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[bookmark: _Toc234658771]1.1 Background and Context
Tourism and the hospitality sector is one of the leading sectors in economies worldwide, jobs and sustainable development. Customer satisfaction is a key element of the competitiveness and sustainability of hospitality companies, especially in the context of the recovery of international tourism after the COVID-19 pandemic (UN Tourism, 2024). For the hotel industry, happy customers are more inclined to come back, suggest the services to others, and give positive contributions to organisation performance (Kotler, Bowen and Baloglu, 2022). Thus, satisfaction of customers has gained importance as a research field for both academics and practitioners in the industry.
Cox's Bazar is the top tourist hotspot in the country where millions of people from the country and more and more visitors from abroad visit the town every year. The growth of hotel and resort developments has increased the competition for these services, and service quality and customer satisfaction have become critical in order to remain competitive. The different aspects of customer satisfaction are the service quality, hotel facilities, staff behaviour, cleanliness, food quality, safety and the fairness of prices (Parasuraman, Zeithaml and Berry, 1988; Zeithaml, Bitner and Gremler, 2022). 
[bookmark: _Toc234658772]1.2 Problem Statement
Despite the significant development of the hotel sector in Cox's Bazar, there has been little research to date that has compared the satisfaction of national and international tourists. Most of the previous studies have been general service quality or tourism development studies and not the difference in satisfaction between these two groups of customers. Without comparative evidence, it becomes challenging for hotel managers to devise a specific hotel management strategy that meets the expectations of domestic and international guests. Hence, it is a need for studies which would define the factors affecting the satisfaction of the customers and would compare the satisfaction of national tourists and national and international tourists staying in hotels in Cox's Bazar.
[bookmark: _Toc234658773]1.3 Research Aim
To examine and compare customer satisfaction among national and international tourists staying in hotels in Cox's Bazar, Bangladesh, and to identify the factors influencing their satisfaction with hotel services.
[bookmark: _Toc234658774]1.4 Research Objectives
· To identify the factors influencing customer satisfaction among hotel guests in Cox's Bazar.
· To assess customer satisfaction among national tourists.
· To assess customer satisfaction among international tourists.
· To compare the satisfaction levels of national and international tourists.
[bookmark: _Toc234658775]1.5 Research Questions
· What factors influence customer satisfaction among hotel guests in Cox's Bazar?
· What are the satisfaction levels of national and international tourists?
· Are there significant differences in customer satisfaction between the two groups?
· What strategies can improve customer satisfaction in hotels in Cox's Bazar?
[bookmark: _Toc234658776]1.6 Significance of the Study
This study will add to the body of literature on the hospitality field since it will give a comparative analysis of customer satisfaction among national and international tourists of Bangladesh. The results will help hotel managers to provide better services and to formulate strategies based on customers' needs, and will also give useful information to the tourism policymakers to enhance the competitiveness of Cox's Bazar as an international tourist destination.
[bookmark: _Toc234658777]2. Literature Review
[bookmark: _Toc234658778]2.1 Customer Satisfaction in the Hospitality Industry
Customer satisfaction is an integral part of hospitality and tourism management because it is a key factor in customer loyalty, revisiting behaviour and organisational performance. According to Oliver (1980) customer satisfaction is defined as the customer's assessment of whether a product or service has fulfilled or surpassed their prior expectations. In the service sector, customer satisfaction is a measure of how well customers are satisfied with the quality of the service including the quality of the accommodation, customer service, staff interactions, hotel facilities, food and drink services, and the overall service experience (Kotler, Bowen, and Baloglu, 2022).
According to a few studies, the key factors that influence hotel customer satisfaction are service quality, staff behaviour, cleanliness, hotel facilities, safety, food quality, and price fairness (Rather, 2021). But tourists' values on these attributes vary based on their cultural background, travel purpose and their travels experiences. Domestic tourists tend to pay attention to the factors of cost and convenience, while international tourists tend to pay attention to the factors of professionalism, communication, safety, and internationally recognized service standards (Han and Hyun, 2018). Hence, it is important to understand the satisfaction of different tourist groups to formulate customer-centred hotel services.
[bookmark: _Toc234658779]2.2 Service Quality in Hotels: The SERVQUAL Model
Within the hospitality sector, service quality is considered to be one of the best indicators of customer satisfaction. Parasuraman, Zeithaml and Berry (1988) developed the SERVQUAL model consisting of five dimensions of perceived service quality: Tangibility, Reliability, Responsiveness, Assurance and Empathy. Tangibility means the physical characteristics of hotels' resources, machines, and staff. Reliability is the ability of the hotel to provide the promised services with accuracy and consistency. There have been many hospitality studies that have shown improvements in SERVQUAL dimensions lead to increases in customer satisfaction and behavioural intentions (Ali et al., 2021; Rather, 2021). However, there are some limitations to SERVQUAL as it has been argued that customers' expectations vary from country to country and across destinations which reduces the applicability of SERVQUAL without contextualization (Zeithaml, Bitner and Gremler, 2022). 
[bookmark: _Toc234658780]2.3 Expectation Confirmation Theory (ECT)
Based on the Expectation Confirmation Theory (ECT) proposed by Oliver (1980), customer satisfaction is a consequence of the comparison of customers' expectation with the actual service performance. When customers' expectations are met or even surpassed, there is positive confirmation and increased satisfaction. If a performance is inadequate, on the other hand, there is negative confirmation, which means dissatisfaction.
Since tourists judge hotel experiences based on their expectations derived from past travel experiences, online reviews, the promotion of the hotel, and the image of the destination (Kim, Kim and Lee (2023), ECT has been widely utilized in the field of tourism and hospitality. The SERVQUAL and Expectation Confirmation Theory is used to create a comprehensive theoretical framework for this study. Although SERVQUAL defines the dimensions of service quality that affect customer satisfaction, ECT accounts for the factors that affect the tourists' perceptions of service quality. These theories offer a comprehensive basis for a discussion on customer satisfaction for the hotel customers of Cox's Bazar.
[bookmark: _Toc234658781]2.4 Empirical Studies on Customer Satisfaction among National and International Tourists
Many empirical studies have been carried out to investigate the factors that affect customer satisfaction in the hospitality industry in various countries. Ali et al., 2021 and Rather, 2021 found that the overall quality of service, the performance of staff, cleanliness of the hotel, facilities in the hotel, the quality of food, and the feeling of security and perceived value are significant factors affecting tourists' satisfaction and behavioral intentions. Studies have shown that cultural values and travel motives, service expectations and past travel experiences differ between national and international tourists which may result in different evaluations of the hotel services. International tourists typically seek internationally accepted service standards, good communication, efficient service and better safety and hygiene, while domestic tourists focus on cost, accessibility and local culture (Han and Hyun, 2018). 
Studies in the Asian tourism destinations have also revealed that responsiveness, empathy, reliability and perceived value are all significant factors impacting customer satisfaction of domestic and international tourists (Shafiee, Ghatari and Hasanzadeh, 2019). But the significance of these varies depending on the destination and customer typology. Moreover, the results show that the expectation of and satisfaction with hotel services have been influenced by technological innovations, such as online booking sites, online payment systems and online customer reviews, which have been growing in their significance for tourists (Kim, Kim and Lee, 2023).
[bookmark: _Toc234658782]2.5 Research Gap and Conceptual Framework
While some studies have already shown the positive effect of service quality on customers' satisfaction in the hospitality field, there are still some important points that require further research. First, there is a lack of comparative research on customer satisfaction of both national and international tourists who are staying in Cox's Bazar Hotels. The majority of the Bangladeshi studies focus on customer satisfaction without differentiating between these two types of customers. Second, relatively little research combines the SERVQUAL model and Expectation Confirmation Theory to illustrate the influences of both service quality dimensions and customer expectations on satisfaction in the hotel industry in Bangladesh. Lastly, COVID-19-induced modifications to tourists' demands, such as prioritizing hygiene, safety, digital services, and personalised service, have not yet been explored in the context of Cox's Bazar.
In order to solve these problems, this study uses a conceptual approach, service quality dimensions (tangibility, reliability, responsiveness, assurance, empathy), hotel facilities, cleanliness, safety and security, and price fairness are used as independent variables affecting customer satisfaction as dependent variable. In general, the literature showed that in the hospitality industry the main factor affecting customer satisfaction is service quality and customer expectations. However, very few comparative studies have been conducted on the national and international tourists who stay at the hotels in Cox's Bazar. 
[bookmark: _Toc234658783]3. Methodology
This chapter details the research methodology used to explore customer satisfaction of the tourists from national and international staying at the hotels of Cox's Bazar, Bangladesh. It explains the research philosophy, research approach, research design, research methods, sampling, ethical issues and analysis. The methodology has been guided by the work of Saunders, Lewis and Thornhill (2023) as per "Research Onion", which has made the methodology systematic, transparent and in line with the study objectives.
[bookmark: _Toc234658784]3.1 Research Philosophy
Research philosophy is a set of beliefs on how knowledge is created and understood (Saunders, Lewis and Thornhill, 2023). The philosophy in this study is positivist which means the philosophy of this study is based on the assumption that reality is so that it can be measured in the form of data that can be observed. The positivist philosophy is compatible with the application of structured questionnaires and statistical analysis for the purposes of identifying patterns, testing relationships and comparing the levels of satisfaction of national and international tourists. It also helps to make the study more objective, as it helps to minimize researcher bias and allows for the findings to be applied to the broader scope of the study (Bryman, 2021). 
[bookmark: _Toc234658785]3.2 Research Approach and Research Design
This research is deductive because existing theories are utilized for the design of research framework and guide the empirical research (Saunders, Lewis and Thornhill, 2023). The study is grounded on the SERVQUAL Model (Parasuraman, Zeithaml and Berry, 1988) and Expectation Confirmation Theory (Oliver, 1980) in order to understand how service quality and customer expectation contributes to customer satisfaction. The data obtained from the respondents of the hotels will be analysed to find out the applicability of these theories in the context of hotels in Cox's Bazar. The design is appropriate because it enables efficient gathering of information from relatively large sample size and provides for statistical analysis of customer satisfaction (Creswell and Creswell, 2023).
[bookmark: _Toc234658786]3.3 Data Collection, Sampling Strategy and Ethical Considerations
The study is going to be more focused on primary data, gathered from tourist tourists, staying in the selected hotels of Cox's Bazar through the structured questionnaire. The questionnaire will be closed-ended with a five-point Likert Scale from "Strongly Disagree" to "Strongly Agree. The survey will assess the service quality dimensions, customer expectations, and overall satisfaction.
The target population is all the national and international tourists who visited the Cox's Bazar registered hotels during the data collection period. Given the time constraints and the fact that a complete sampling frame is not available, convenience sampling will be used. Around 300 respondents will be chosen including national and foreign tourists. This sample size is deemed to be suitable for quantitative analysis, and offers adequate statistical power to compare the two groups (Saunders, Lewis and Thornhill, 2023).
Secondary data will also be utilized to back the literature review and research background. These data would be gathered from peer-reviewed journal articles, books, government reports, industry reports, and reports of different organizations like Bangladesh Tourism Board, UN Tourism, etc.
[bookmark: _Toc234658787]3.4 Data Analysis Techniques
All the collected data will be analysed in SPSS (Statistical Package for the Social Sciences). Demographic characteristics of the respondents and their perceptions of hotel services will be summarised using descriptive statistics (mean, standard deviation, frequencies, and percentages) to begin with. Cronbach’s Alpha will be used to determine if there is an acceptable level of internal consistency for the questionnaire with values over 0.70 considered acceptable (Hair et al., 2022). Inferential statistical techniques will then be used to solve the research goals. The comparisons between national and international tourists' levels of customer satisfaction will be carried out using Independent Samples t-test. 
The methodology selected in this study is overall systematic and reliable to examine the customer satisfaction among national and international tourists staying in Cox's Bazar hotels. The study will embrace a positivist approach, quantitative research design, and statistical analysis following Saunders' Research Onion which are expected to yield valid results, fulfilling the research aims and providing evidence for recommendations.
[bookmark: _Toc234658788]4. Expected Findings
It is expected that this study will prove that the service quality is an important factor to increase the customers' satisfaction of both national and international tourists who are staying at the hotels in Cox's Bazar. Overall tourists' satisfaction is expected to be positively affected by the SERVQUAL dimensions (tangibility, reliability, responsiveness, assurance, empathy) and hotel facilities, cleanliness, safety and security, and price fairness (Parasuraman, Zeithaml and Berry, 1988). The findings are also likely to show differences in the expectation and level of satisfaction of the national and international tourist and this will differ due to culture, experience, and service preferences (Oliver, 1980; Rather, 2021). Moreover, the study is likely to find areas of priority in which hotels can enhance the quality of their services to boost customer loyalty, rethink intention, and positive word-of-mouth. The results will give practical suggestions for the cox's bazar hotel management and the tourism policy makers to make tourism sector more competitive and sustainable in cox's bazar.
[bookmark: _Toc234658789]5. Limitations
There are a number of possible limitations to this research. The initial study will be limited to selected hotels in Cox's Bazar only, thus the results might not be generalizable to other tourist area in Bangladesh. Second, convenience sampling could cause sampling bias as not all tourists may be equally represented (Saunders, Lewis and Thornhill, 2023). Third, the cross-sectional design provides data at one point in time, and does not measure satisfaction change over time. Finally, the study is based on data from self-reported questionnaires which could be subject to personal opinion or response bias on the part of the respondents. Even with these constraints, the research will be conducted using suitable research design and ethical approach that will make the findings reliable and valid.
[bookmark: _Toc234658790]6. Timeframe
The proposed research is expected to be completed over a six-month period. The timeline outlines the major stages of the dissertation, including proposal approval, literature review, methodology development, questionnaire design, data collection, data analysis, discussion of findings, and final dissertation writing. 


Table 6.1: Proposed Research Timeline (Gantt Chart)
	Research Activities
	Month 1
	Month 2
	Month 3
	Month 4
	Month 5
	Month 6

	Topic selection and proposal approval
	●
	
	
	
	
	

	Literature review
	●
	●
	[bookmark: _GoBack]
	
	
	

	Research methodology development
	
	●
	
	
	
	

	Questionnaire design and pilot testing
	
	●
	●
	
	
	

	Data collection
	
	
	●
	●
	
	

	Data coding and data cleaning
	
	
	
	●
	
	

	Data analysis using SPSS
	
	
	
	●
	●
	

	Interpretation and discussion of findings
	
	
	
	
	●
	

	Revision and supervisor feedback
	
	
	
	
	●
	●

	Final dissertation writing, proofreading and submission
	
	
	
	
	●
	●


Note: ● = Planned period of activity.
[bookmark: _Toc234658791]7. Conclusion
This proposal is a comparative study on satisfaction level of national and international tourists at the hotels in Cox's Bazar, Bangladesh. It is believed that service quality and customer expectations are key factors in influencing customer satisfaction in the hospitality industry as indicated in literature. The research methodology used is quantitative approach with the theory of customer satisfaction namely SERVQUAL and Expectation Confirmation Theory and the research onion developed by Saunders. The expected results will be added to the academic knowledge, while at the same time giving practical suggestions to the hotel managers and policy makers for better service, customer experience, and sustainable development of Bangladesh's tourism and hospitality industry.
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