the qualification of the respondent and rate of quality
service of the respondent.

4.5 Analysis and interpretation using weighted average raking
Table no 4.5.1.Promotional measures on tourism
E-Excellent

G-Good

A-Average

P-Poor

VP-Very

Poor
FACTORS

E

G

A

P

VP

TOTAL

RANKS

Information Brochure

480

240

120

8

0

4.24

1

Advertisements

290

344

138

16

2

3.95

2

Tour Operators

350

160

204

40

2

3.78

3

Tourist Guides

290

272

114

72

0

3.74

4

Others

220

216

168

80

6

3.45

5

Interpretation:
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From the above table reveals that, the respondents has given weighted as level of factors for
“Information Brochure” is “4.24” and ranked it as first, for “Advertisements” is “3.95” and
ranked it as second, for “Tour Operators” is “3.78” and ranked it as third, for “Tourist Guides”
is “3.74” and ranked it as fourth, for “Others” is “3.45” and ranked it as fifth.
Table no 4.5.2.Priority during your tour visit
S.NO FACTORS

1

2

3

4

5

TOTAL

RANK

1

Tourist guide

70

312

84

92

34

2.96

3

2

Health care

350

152

114

60

24

3.5

1

3

Site seeing

160

112

90

120

50

2.66

5

4

Transportation

180

144

132

60

54

2.85

4

5

Food & Hotel

240

96

180

64

36

3.08

2

Interpretation:
From the above table reveals that, the respondents has given weighted as level of factors for
“Health care” is “3.5” and ranked it as first, for “Food & Hotel” is “3.08” and ranked it as
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second, for “Tourist guide” is “2.96” and ranked it as third, for “Transportation” is “2.85” and
ranked it as fourth, for “Site seeing” is “2.66” and ranked it as fifth.
CHAPER - V
SUMMARY OF FINDINGS, SUGGESTIONS AND CONCLUSION
5.1 FINDINGS
CORRELATION
 The Pearson correlation value is .011 so there is positive relationship between occupation
of the respondents and purpose of travel respondents.
 The Pearson correlation value is .129 so there is positive relationship between monthly
income of the respondents and spend a trip of respondents.
CHI-SQUARE
 There is no relation between the gender of the respondents and whom you travel often of
the respondent. The significant value is .083 therefore the null hypothesis (H0) is
accepted and rejected (H1).
 There is no relation between the marital status of the respondents and duration of tour
respondents. The significant value is .379 therefore the null hypothesis (H 0) is accepted
and rejected (H1).
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REGRESSION
 The age, qualification, occupation and know about GRT respondents has a positive
relationship. In this positive relation especially the age has the highest positive value. So
there is relationship between the age and know about GRT.
 The marital status and occupation and most often respondents has a positive relationship.
In this positive relation especially the marital status has the highest position value.
ANOVA
 There is relation between the monthly income of the respondent and time to booked GRT
of the respondent. The significant value is .036 therefore the null hypothesis (H 1) is
accepted and rejected (H0).
 There is no relation between the qualification of the respondent and rate of quality service
of the respondent. The significant value is .986 therefore the null hypothesis (H 0) is
accepted and rejected (H1).
RANKING ANALYSIS
 From the above study reveals that, the respondents has given weighted as level of factors
for “Information Brochure” is “4.24” and ranked it as first, for “Advertisements” is “3.95”
and ranked it as second, for “Tour Operators” is “3.78” and ranked it as third, for
“Tourist Guides” is “3.74” and ranked it as fourth, for “Others” is “3.45” and ranked it as
fifth.
 From the above study reveals that, the respondents has given weighted as level of factors
for “Health care” is “3.5” and ranked it as first, for “Food & Hotel” is “3.08” and ranked
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it as second, for “Tourist guide” is “2.96” and ranked it as third, for “Transportation” is
“2.85” and ranked it as fourth, for “Site seeing” is “2.66” and ranked it as fifth.
5.2 SUGGESTIONS
•

Most of the customers to know about the GRT only threw information brochures so the
company can improve publicity through set up your Google Alerts, Savvy social
networking (such as LinkedIn, Face book and Twitter), Create short videos for YouTube.

•

They could develop their ideas, innovative packages with an attractive offers includes
cheaper airfare, City guides for travelers customized with tips ,offers for international
tourist and as per customer demand to grow their image in the tourism market.

•

Some of the customers feel that the services are not up to their level of satisfaction
regarding service norms, so the company could take adequate steps to improve their
service norms of the company.

•

The company would have arranged excursion and educational trip for schools and college
students that would help the company grow.

•

Even the company can plan for celebration trip like new year’s trips, summer get-togather for theme parks, and also for devotional places.

•

The GRT could effectively use website booking, app booking and other technologies to
give more awareness to the customers

5.3 CONCLUSION
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Tourism industry has a strong relationship with the economic growth of the country. As
GDP continues to increase, it enhances investment in basic infrastructure like transport system,
which is vital support to tourism in India. This helps in the growth of a company by providing
good service norms to the customers. The GRT tours and travels must enhance their activities
through publicity, advertisements, brochures and other means of advertisements to attract the
customers. They can also improve their interior decorations and facilities in the buses.I had a
good experience with the customers of the GRT. The customers feels that the satisfied the level
of service provided by the GRT. By doing this study got to know about the customer and
relationship with the company. Through my study, I have found that majority of the customers
are satisfied by the service. Hence by implementing the suggested measures, the company can
improve service quality to the customers.
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