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Abstract
Tourism Industry has begun picking up the pace of their responses to economic, social
and environmental challenges. We are beginning to see some deeper understanding of the issues
and strategic responses to these. However, most tourism services still have a long way to go
towards integrating sustainability management within their core management processes, applying
it effectively, tracking performance, and engaging with stakeholders to identify and address
shared sustainability challenges. Responsible tourism companies will look at maximizing the
economic benefit of their activities to host communities through the way they procure goods and
services, and through their employment of local people. Kodaikanal – „The Princess of Hills
‟When the great poet Shakespeare wrote that “Age hath not withered her charm, nor custom
staled her infinite variety”, it can be applied to a beautiful hill station like Kodaikanal. At „The
Princess of Hills‟ the visitors love being in the lap of nature. Kodaikanal offers than variety of
places to visit and enjoy.
This paper attempts to determine the extent to which tourists were satisfied on local
services in Kodaikanal, when compared to their expectations. Satisfaction were measured by
using six attributes such as, attitude of local people, quality of travelling roads, maintenance of
tourism attractions, medical facilities, local transport and hygiene and sanitation.
Key Words: Destination, Image, Tourist, Expectation, Satisfaction and Local Services.
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I.INTRODUCTION
Tourism has a very high potential for local employment generation and Tamil Nadu has
considerable natural endowments that enable tourism as an industry to flourish. Vision 2023
gives significant thrust to the development of this sector to its potential over the next 9 years.
Tamil Nadu tourism industry is the second biggest in India and is built on several attractive
propositions including beaches, hill resorts, architecture, and heritage sites. Infrastructure for
tourism includes development of hotels and resorts, theme parks, entertainment complexes,
improvements to heritage and archaeological monuments, development and connectivity to
places of tourist interest. The State targets a foreign tourist inflow of 15 million by 2023. The
estimated total investment is .10,000 crores for various projects proposed in connection to
development of world class facilities in tourist locations with proper infrastructure. There are
three types of tourists visiting the State, International, Inter-State and Intra- State. Separate
strategies have to be evolved to attract each category of tourists.
The Approach Paper of Union Planning Commission‟s Twelfth Plan recognizes tourism
as one of the most important sub-sectors within the service sector with very high potential for
employment generation, promotion of faster, sustainable and more inclusive growth. The travel
and tourism sector in India is estimated to create 78 jobs per million rupees invested as versus
manufacturing which is estimated to create 45 jobs per million rupees invested. Tourism
stimulates the overall economic growth by creating demand for and providing supply of a wide
range of tourism related goods and services through interactions between tourists, business
suppliers, host governments and host communities. A marginal shift in investment to the tourism
sector provides immense potential for achieving faster growth.
The word Kodaikanal means „gift of the forest‟ in local language. The dense forest with
many varieties of trees, the huge rocks in the wilderness and the enchanting waterfalls makes it a
real gift for the tourists visiting this place. Kodaikanal is famous for eucalyptus oil, homemade
chocolates, plums and pears. Woolen clothing is available at cheaper rates in the Tibetan refugee
bazaar. Fruits like plums and plantains grow abundantly on the wooded slopes apart from a wide
variety of flowers, among which is the famous Kurinji flower which blooms once in twelve
years. Kodaikanal is a relaxing and an ideal place for those who want to get away from the heat
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and haze of the dusty plains during the summer months. Beri- Jam is a beautiful reservoir amid
dense forests is a lovely trek and is located at 24 kms. from Kodaikanal.

II.REVIEW OF LITERATURE
Overall destination image, destination image (i.e. attractions, accommodation,
accessibility, amenities, activities, local community and shopping) impact on the antecedents of
tourist loyalty (Girish Prayag, 2009). Basic services, attractions and accessibility affect the
tourist loyalty (Celeste Eusébio et al., 2011). Destination image, personal involvement, place
attachment and overall satisfaction influence antecedents of tourists (Prayag et al2011 & Girish
Prayag 2012). “Destination image is an interactive system of thoughts, opinions, feelings,
visualizations, and intentions toward a destination” (Tasci et al., 2007).

III.OBJECTIVES
To study the Domestic Tourists‟ expectations and perceptions of local services and to
make a comparison between their expectations and perceptions of tourists‟ on local services
available in Kodaikanal.

IV.METHODOLOGY
4.1. Research instrument
The questionnaire for this study consisted of six local services attributes, for which
tourists were asked to indicate the expectations attributes and their perceptions of local services
in Kodaikanal. Tourists were asked to rate each of the attributes in terms of expectations and
perceptions on local services, on a 5 - point Likert scale ranging from “Highly expected” to “Not
expected” for expectations and “Highly satisfied” to “Dissatisfied” for perceptions ranging from
1, not expected to 5, highly expected, in the expectation part, and from 1, dissatisfied, to 5,
highly satisfied, in the perception part.
4.2. The sampling method
Data were collected from the domestic tourists in Kodaikanal using a convenient
sampling and judgment sampling approaches. The sample size composed of 200 domestic
tourists‟ visiting Kodaikanal.
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4.3. Data analysis
In this study, descriptive statistics including simple frequencies and mean ratings,
weighted Score Analysis and Deviations were computed on the domestic tourists‟ expectations
and perceptions on the six attributes of local services in Kodaikanal.

V. RESULTS AND DISCUSSION: Local Services
5.1Expectations and Perceptions of Local Services by Domestic Tourists Visiting Kodaikanal
In order to determine the extent to which tourists were satisfied, the expectations with
local services in Kodaikanal, by domestic tourists were analyzed first with a number of relative
services and elements as in Table 1. These were asked to be rated by respondents, using a fivepoint scale ranging from "Highly expected" to "Not Expected".
TABLE 1
Rating of Expectations of Domestic Tourists on Local Services
Sl.
No.
1.

2.

3

4.

5.

Local Services

HE

E

ME

LE

NE

No.

74

82

26

6

12

%

37

41

13

3

6

Quality of
Travelling
Roads

No.

90

66

21

3

20

%

45

33

10.5

1.5

10

Maintenance of
Tourism
Attractions

No.

72

68

39

15

6

%

36

34

19.5

7.5

3

Medical
Facilities

No.

73

66

15

20

26

%

36.5

33

7.5

10

13

No.

101

79

12

5

3

6

2.5

1.5

33

6

11

Attitude of
Local people

Local Transport

%
6.

Hygiene and

No.

50.5 39.5
80

70

Total Weighted Weighted
Score
Mean
200
756

3.78

663

3.32

753

3.77

702

3.51

664

3.32

200

200

200

200

200
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Sanitation

%

40

35

16.5

3

5.5

722

3.61

Source: Primary Data.
TABLE 2
Rating of Perceptions of Domestic Tourists on Local Services
Sl.
No.
1.

Local Services
Attitude of
Local people

3

4.

5.

ME

LE

NE

79

85

22

3

11

11

1.5

5.5

25

11

22

5.5

11

23

27

39.5 42.5

Quality of
Travelling
Roads

No.

Maintenance of
Tourism
Attractions

No.

64

68

18

%

32

34

9

Medical
Facilities

No.

75

68

14

16

27

%

37.5

34

7

8

13.5

No.

91

69

20

11

9

10

5.5

4.5

26

13

17

13

6.5

8.5

Local Transport

%

%
6.

E

No.
%

2.

HE

Hygiene and
Sanitation

83

41.5 29.5 12.5

45.5 34.5

No.
%

59

77

67

38.5 33.5

Total Weighted Weighted
Score
Mean
200
744

3.72

672

3.36

735

3.68

698

3.49

676

3.38

728

3.64

200

200

11.5 13.5
200

200

200

Source: Primary Data.
5.1.1 Attitude of Local People
Expectation of local services by domestic tourists with regard to the attitude of local
people in Kodaikanal has been focused in Table 1. It is observed that a majority of 78 per cent
domestic tourists expected/highly expected good attitude from the local people in Kodaikanal
from the local people to feel secured. Followed by, 13 per cent moderately expected good
attitudes of local people as they have already visited the place and hence familiar. Only nine per
cent less expected / not expected good attitude from the local people in Kodaikanal.

6
www.ssijmar.in

Perception of local services by domestic tourists with regard to the attitude of local
people in Kodaikanal has been focused in Table 2. It is observed that a majority of 82 per cent
domestic tourists were satisfied/highly satisfied with the good attitude of the local people in
Kodaikanal. Followed by, 11 per cent were moderately satisfied with the attitudes of local
people. Only, seven per cent less expected / not expected good attitude from the local people in
Kodaikanal.
Responses shows that a majority of 78 per cent domestic tourists expected / highly
expected attitude of local people in local services in Kodaikanal, but surprisingly 82 per cent
were found satisfied/highly satisfied with attitude of local people in local services in Kodaikanal.
FIGURE 1
Expectations and Perceptions of Domestic Tourists on Attitude of Local People Services

5.1.2 Quality of Travelling Road
Expectations of local services by domestic tourists with regard to the quality of travelling
roads in Kodaikanal has been assessed in Table 1. It

is clear that majority of 78 per cent of

the domestic tourists expected/highly expected quality of travelling roads in Kodaikanal. On the
other hand 10.5 per cent moderately expected quality of travelling roads. Only a small per cent of
domestic tourists less expected/not at all expected quality of travelling roads in Kodaikanal.
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Rating of the perception of local services by domestic tourists with regard to the quality
of travelling roads in Kodaikanal has been assessed in Table 2 which shows that majority of 71
per cent of the domestic tourists were satisfied / highly satisfied with quality of travelling roads
in Kodaikanal. On the other hand 12.5 per cent moderately satisfied with the quality of travelling
roads. Only a small per cent of domestic tourists were less satisfied / dissatisfied with the quality
of travelling roads in Kodaikanal as they were unhappy with the damaged roads, traffic caused
due to the narrow roads, the difficulties faced by car parks at tourism areas dissatisfies the
domestic tourists in Kodaikanal.
It is obvious that 78 per cent of domestic tourists expected/highly expected quality of
travelling roads in Kodaikanal and 71 per cent were found satisfied / highly satisfied with the
quality of travelling roads in Kodaikanal.
FIGURE 2
Expectations and Perceptions of Domestic Tourists on Quality of Travelling Road Services

5.1.3 Maintenance of Tourism Attractions
Expectations of local services by domestic tourists with regard to the maintenance of
tourism attractions in Kodaikanal has been assessed in Table 1 which shows that more than 70
per cent of the domestic tourists expected/ highly expected maintenance of tourism attractions in
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Kodaikanal On the other hand 19.5 per cent of them moderately expected maintenance of
tourism attractions. Only a small per cent of domestic tourists less expected / not at all expected
maintenance of tourism attractions in Kodaikanal.
Perceptions of local services by domestic tourists with regard to the maintenance of
tourism attractions in Kodaikanal has been assessed in Table 2 As noted in table, more than 66
per cent of the domestic tourists were satisfied / highly satisfied with the maintenance of tourism
attractions in Kodaikanal On the other hand nine per cent of them were moderately satisfied with
the maintenance of tourism attractions. Only a small per cent of domestic tourists were less
satisfied / dissatisfied with the maintenance of tourism attractions in Kodaikanal.
From this analysis it is found that majority of 70 per cent of domestic tourists highly
expected /expected maintenance of tourism attractions and the domestic were satisfied / highly
satisfied up to 66 per cent with the maintenance of tourism attractions in Kodaikanal.
FIGURE 3
Expectations and Perceptions of Domestic Tourists on Maintenance of Tourism Attractions
Services

5.1.4 Medical Facilities
Expectations of local services by domestic tourists with regard to the medical facilities in
Kodaikanal reveals that a majority of 69.5 per cent of the domestic tourists expected/ highly
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expected medical facilities in Kodaikanal. On the other hand remaining 30 per cent of them
moderately expected/ less expected / not at all expected medical facilities in Kodaikanal because
they brought their necessary medicines themselves and went to hospitals during the time of
emergencies only.
The perception of local services by domestic tourists with regard to the medical facilities
in Kodaikanal reveals that a majority of 71.5 per cent domestic tourists were satisfied/highly
satisfied medical facilities in Kodaikanal. On the other hand remaining 28.5 per cent of them
were moderately satisfied/less satisfied / dissatisfied with the medical facilities in Kodaikanal.
A majority of 69.5 per cent domestic tourists expected / highly expected medical facilities
in Kodaikanal and 71.5 per cent of them were highly satisfied/ satisfied with the medical
facilities at Kodaikanal.
FIGURE 4
Expectations and Perceptions of Domestic Tourists on Medical Facilities Services

5.1.5 Local Transport
Expectations of local services by domestic tourists with regard to the local transport in
Kodaikanal has been identified which reveals that a majority of 90 per cent of the domestic
tourists expected/ highly expected local transport in Kodaikanal as their main motive was to see
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as many site seeing spots as possible and enjoy their visit. On the other hand remaining ten per
cent of them moderately expected/ less expected / not at all expected local transport in
Kodaikanal.
Domestic tourists‟ Perception with regard to the local transport in Kodaikanal has been
identified in Table 2 which reveals that a majority of 80 per cent domestic tourists were
satisfied/highly satisfied local transport in Kodaikanal as they were happy with services of the
local travels, punctuality of the car drivers, proper guidance through guides etc. On the other
hand remaining twenty per cent of them were moderately satisfied / less satisfied / dissatisfied
with the local transport in Kodaikanal.
Expectation/high expectation of local transport in Kodaikanal is up to 90 per cent and 80
per cent of them highly satisfied/satisfied with the local transport in Kodaikanal.
FIGURE 5
Expectations and Perceptions of Domestic Tourists on Local Transport Services

5.1.6 Hygiene and Sanitation
Expectations of local services by domestic tourists with regard to the hygiene and
sanitation in Kodaikanal has been shown in Table 1, more than 75 per cent of the domestic
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tourists expected/ highly expected hygiene and sanitation in Kodaikanal. On the other hand only
25 per cent were moderately expected/ less expected / not at all expected hygiene and sanitation
in Kodaikanal.
Perceptions of local services by domestic tourists with regard to the hygiene and
sanitation in Kodaikanal has been identified in Table 2 which indicates that a more than 72 per
cent of the domestic tourists were satisfied / highly satisfied with the hygiene and sanitation in
Kodaikanal. On the other hand 28 per cent were moderately satisfied/less satisfied/dissatisfied
with the hygiene and sanitation in Kodaikanal as they could find the wastes disposed into the
rivers and lakes, openly kept water used for cooking, sanitation waters opened out by the hotels
during the rainy days creates an unhealthy environment and atmosphere.
A majority of 75 per cent domestic tourists expected/highly expected ticket hygiene and
sanitation services at Kodaikanal but only 72 per cent of them were highly satisfied/ satisfied
with the hygiene and sanitation in Kodaikanal. It is concluded that among the overall local
services considered for this study, the Domestic tourists visiting Kodaikanal are more satisfied
towards attitude of local people and medical facilities at Kodaikanal when compared to all other
services because these services have secured a positive deviation and the satisfaction is also rated
higher.
FIGURE 6
Expectations and Perceptions of Domestic Tourists on Hygiene and Sanitation Services
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Deviation
Deviation in expectations and perceptions of local services by domestic tourists visiting
Kodaikanal has been determined based on the weighted mean score which is shown in the above
table. Positive values of deviation are considered to be more satisfied(S) and the deviations with
negative values are considered to be less satisfied/not satisfied (NS).
TABLE 3
Expectations and Perceptions on Local Services by Domestic Tourists
Expectation
Sl.
No.

Local Services

1.

Perception
Results
+/ −

Weighted
Score

Weighted
Mean

Weighted
Score

Weighted
Mean

Attitude of Local People

756

3.78

744

3.72

- NS

2.

Quality of Travelling
Roads

663

3.32

672

3.36

+S

3.

Maintenance of Tourism
Attractions

753

3.77

735

3.68

- NS

4.

Medical Facilities

702

3.51

698

3.49

- NS

5.

Local Transport

664

3.32

676

3.38

- NS
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6.

Hygiene and Sanitation

722

3.61

728

3.64

+S

Source: Primary Data.
It is understood from the above analysis that the deviation between local services
attributes. Attitude of local people , maintenance of roads, medical facilities, local transport were
less satisfied by the domestic tourists because, these local services have secured less weighted
mean score than their expectation weighted mean score. Domestic tourists have satisfied with
other local services, as they have secured a positive deviation of Quality of travelling roads and
Hygiene and Sanitation.
VI.FINDINGS:
Expectations and Perceptions of Domestic Tourists on Local Services
Responses shows that a majority of 78 per cent domestic tourists expected/highly
expected attitude of local people in local services, but surprisingly 82 per cent were found
satisfied/highly satisfied with attitude of local people in local services in Kodaikanal.
It is obvious that 78 per cent of Domestic tourists expected / highly expected quality of
travelling roads and 71 per cent were found satisfied / highly satisfied with the quality of
roads in Kodaikanal.
From the percentile analysis it is found that majority of 70 per cent of domestic tourists
highly expected/expected maintenance of tourism attractions and the domestic were
satisfied/highly satisfied up to 66 per cent with the maintenance of tourism attractions in
Kodaikanal.
A majority of 69.5 per cent domestic tourists expected/highly expected medical facilities
and 71.5 per cent of them were highly satisfied/ satisfied with the medical facilities in
Kodaikanal.
A majority of 75 per cent domestic tourists expected/highly expected hygiene and
sanitation services but only 72 per cent of them were highly satisfied/ satisfied with the
hygiene and sanitation in Kodaikanal.

14
www.ssijmar.in

The weighted score analysis and deviation between local services was performed to
identify satisfaction of local services attributes where it is found that domestic tourists
were less satisfied with the attitude of local people, maintenance of roads, medical
facilities and local transport because, these local services have secured less weighted
mean score than their expectation weighted mean score. Domestic tourists were satisfied
with other local services, as they have secured a positive deviation of quality of travelling
roads and hygiene and sanitation.
VII.SUGESSTIONS
The climate, flora and fauna are the chief incentive for visiting this area. The
development of infrastructure and business should not be at the loss of the former factors.
Steps should be taken to improve the cleanliness of the city and to prevent from pollutions.
Toilet facility is absolutely essential in sight-seeing spots. Adequate facilities like common
toilets and cleanliness should be improved. More protection should be provided in all areas to
prevent illegal or indecent activities. Proper police booths may be maintained in all sight seeing spots.
Quality of foods served in restaurants should be inspected frequently. Information
Service should be improved. Local charges are high. Food is expensive and Indoor games
should be available in hotels. Programs exhibiting musical culture of Tamil Nadu and
entertainment should be made on the part of tourist place.
Tollgates and Entrance fees in every sightseeing spots can be minimized. Parking
facilities may be made available at shopping centres. Traffic system is not good. Two
wheelers for rent can be made available for middle class people to enjoy Kodaikanal.
Awareness on all aspects may be made available to new tourists visiting Kodaikanal. Cable
car facilities can be brought into existence in order to avoid traffic problems.
Security, safety, maintenance and cleanliness, information and communication,
infrastructure, prices of food and hotels, banking and medical facilities, attractions, behavior
of country residents are the important factors for successful marketing of tourism in order to
attract more and more tourist to visit Kodaikanal. It is a collective responsibility of the
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Government, local authorities and tourism related service providers. Hence the success of
tourism in Kodaikanal is a key to amplify and bring new tourist to Kodaikanal.
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