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ABSTRACT

In the service industry, one of the main challenges is to provide customer satisfaction. Though
thenumberofbudgethotelinBangladeshisincreasing,butcustomersatisfactionofthesehotels
arestillignored.Theaimofthestudyistoidentifythedeterminantsthatsatisfythecustomersin
thesehotels.Theresearchtargetedatotalof350selectedrespondentsfromdifferentbudgethotels
inBangladesh.ThedescriptiveanalyseswereconductedbyusingAmosSPSS24.Findingsreveal
thatpriceistheultimatepreferenceforbudgethotelsalongwithproductsandservicequalityfor
satisfyingcustomers.Customersareunconcernedwiththeservicesprovidedbythehotelstaffand
thelocationofthehotelaswell.
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1. INTRoDUCTIoN

Tourismhasemergedasamajorcontributortotheeconomyofthenation,asmanynewdestinations
haveopened,andinvestmentintourismdevelopmenthasresultedinsocioeconomicprogress,job
creation and infrastructure development. The Euromonitor (2018) country report illustrates that
Bangladeshhasrobusteconomicgrowthandispossibletocontinuetodoso,asstrongconsumption
supports the economy. There is a shift in concentration in the last several years from luxury to
midmarketbudgethotelswithrespecttoservicequalityandcustomerloyalty.Thistrendhascreated
anewopportunityforthedevelopmentofthehospitalityindustry(HospitalityIndia,2014).By2024,
internationaltouristarrivalsareforecastedto611,000generatingexpenditureofBDT15.5billion.
TravelandTourism’scontributiontototalnationalinvestmentwillrisefrom1.5%in2014to1.6%
in2024(Sanjay&Mallika,2015).

Many of these tourists undertake thrill-laden journeys throughout the year. Online-savvy
backpackersarelookingforfreshexperiencesandareinterestedinunexploredlocations.Theyobtain
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tour-relatedguidelinesfromsocialmedia.Ontheotherhand,domestictouristsspeciallytheordinary
middleclasspeoplearemostlyremainedhomecentered;highexpendituresalsodiscouragemany
fromvisitingmanyexpensiveplaces(TheFinancialExpress,2018).

Xie&Chaipoopirutana(2014)emphasizethatthevitaltoahotel’saccomplishmentistourists’
satisfaction.Therefore,budgethoteliersneedtopromotetheirhotelsaswellastheirproductsand
servicesandimprovelocaltourists’satisfaction.Additionally,manytouristsareanxiousabouttheir
budgetandsavingtheirmoney.Theypreferto“uselesstoenjoymore”(Tan,2014).Asthereare
nostatistical(eithergovernmentorprivate)dataavailableonhowmanybudgethotelstherearein
Bangladesh,theresearchercannotshareanexactnumber.Althoughfive-starhotelsinBangladesh
drawmanyloyalcustomers,budgethotelscannotyettodoso.Theycannotevenfullysatisfytheir
customers.Asthenumberofbudgethotelsgrows,hoteliersfacemorecompetitiontosatisfytheir
customers,especiallydomestictourists,whonowhavemanyoptionsfromwhichtochoose.According
toJana&Chandra(2016),customersatisfactionhasturnintoasignificantaspectofthehotelindustry.
Unlikeotherindustries,thehotelindustrysuccessdependsoncustomerretention.Ifcustomersare
notsatisfiedbytheservicestheygetfromthehotel,theywilllookforbetterservicessomewhere
else(Jana&Chandra,2016).

Thoughagrowingconcentrationonbudgethotelshasbeenrousedamongdomestictourists,but
thesignificantfactorsforthesuccessofthisareainBangladeshwerestilltofindlikeChina(Wenetal.,
2009).Tofillthisresearchgap,theresearchertriestofindthefactorsthataffectcustomersatisfaction
inbudgethotelsinBangladesh.Aliteraturereviewwasperformedaspartofthisprocedure;primary
datahasbeencollectedfrom350respondents indifferentbudgethotels inBangladesh.Analysis
oftheprimarydatawasperformedbyusingSPSSversion24.Weidentifiedthemeasurementand
conceptual models of this study by using structural equation modeling (AMOS 24.0 software).
Furthermore,theresearchwillcontributeexpressivelytothehospitalityindustry;theoutcomecan
beusedtoimprovetheservicequalityofbudgethotelsinBangladesh,astheircustomersexpectless
servicequalityandmoreprice-relatedoffers.Thisstudyaimstoprovidepracticalcontributionsto
thebudgethotelsandothertourismsectors.Domesticandinternationalcompaniescanbeneðtfrom
theresultsgeneratedfromitsresults.

Veryfewstudieshavebeenperformedtoidentifythefactorsthatarenecessarytosatisfythe
customerinabudgethotel.Nospecificcomponentswereidentifiedinthisregard.Hence,through
thisresearch,theauthorsetsthefollowingobjectivesforthisstudy:

• Which determinants (product, price, place, people, service quality) satisfy the customers in
budgethotelsinBangladesh?

• Whatisthesignificantrelationshipbetweenpriceandcustomersatisfactioninbudgethotelsin
Bangladesh?

2. LITeRATURe ReVIew

2.1. Budget Hotel
Thebudgethotelisacontemporaryideathatchangesthedemandinthetourismindustry.Asthetypical
fullservicehotelshavesomanyfacilities,budgethotelsalwaysprovidebasicservicesforthevisitors
withnoextrafacilities.(Yu,2012;AbuKhalifeh&AlBattat,2015).Theideaofbudgethotelwasfound
in1920sinUS(Shen,2006).Thoughthebudgethotelhasbeenestablishedgloballyandtheterms
“budget”,“limitedservice”and“economy”arefrequentlyusedalloverthehospitalityindustry,there
isnouniform,broadlyknowncharacterizationofthissector(Fiorentino,1995).Fiorentinodefined
itasasmallhotelthatisfundedbyonepersonorasmallgroup,anditsmanagersaremostofthe
timeitstitleholders.IntheUK,thebudgethotelhassomebasicoperationalcharacteristics:extensive
geographiccoverageofthehotelnetwork,easeofaccess,acentralreservationsystem,uniformguest
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