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1. Introduction
Tourism sector is the second largest foreign exchange earner and contributing significantly to
economy of India Tourism sector generates considerable quantum of employment for skilled
and unskilled people and India is one of the well known tourist destinations in the globe and it
has wide range of tourist places fPatel, 2012). Quality olservice is a rypical measure which ls
applied to evaluate effectiveness ofa specific service, including service oftourism destination
and thus, the quality of service of tourism place has a significant role in the cielivery of
services to tourists (Wyllie, 2000]. Service q.uality is a nrain concern for tourism sector as it is
highly tourist oriented delivery of services (Ross, 1993J. Furthermore, the qualiry of service
influences image of tourism places and willingness of tor-rrists to use those services efficiently
IPrabaharan et al. 2008).

Tourism is a commercial activity that provides happiness and unique experiences to tourists
and these are directly ionnected with their satisfaction IGlatzer, ZoOO;. Tourists have usually
different experiences with places, services and their qLrality ILans, 199S). euality of service is
an effective predator of satisfaction of tourists and it is affected by features of tourist places,
products and services and qualiry of services (Kozak and Rimmin gton,2002). Goa is one of
the very irnportant tourism places in India and is specifically known for sea, sand and sun.
Therefor-e, it is important to study service quality anci satisfaction of tourists in Goa.

Abstract: Tourism sector is one the largest foreign exchonge eorner ond contributing significantly
to economy of lndio. Tourism sector generotes consideroble quontum of employmentlori*tirca on-a
unskilled people lndia is one of the well known tourist destinotion in th-e globe and it hos wide range
of tourist ploces. Goa is one of the very importotit tourism places in Indio ond is specifically knoin
for sea, sand ond sun The findings ore elucidating that signif cont difference is prevailing between
socio-economic backgrounds of tourists and service quality. Responsiveness, reliability, empothy,
ossuronce and tangibility have positive and significont impoct on satisfaction of tourists in Goo.
The findings of this study will ossrsr all stakeholders of tourism in Goi to formulote ond execute
comprehensive planning, strategies ond programmes for providing high quatity of services to tourists
and enhance their satisfaction and it will be useful for sustainable deielopment of tourism in Goa.
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2. Review of Literature
Chin et al. (20111 found that accommodation, food, hygiene, common amenities and security
ttrere main com ponents of services an d qualify of these services was sign ificantly and positively
related with satisfaction of tourists. Weilin and Stepchenkova (20121 concluded that quality
of service, reputation of place, atrnosphere, basic lacilities were significantly influencing
satisfaction of tourists. Sukiman et al. {2013) revealed that pubic facilities, hospitality services,
transport, shopping facilities and quality ol services wele affecting satisfaction of tourists.

Barbara {201,+) indicated that components of services and image of satisfaction were
significantly influencing satisfaction of tourists. Latiff and Imm [2015] showed that quality of
accommodation, hospitalify, entertainment, comrnunication, transportation and atmosphere
were main service quality elements of tourist place. Quality of service was positively and
significantly influencing satisfaction of tourists. Munhurrun et al (2016) found that transport,
hospitality, accessibility, environment, features, accomrnodation, activities and price of
services were influencing satisfaction of tourists significantly.

Khuong and Duyen (2017) concluded that image of destination, perceived value and quality
of serwice were positively associated with satisfaction of tourists and it was significantly
influencing intention to return of tourists. Hikrnah et al (2018] revealed that unique features,
products and quality of services were significantly and positively influencing satisfaction of
tourists. Masrurul (2019) indicated that reliabilify, respon.siveness, assurance, tangible and
empathy were dimensions of qualily of serwices and they were positively and significantly
related with satisfaction of tourists.

3. Objectives of the Study

L. To study service quality provided to tourists in Goa.

2. To scrutinize difference between socio-economic backgrounds of tourists and service
quality of Goa.

3. To assess impact of service qualify on satislaction of tourists in Goa.

+. Methodology
Goa is selected for the present study and convenience santpling method is employed to choose
tourists and data are gathered from 300 tourists through questionnaire method. Percentage
analysis is done to examine socio-econornic backgrounds of toLlrists and ntean and standard
deviation are used for understanding service quality of Goa. t and ANOVA tests are adopted to
scrutinize difference between socio-economic bacl<grounds of tourists and service qualiry of
Goa. Multiple regression analysis is applied to assess intltact clf service quality on satisfaction
of tourists in Goa.

5. Results and Discussion

5.1 Socio-Economic Backgrounds of Tourists
TI're socio-econotnic [rackgr-ounds oltor-rlists ar-c shoin,n rn Tatlle-]. Most of tour-ists are fror.rr
India [57.00 per centJ and large number of tour.ists are Male (66.33 per cent). Maxintunt
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number of tollrists pertains
tourists is under graduates.
month (27.00 per cent) and

to age of31 - 40 years [28.00 per centJ and highest quantum of
Malority of tourists receive income of Rs. 35,001_ Rs. 4S,000 per
married tourists are in large numbers [81.00 per cent.)

Table 1 : Socio-Econom ic Backgrounds of Tou rists

5.2 Service Quality of Goa

l'he view of tourists on service quarity in Goa is shoivn belov, as:

5.2.7 Tangibitity
The view of tourists on tangibility of Goa is shorvn in Table 2.

Socio-Economic Backgrounds Number of Tourists Percentage
Kind of Tourist

Domestic 771 57.00
International 129 43.00
Gender

Male 199 66.33
Female 101 33.67
Age

Below 20 years 40 13.33
21 - 30 years 79 26.33
31 - 40 years B4 28.00
41 - 50 years 53 L7.67
Above 50 years 44 14.67
Education

Higher Secondary 4B 16.00
Diploma 66 22.00
Under Graduation 99 33.00
Post Graduation o/ 29.00
Monthly Income

Less than Rs.25,000 46 15.33
Rs.25,001 - Rs.35,000 63 2t.00
Rs.35,001 - Rs.45,000 B1 27.00
Rs.45,001 - Rs.55,000 60 20.00
More than Rs.50,000 50 16.67
Marital Status

Married 243 B 1.00
Unmarried 57 19.00
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Table 2: Tangibility

The tourists are agreed with Goa is
pleasant atmosphere, while, thev are
amenities in Goa are excellent

very clean, Goa
unsure with Goa

rs maintained well and Goa provides
has modern infrastructure and public

5.2.2 Assurance
The view of tourists on assurance of Goa is shown in Table_3

Table 3: Assurance

The tourists are agreed with Goa provides sccured services for touritourism are behaved decently and Goa gives better security to tou
sts, employees of Goa

with Goa creates greater faith amongst tourists and enrployees
rists, while, they are unsure

to give effectual services of Goa tourism have abilities

5.2.3 Empathy
The view of tourists on empathy of Goa is shown in.rabre 4.

Table 4: Ernpathy

The tourists ar-e agreeci with e nrpJoyees of Goa touri.snltourists and entployee.s of Goa tourisnt ar-e taking car-e. ol-

pt-ovide individual attention to all
rt,ith entployees of (ioa tourism are possessing ther best in

tourists well, n,hile, thev are U IlSU rC
tel'est ol torlrists in their_ hear.ts an

Assurance
Mean Standard DeviationCoa creates faigreater ath mo utongst ris ts
3.35 1.05Coa provid es secu red foservices r to u r.ists

0.84Empl Goaofoyees mtouris have bi esliri to e lfegive ctual services 3.31 1.01ofEmployees Coa tou nsnt rea b ehaved decen tlly 3.78 0.92Coa gives sbetter ecu tority touri sts
3.80 0.89

Empathy
Mean Standard DevialionEmp) Coaofoyees to risrn provrde individual atten tio n allto Uto rists 3.91 0.97Em ofpi oyees Coa Io ris arem kita reCAo toof u rists wei ? oo 102Em ofCS Cpioye o a tou rism a re ss ess ip t1 rh e beso ten ofrestto Ll ns ts theirn eah rts 3.36 1.06

Enr CS of oaGploye tou istr.r l<now exthc act eeris Lito rists 3.33 108

employees ol Goa tourisr.r.t know the exact needs of tor.rr rstS.
d
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The view of tourists on reliability of Goa is shown inTab.le-S.

Table 5: Reliability

associated with servi
instance, while, th

The tourists are agreed with

ey are uns
ces and

employees of Coa tourisnt
employees of Goa tourisnr

are dependable in
provide seryices

dealing problems

tourism gives se rvices as req
as it promised a

correct at the firsture with Goa gives serviccs
uired by tourists nd employees of Goa

5.2.5 Responsiveness

Table-6: Responsiveness

The tourists are agreed with ent pioyees of Goa tourisnt gives prompt services to all tor.rrists
and employees o fGoa tourisnt i nfornt tim jngs of services to all tourists, while, they are Llnsure
with employees of Goa to urism a.re at all tintes ready to help out all tourists and employees of
Goa are not bu sy to answer q ueries of all tourists

s'3 
ilffi':'r?#ic Backgrounds of Tourists and service

'fo scru tin ize d ifferen r:e betwee n soci o-ecoro,, ic'ackgroun d.s of tcof Goa' t and ANovA re-srs are enrproyed .,r..i it.,. resuirs are shown ,"';:rn:;, 
service quaritv

Reliabiliry Mean Standard
DeviationGoa vesgi AS ir romp ised

3.39 1.01Em ofpioye Goa to u ris m are d ependa ebl deain li ron8 emsblpassociated with servi ces
201

0.9sEmployees of Goa tourisnr
rnstan ce

services correct at the first
provide

3.Bs 0.98Em es ofploye toGoa ns m VCSgi as ui redreq to u risby tS 3.42 1.02

Responsiveness
Mean Standard

DeviationEm pl oyees Goa uto rism gives pro SCmpt rv CES to all touri ts 3.83 1.01Employees of Goa tou
tourists times ready to help out aii

rism are at all

3.28 7.09Employees of Coa tour
to u rists

rm timings of servjces to all
'ism info

3.89 0.99Em ESp ofioye Goa are ot b LI toty answer u er esq aof uto rists 3.32 1.05

::.!i,

The view of tourists on responsiveness of Goa is shown inTable_6.

services

services
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Particulars t-Value /
F-Value

Sig

Kind of Tourist and Servicc Quality ol Q62 5.172"
It-value]

.000

Gender and Service Quality ofGoa 5.068"
It-valueJ

.000

Age and Service Qr:a1iry of Goa 7.2L4"
(F-valuel .000

Education and Service QLralitv ol Goa 8.32 5"
(F-valuel .000

Monthly Income and Se Quality ol Goa 6.7 49'"
(F-value)

.000

Marital Status and Service Quality of Coa 4.580"
(t-valuel .000

"1
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Table 7: Difference betrt'cen Socio-[6e11e11tic Backgrounds of Tourists and Service Qua]if-V of Goa

.?

" Significant at 1 % level

The t-value-s and F-values are significant and those values explain that significant difference
exits betvveen socio-econot.rtic backgrounds of tourists and service quality of Goa.

5.4 Impact of service Quality on satisfaction of rourists in Goa

To assess impact of serrrice quality on satisfaction of tourists in Goa, multiple regression
analysis is used and the results are shown in Table-8. Adjusted R2 is 0.63 and R2 is 0.65 and
these indices disclose the regression n.rodel is in good fit. F-value of t7.268 reveals the model
is significant.

Table B: In.rpact olServrce euality on Satjsfaction of 'l-ourists,in Goa

** Signilicant at 1 7o level

Resporlsiveness, reliabjlity, i:ntltathy, assurance and tangibility have posrtrve and significant
inrpact on satisf'action o1-tourists in Goa.

Service Quality Regression Coefficients t-value sig
Consta nt 1.109" 11.458 000

Tangibiliry .282" 7.290 000

Assurance [Xr] 325" 7.606 000

Enrpathy .37 6" 8.775 .000

Reliabiliry (x .390" 8.964 000

.408' 9.342 .000

R2 0.65

Adjusted R'z 063
F 17.268' 000
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6. Conclusion
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The outcontes of this study reveal that significant differen
ilTff::I'.'ro#*,""undsortouri,t*na,"rii..ou,r,r,;;;,I;:,;:XJ;:ii'rX:."['il;:;
tourists in coa. ro 

",'no 

tangibriity have positive and signrfi."*n,,,npr.t on satisfaction of
improve i,, i;,;,.,iX:::.;ili::;::j yJ.,:;::::r;f:filtr,:J,,,,r"T'n 

::ii::l:common facirities. Goa shourd create s."r1". faith amongs, ,oi,.,r,, and emproyees of Goa
tourism musr have abirities ro give 

"tr"?,rrr ,".ri.., ln ,il;;;, emproyees of Goa rourismshould possess the best. interest or torrrri, in their hearts ,na',rn"y must know the exactneeds of tourists. Goa shourd g,". ,"."ii"s as it promised ,rJ 
",rproyees of Goa tourismmustgirze services a-s.required by tourists Ernproyees 

"ic"r^i"r.,sm shourd reacly to heipout all tourists in at all,timer ,"airr.v .rri not uu.y,o ,nr*". queries of a, rourists. In nutshett, the rindings orthis 
',rav -iri'rrroi'r,, J;;;,;;;r?,1i,.,r,, in Goa to rormurateand execute comprehensi,e planning, ri.ri"gi", ,na p.og.ri,r", p. providing high quarityXl*rlf*J?:::1,i?j;';;;;;"fi"i' "'',o.,ion ,ia ii ,irj u",,"r,r ror sustainabre
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