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[bookmark: _Toc515375427]Introduction
 The demand of accommodation and vacation has grown because of the government’s policy promoting tourism sectors. The Indian hospitality and tourism sectors have emerged as one of the significant drivers of development among the service sectors. Tourism and hospitality sectors in India has vital potential considering the historical heritage, rich culture and verify in ecology, places and terrains of natural beauty spread across in India. With the increase of demand of the hotel industries, it needs more professional’s manager to engage in management and operations(Crookset al., 2011). One of the main objectives of hotel industries is to provide for accommodation as well as necessities public facilities. The services, regardless of catering, accommodation, catering, and airport pick up/drop off services includes complex operations. Moreover, with change of the social environment as well as raise in travel expenses, the quality accommodation of hotels industries has been focused to offers higher quality of services and accommodation standards. As an outcome, managements of the hotels have continued to grow, lean and attain more professional’s skills and capability of processes and management mainly create a positive organization climate to fulfil the new requirements or demands of consumers and the callers. 
[bookmark: _Toc515375428]Research background:
 The tourism and hospitality industries total contribution to GDP stood at US$208.9 billion i.e. it contributes approximately 9.6% of GDP in 2016 and is forecasted to increase 10% of GDP in 2021. Moreover international tourist arrival in India is expected to increase at CAGR of 7.1% in FY2005-25 and in 2018 the government earned foreign exchange approximately US$2.7 billion from tourism and hospitality sectors. 
[image: ]
Therefore, the present study is selected the organization i.e. THE LaLiT is one of the leading hospitality chain business in India.  The organization opens its first hotel in 1988 under founder of Chairman Mr. Lalit suri and it’s headquartered in Delhi. The organization providers the hotels, twelve luxury, place and resorts to visitors. 
[bookmark: _Toc515375429]Research rational: - The main rational of conducting this research is that it would helps the organization to understand the main impact of service quality, organization climate and customer’s satisfaction on organization performance. Moreover the study also helps them to find out the main factors that contribute the visitors to attract towards the services(Chang, Wang, & Yang, 2009). Therefore with the help of identification of these factors the organization can enhance their services and accomplish higher market share in hospitality sectors in India.
[bookmark: _Toc515375430]Research problem: - The key issues that hospitality industries aresuffered nowadays regarding achievement of higher customer’s satisfaction. In addition to this, in competitive market organizations needs to indentify the main factors regarding improvement of the service quality because customer’s satisfaction is dependent on the service encounter experienced by consumers on their last visits .  

[bookmark: _Toc515375431]Aim and objective of the research:-
Based on the above motivation, the present study intends to analyze and evaluate the impact ofcustomer’s satisfaction, organization climate and service quality on organization performance: A case study of   The Lalit Hotel industry in India. The study would also emphasize on the factors that motivates customers or visitors to attract towards services. 
Objective of the study:
· To determine  the main factors that motivates visitors to attract towards services 
· To analyze the impact of service quality and customer’s satisfaction on organization performance 
· To determine the role of consumer orientation in quality of service delivery in context to Lalit Hotel industry in India
· To analyze how customer’s satisfaction, quality of service and organization climate lead business to success in long term 
[bookmark: _Toc515375432]Research hypothesis/Expected outcomes
Main hypothesis 
H1: To understand whether customer’s satisfaction, quality of service and organization climate have a significant positive impact on business performance
Sub hypothesis 
H1a:- To gain and understand that quality of service has a significant positive impact on business performance
H1b:- To gain and understand that customer’s satisfaction has a significant positive impact on business performance
H1c:- To gain and understand that organization climate has a significant positive impact on business performance

[bookmark: _Toc515375433]Literature review
Literature reviews on the main dimension of the present research study including, quality of service, organizational climate, and customer’s satisfaction and organization performance were analyzed or reviewed below;
[bookmark: _Toc515375434]Service quality impact on organization performance
 As studies conducted by Akbar, & Parvez, (2009), said that quality of service is conceptually defined as the appraisal from consumers after she/he obtains service. The consumer’s point of view after and before receiving the services with the organization is consistent. Hu, Kandampully, & Juwaheer, (2009), pointed out that quality of service and products is a compressive appraisal towards the services whereas pre-eminence arises when actual service quality is exceeds the consumer’s anticipation. Naik, Gantasala, & Prabhakar, (2010),summarized that, quality of the service is mainly based on the five dimensions including responsiveness, reliability, tangibility, empathy and assurance and come up with quality of service scale ”SERVQUAL”.  Apart from Chang, Wang, & Yang, (2009), also believes that quality of services is mainly obtained from the comparison between consumer’s expectation on service prior to obtaining the service and real perception of the service while obtaining the service from organization.MacNeil, Prater, & Busch, (2009), arebelieved that a better quality of service is a positive correlation on organization performance. Moreover Hu, Kandampully, & Juwaheer, (2009) said that better quality of service helps the business to bring trust from consumers during consumption procedures which helps them to increase the possibilities of re-consumption and thereby raise the business performance. After evaluating the service quality and organization performance; the present study would proposed the hypothesis    
H1a:- To gain and understand that quality of service has a significant positive impact on business performance in context to Lalit Hotel industry in India. 

[bookmark: _Toc515375435]Customer’s satisfaction impact on organization performance
Santouridis, & Trivellas, (2010), Pointed out that for service providers or marketers,  is accomplishing higher customer’s satisfaction and services of quality is important because it is supposed to be a vital motive of consumer loyalty and helps the business to function its operations for long time. Angelova, & Zekiri, (2011), said that quality of service is the customer’s subjective point of view on the evaluation of desired and actual services that changes depending upon the external and internal environment.  Chi, &Gursoy, (2009),said that if customer’s perception on service remuneration is higher than the expenses, then satisfaction arises and it might increase other purchase behaviour. 
Akbar, & Parvez, (2009), thought consumer loyalty is a general feeling, i.e., consumer satisfaction is a type of shopper state of mind which reflects a general sentiment like or then again dislike intensely after the shopper gets the services  or utilizations the product or services . Angelova, & Zekiri, (2011), proposed that the procedure clients used to assess fulfilment is known as the differences between"desire and genuine experience," i.e., the consumer satisfaction relies upon the desire and genuine execution of an item or benefit.
Santouridis, & Trivellas, (2010), said that the main factors that influence satisfaction or desire, misfortune, execution and feeling, and fairness is additionally a critical determinant. Mosahab, Mahamad, & Ramayah, (2010), thoughtcustomer’s satisfaction can be seen as an approach to recognize client desire and it nearly started to be conceptualized as a limit of customer’sfulfilment on services. 
Mosahab, Mahamad, & Ramayah, (2010),characterizes that consumer satisfaction into five sub-measurements: (1) pre-buy desires: the level of expectation; (2) post-buy recognition execution: level of value concerning cost and level of cost as to quality; (3) level of fulfilment: overallfulfilment, level of which desire is met and the gap between perfect and real circumstances; (4) complain: number of complain made to offers services and management personal; and (5) client faithfulness: intention to repurchase and price tolerance. 
Angelova, & Zekiri, (2011), said that customer’s satisfaction and quality of service are both different constructs and also the expectation are negatively associated to satisfaction but with perceived performance expectation is significantly positively related with the quality of services and satisfaction. Thereby the management of tourism industries needs to fulfil the expectation of the consumers or visitors which will outcomes the higher performance and level of satisfaction. Therefore analysis of above literatures, the study proposes the following hypothesis:
H1b:- To gain and understand that customer’s satisfaction has a significant positive impact on business performance
[bookmark: _Toc515375436]Organization climate impact on organization performance
As studies conducted by MacNeil, Prater, & Busch, (2009), said that organization climate is mainly referred as the concept which mainly involves the employees’ subjective perception on organization, management and institution. Zhang, & Liu, (2010), said that some organization has harmonious and open organization climate whereas others has depressed and strict organization climate. Distinguish organization climates will have distinguish influence on the employee’s motivation behaviour as well as work morel. According to Cummings, & Worley, (2014), organization climates mainly impact the organization performance by impacting employee’s motivation. Orel, & Kara, (2014), noted that the most common issues suffered by the organization in present competitive environmentssearch for creative flexible work environment that helps them to promotes innovation and job satisfaction. Zhang, & Liu, (2010), Said a positive climate helps the organization to boosts worker’s loyalty, moral and productivity.  Thereby, the present study would possess the following hypothesis;  
H1c:- To gain and understand that organization climate has a significant positive impact on business performance
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	Figure 1: Research framework 
[bookmark: _Toc515375438]Research methodology
[bookmark: _Toc515375439]Research paradigm and methods
The present study is implemented the deductive research study because it would helps the researcher to gain and understand the in-depth knowledge of present study (Saunders, 2011). Moreover, positivism research philosophy would be adopted in this study for proper development about the consumer opinion and perception of quality of service, customer’s satisfaction and organization climate on organization performance.   
[bookmark: _Toc515375440]Data collection methods
The present study would adopt both primary and secondary data collection methods. Moreover the study used both qualitative and quantitative research study; which helps the researcher to find out the outcomes in successful manner. Quantitative research study used questionnaires and survey methodology which contribute the study in successful manner. Qualitative research study is done with the help of interview methods through manager of the organization(Neuman, 2013). The study would adopt the probabilistic sampling techniques aids the researcher to select the respondents without any biasness. The sample size of the study is 100 customers and 4 managers of the organization. The main benefits of selection of quantitative and qualitative methods are that it helps the researcher to find out the data associated with the study in successful manner. The limitation of these methods is that it is time consuming and high financial resources (including money).   
[bookmark: _Toc515375441]Methods of data analysis
The present study used both MS Excel and SPSS tools to analyze the data and information. Moreover the study used graph, chart and table in order to present the information in manful manner(Saunders, 2011). The study implements the hypothesis testing using ANOVAs, T-testing, F-testing and significant testing methods. Realbiltiy and validity of items is also tested in this study using Cronbach’s alpha,Eigen value, Component matrix (factor loading) and Extraction.
[bookmark: _Toc515375442]Ethical consideration:
The present study used academic rules and regulations (data protection act) in order to conduct the study in appropriate manner. Moreover, data that is collected through data collection methods only used for research purpose(Bryman, & Bell, 2015). The researcher stored data in database using password technique.  In this research study, data manipulation cannot be done and respect the dignity of respondents. 
[bookmark: _Toc515375443]Resource and management
Resource needed &Budget consideration 

	Resource needed  
	Total costs associated with resources  

	Laptop or PCs 
	INR 40000

	Pinter 
	INR 15000

	Scanner 
	INR 10000

	Computer hard disks 
	INR 10000

	Transportation charge 
	INR 5000

	Internet service and paper costs 
	INR 1000

	Other costs ( survey and interview) 
	INR 4000

	Total 
	INR 85000




Produce time plan
	Criteria
	Week 1
	Week 2
	Week 3
	Week 4
	Week 5
	Week 6

	Introduction
	
	
	
	
	
	

	Constitute the aims and objective of the research
	
	
	
	
	
	

	Data Collection (Secondary Sources) 
	
	
	
	
	
	

	Completion time for the literature review
	
	
	
	
	
	

	Time taken for  research methodology development
	
	
	
	
	
	

	Data Collection (Primary Data)
	
	
	
	
	
	

	Data analysis and interpretation 
	
	
	
	
	
	

	Conclusion and recommendation 
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