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[bookmark: _Toc523841021]1. Introduction
Hotel industry is largely associated with the hospitality sector and customer satisfaction is one of the main aims of this industry. The behavior and perception of customers towards the service quality, price of the service and other functional aspects of the business largely determine the success and failure of the business in the hospitality and hotel industry (Ferrary, 2015). Luxury hotels are a huge part of this industry and contribute a large amount of GDP to the hospitality industry of any country (Kozubet al., 2014). India is a developing country and this 2017, it has marked is 70 years of independence. As of 2016, India’s population stands on 1.324 billion with per capita income at 1,709.39 USD and Gross Domestic Product crossing 2.264 trillion USD (Gandhe et al. 2016). Hospitality industry has been considered as one of the major contributors to the growth of the Indian economy. The term ‘luxury’ over the years has gained huge significance in hospitality industry where number of luxury hotels aim today to offer a wide range of luxury services such as hotel stay, banqueting, seminar halls serving for business events, restaurant service, gymnasium and many more. TAJ Bengal hotel is a part of TAJ hotels India and situated in Kolkata which is the principal commercial, cultural, and educational center of East India. After Mumbai and Delhi, Kolkata is the third most-productive metropolitan area in India (Nartehet al., 2013). Presently, this research proposal proposes a research regarding exploring behavior and perception of customers about luxury consumption in the hotel industry by following a case study of Taj Bengal hotel customers. 
[bookmark: _Toc523841022]1.1 Research Aim
This research aims to investigate behavior and perception of Indian customers about service quality of luxury hotels. In addition, this research seeks to establish a relation between customer’s perception about luxury services of hotels and their decision making to select a particular luxury hotel.
[bookmark: _Toc523841023]1.2 Research Objectives
The main objectives of this research proposal are as follows:
· To investigate customer’s behavior and perception about service quality and facilities at luxury hotels
· To evaluate the effectiveness and significance of luxury quality services from Hotel point of view towards attracting new customers and retaining existing customers 
· To evaluate the importance of brand image of luxury hotels such as Taj Hotel that helps creating positive perception among customers 
· To seek useful recommendation and suggestions that can be helpful for the management team of luxury hotels to enhance quality services and establish brand image
[bookmark: _Toc523841024]1.3 Research Questions
This research proposal is being developed in order to obtain the answers of the question mentioned below –
· How customers behave and perceive towards service quality provided by luxury hotels?
· How quality services can be considered as a key that influence satisfaction level of customers and play a major role in deciding to select the same hotel?
· What are the roles of brand image to influence customer’s perception in the context of Taj Hotel?
· What are the further important steps for luxury hotels to improve the quality of services so to establish greater brand image steps need to be implemented in order to enhance its brand image?

[bookmark: _Toc523841025]2. Literature Review
[bookmark: _Toc523841026]2.1 Overview
The volume of development of hotels has increased remarkably over the last couple of decades. Various different luxury brand hotels have been developed in different parts of India. The examples of the luxury hotels that have developed in India during the last few years include J.W. Marriott, Hyatt Palace, Ritz Carlton, ITC Sonar Bangla, etc. the industry of luxury hotels in India have been found to be growing and becoming more competitive with time (Vardhajan and Rajan, 2013). Apart from the development and construction of luxury hotels in India, people in India are now becoming keen towards staying in luxury hotels and availing the services of luxury hotels. The fascination of Indian people towards hotel brands is increasing with the passage of time. Various sources highlight the fact that the attitude of the Indians towards the consumption of services forms luxury hotels are changing. Various trends are being noticed in the leading hotel brands in India (Yang et al., 2016). In order to get a better idea of the changing behavior and perception of customers towards luxury hotels, the example of Taj Hotels have been considered. The Taj Hotels are present at various different locations all over India. Agra, Ajmer, Amritsar, Aurangabad, Bandhavgarh, Bangalore, Kolkata, New Delhi, Goa, Guwahati, Jaipur, Mumbai, and various other locations in India have branches of Taj Hotels (Kaur, 2016). The number of Taj Hotels in India itself indicates the development of luxury hotels in India. Taj Hotel is one of India’s biggest luxury hotel brands that are preferred by almost every customer availing luxury hotel service. 
[bookmark: _Toc523841027]2.2 Luxury and brands
The fasciation’s of people towards luxury and brands have been increasing during the past two decades at a rapid rate. The concept of brand refers to assigning a brand name to any product or service that is recognized by people worldwide for its service quality or product quality, uniqueness, etc. Brands create an image of a product or service that distinguishes that particular product or service from the various services available in the market from its competitors (Dictionary, 2014). With the passage of time, this image of the brand increases and gets associated with the level of quality, satisfaction, and credibility in the minds of a consumer. Branding has not been limited into the fashion industry or the retail industry but has also spread to the industry of hotels. Various hotel brands are found all over the world. The most common examples of branded luxury hotels in the world are Ritz Carlton and J.W. Marriott. Luxury is a term that is automatically related to the brands in hotel industry. Various hotels in the hotel industry have established themselves into a brand only with the help of luxury they provide people (Herstein et al. 2017). 
The luxury services provided by different brands is the major reason leading to the popularity of that brand. The price, the quality, the aesthetics, the rarity, the extraordinariness, and the symbolism of the luxury hotel brands lead to the attention of consumers towards the luxury brand. Due to the increase in the brand awareness and increase in the ease of the luxury consumption, people are becoming fonder of consuming services of luxury hotels. The most common example of luxury consumption of Indian people is the luxury consumption of the Taj Hotel customers. The personalized services provided by the Taj Hotels lead to the interest of luxury consumption of people. Taj Hotels goes beyond the customer’s expectations for giving their customers a unique experience. This luxury hotel tries to provide its customers with lifelong memories during their stay at the hotel. The buying behavior of customers, their loyalty towards luxury brands and their brand satisfactions together contribute towards the concept of luxury and brands (Lee et al., 2014). 

[bookmark: _Toc523841028]2.3 Importance of Quality Services and Facilities at Luxury Hotels 
Most of the service organizations are largely focused on offering high quality services to their valued customers however in today’s ever competitive marketplace; customers are well aware of their requirements and need for standard services that affect customer’s expectations and attitude towards the organization (Debasish and Dey, 2015). In the context of luxury hotel industry, quality of services is considered as the most significant element that leads a luxury hotel to satisfy customers and make them repeat customers. Quality services and facilities provided by the hotels are also valuable from hotels perspective as larger number of satisfied customers leads to gain competitive benefits in the industry where customers select a particular hotel over others considering the quality services and facilities provided. Markovic and Raspor (2010) have studied about the dimensions of perceived service quality in luxury hotels and they have found that reliability, accessibility, empathy and competence of staff and tangibles assets as the most crucial dimensions that play vital role in enhancing service quality of a luxury hotel in the industry. In another study by Gunaratne (2014), it was supported that reliability, empathy and responsiveness are significant factors that helps measuring customer satisfaction on service quality grounds. 

[bookmark: _Toc523841029]2.4 Luxury is a necessity or social esteem
The concept of luxury has different meaning for different people. For a few people, luxury is a necessity. However, luxury also relates to social esteem. Availing luxury hotel services is no more of a social esteem for various people. The services that a luxury hotel provides a customer can be considered a necessity for various people. The positive elements and the unique services that they can avail from luxury hotels make it a necessity for them that will not be able to get from other hotels (Osborne, 2016). However, this depends on the psychology of people. However, it can also be seen that the same quality services can be availed by a customer in a two or three-star hotel. In spite of this availability, customers consider luxury hotels to be a necessity (Verissimo and Loureiro, 2014). 
On the other hand, luxury also acts as a social esteem for a few people (Lu et al., 2015). Low self-esteem often acts a big factor influencing a person to buy branded products and stay at branded luxury hotels. Staying in luxury hotels and availing the services of a luxury hotel often increase their self-esteem. People are also able to flaunt their wealth and success. Thus, luxury also acts as a social esteem for various people (Loureiro and de Araujo, 2014).         
[bookmark: _Toc523841030]2.5 Factors bringing luxury in hotel industry exclusive, rare and luxury services
The exclusive, rare and luxury services given to customers is a major factor for bringing luxury in the hotel industry. The unique services that are provided to customers act as a factor for bringing luxury in the hotel industry. Various luxury hotels provide its customers with various exclusive and rare services (Cetin and Walls, 2016). The leisure services provided to a customer brings in luxury. The most common example of a luxury hotel in India is the Taj Hotels. The Taj Hotel gives its customers signature experiences. These experiences are a luxury to the customers. For example, the heritage walk offered to the customers of Taj Hotels Mumbai is a luxury for them. The kids in Taj Hotels are given an activity card as soon as they enter the hotel that helps them in playing creatively stimulating games. Each kid is given prices and chocolates after and while the games are played. Due to this, the parents are able to have a leisure time, which is again a unique and rare service given by any other hotel. The unique dining in Taj Hotels, the amenities and the hospitality provided to customers is another luxury for them (Bharwani et al., 2016). The rarest and luxury service is the Jiva service where people are avail spa services along with exploring magnificent architectural structures and marvelous art collection. The Taj Salon is yet another luxury service provided to the customers of Taj. Thus, these factors together contribute towards bringing in luxury in the hotel industry (Pinkhasov and Nair, 2014). 
[bookmark: _Toc523841031]2.6 Factors bringing brand loyalty in hotel industry
Brand loyalty can be referred to behavioral responses of customer and acts as a function of the psychological processes (Gustafsson, 2015). The brand loyalty and the number of loyal customers can be increased with the help of providing quality services to people. Quality service is the most important factor contributing towards the brand loyalty in the hotel industry. Customers always look forward to hotels that can provide them with services beyond their expectations. Higher perceived quality of the services influences a customer to be loyal towards a brand of luxury hotel. The customer satisfaction and brand loyalty are also directly related. The level of satisfaction of the customers also determines whether a customer will be loyal to a brand or not (Kim et al., 2015). The branding strategy and the marketing communication also have a relation in brand loyalty and act as a factor of brand loyalty (So et al., 2013). 
Customer relations and loyalty schemes are yet two other factors that equally contribute towards the brand loyalty of customers (Kadampully et al., 2015). Luxury hotels needed to maintain good relations with its customers, especially the regular visitors for maintaining those customers’ brand loyalty. Loyalty schemes such as special discounts for frequent visitors, personal attention to them, free breakfast, etc. gives the customer another reason for being towards the brand of luxury hotel (Lee et al., 2014). The brand loyalty among the customers of Taj Hotels in India is huge. The service quality, loyalty schemes, customer relations, etc. together contribute towards the brand loyalty of the hotel. 
[bookmark: _Toc523841032]2.7 Sustainable operations in hotel industry
Sustainable operations are very important for the hotel industry. Various factors contribute towards the sustainability of the hotel industry. The consumer behavior and the consumption of luxury hotel services by customers are to be considered for the sustainability of the hotel industry (Upadhyay et al., 2015). The behavior of the customers and their perceptions are needed to be considered while carrying out the operations of a hotel. The theories of customer motivation are also to be considered for the sustainable operations of the hotel industry. The psychology of customers is to be understood for sustainable operations of the hotel industry. 
In addition to the above factors, the operations of a hotel should be executed in a way that exceeds the expectations of the customers. The satisfaction level of the customers and the quality of services provided to the customers also act as a factor for sustainability of hotels and the industry (Verma, 2014). The creation of positive corporate culture and guest experience are other sustainable operations of a hotel. Giving a good experience to customers increases the sustainability of a hotel. Creation of a positive corporate culture enables the hotel staff to provide better services to people, which in turn has a positive effect on consumer satisfaction and brand loyalty. Thus, these operations together contribute towards the sustainable operations of a hotel and the hotel industry (Legrand et al., 2016). 


[bookmark: _Toc523841033]3. Research Methodology
The research methodology is the most crucial part in conducting a research regarding in matter. In business and social science, it is the part which determines the validity and outcomes of the research (Sekaran and Bougie, 2016). The research methodology part of the research determines whether the research will be successful or not. However, on a major part, research methodology is dependent on the aim of the research (Creswell and Poth, 2017). This study will be based on qualitative research method where semi structured interview will be used a tool to collect data from customers and the management staff as participants from Taj Bengal hotel. 
[bookmark: _Toc523841034]3.1 Research Approach
For a qualitative research, the research approach adapted by majority of the researchers tends to be inductive meaning that; researchers often try to identify a theory or pattern to follow. Methodical approach is mostly implemented for data collection and analysis (Brinkmann, 2014). Research approaches are mainly of three types such as Exploratory, Explanatory and descriptive. An exploratory research approach can be defined as an initial research conducted based on a hypothesis. This approach is conducted areas that have been unexplored and builds the foundation for future research (Narteh et al. 2013). After the foundation is built through exploratory research, researchers conduct descriptive research approach, which explores and explain the new field as well as provides new information regarding the research area. Explanatory research attempts to connect or establish a relation between cause and effects in a particular research area (Gandhe et al. 2016). Understanding consumer perception has been explored in different views previously therefore, for the present research the author chooses to conducted explanatory research approach. This will help the researcher in understanding the specific reasons behind the customer’s behavior and perception about the service quality at luxury hotel (Brinkmann, 2014).
Inductive research approach will be used in the study to develop new theory on significance of service quality and brand image as key success factors for luxury hotels in the hospitality industry. 


[bookmark: _Toc523841035]3.2 Research Philosophy
There are two main research philosophies; positivism and interpretivism where positivism research philosophy includes scientific quantitative methods and interpretivism philosophy includes qualitative methods involving humanistic approach. In this research, interpretivism philosophy will be used as this research is a qualitative research and will include human participants to collect relevant information through semi-structured interviews. Purpose of adopting interpretivist philosophy is to understand and interpret behavior and perception of customers about the service quality to support the findings of this research. 

[bookmark: _Toc523841036]3.3 Data collection method
Data collection method applied in a research methodology, determines how much variation in the data is present (Silverman, 2016). Several types of collection method exist for searchers to choose. These are interviews, questionnaires and surveys, observations, focus groups, ethnographies, oral history, and case studies and documents and records (Smith, 2013). Only the documents and records falls under the category of data secondary data collection method and the rest are associated with primary data collection method (Taylor et al. 2015). 
Interview from Customers 
A set of open ended questions will be used to conduct the interview from customers. It will aim to find out their perception about the brand, service quality and other facilities provided by the Taj hotel. Interview questions will be asked to collect important inputs from customers to understand their perception and behavior on service quality, facilities and brand image of the hotel. Data collected will be analyzed to interpret who it has led to customer satisfaction and made the customers to make repurchase of services. 
Interviews from Management 
Semi structured interview from the management people of the Taj Hotel will be conducted that will help to gain insights and useful information about how management consider service quality and brand image as an element to enhance perceptions of the customers about the hotel. 

[bookmark: _Toc523841037]3.4 Data Source
Based on the qualitative study, primary and secondary data will be used in the study where secondary data will be used to interpret and support the research objective by academic researchers, theories and concepts related to luxury hotels, brand image, service quality etc. on the other hand, primary data sources will include interviews from customers and management staff of Taj Hotel to collect information about their actual perception about the brand image and service quality. Such information will be used to analyze perception of the customers regarding brand image, service quality and facilities provided at luxury hotel. Data will be analyzed to find out answers to the research questions. 
 
[bookmark: _Toc523841038]3.5 Data Sampling
After data collection data sampling is the next step in research methodology followed by researchers. It is required because huge number of data is generally obtained, and sampling techniques usually helps in identifying the most relevant data to be used (Sekaran and Bougie, 2016). Two types of data sampling techniques are generally used by the researchers namely random or probability sampling and non-random or non-probability sampling technique. For the present research, the researcher proposes to apply random sampling technique as it will help in omitting bias and serve for a greater data base. 
[bookmark: _Toc523841039]3.6 Data analysis method
Data collected from interviews will be analyzed using thematic analysis approach where responses will be linked to establish relationship with research questions. Findings of the responses received from the people interviewed will be interpreted to create valuable and reliable answers to the questions and thus a relation will be established to provide a theory of how customer service and quality of services provided by the luxury hotels helps creating positive image and perception among customers.
Reporting of the findings and interpretation will be made using graphs and figures to compare the findings. Data will be analyzed to support the research topic and understand how customer satisfaction can be enhanced by the quality of services provided by the hotel and how it can be useful to create brand image. 
On the basis of data analysis, useful recommendations will be made to suggest the management team to enhance brand image.  
[bookmark: _Toc523841040]3.7 Justification of research methodology
[bookmark: _Toc491531039]The aim of the present research is to explore Indian Attitudes of luxury consumption in the hotel industry by following a case study of Taj Bengal hotel customers. Qualitative analysis of the data collected through interview questions from Taj Bengal hotel customers will serve the purpose of the research adequately providing greater insight on the research topic. For a qualitative research, the research approach adapted by majority of the researchers tends to be inductive meaning that; researchers often try to identify a theory or pattern to follow. Methodical approach is mostly implemented for data collection and analysis (Creswell and Poth, 2017). As Explanatory research attempts to connect or establish a relation between cause and effects in a particular research area, it will help the researcher in understanding the specific reasons behind the customer attitude while identifying specific attitudes. In order to obtain greater amount of data both primary and secondary data collection method will be applied where the interviews will serve as primary data source and the literature review from documents, articles and recordings will act as secondary data source. Random sampling technique will be applied as it will help in omitting bias and serve for a greater database. Qualitative analysis of data involves theoretical analysis and representation of data for satisfying the research hypothesis and Explanatory researches are based served by qualitative data analysis (Lewis, 2015). Hence, the conducting qualitative analysis of data is deemed as fit for the present study. 

[bookmark: _Toc523841041]3.8 Flowchart
Identification of data sources
Data collection from secondary data sources
Data sampling through non-probability method from secondary data sources
Data analysis by qualitative approach from primary and secondary data sources
Outlining conclusions and recommendations to the research













[bookmark: _Toc523841042]3.9 Ethical and legal considerations of the research
Each research study includes various moral and legitimate contemplations. The exploration approach actualized by researcher ought to be devoid of any written falsification and the information spoke to in the examination is ensured under the data protection act (Corey et al., 2014). Just the articles accessible unreservedly to access will be utilized as a part of this study and gathered from the open information base named Google Scholar. The test information found in the articles will be utilized to build the hypothetical structure for investigation only if unreservedly accessible (Sauerwein and Linnemann, 2016). All primary data will be gathered from the participants of research after collecting the written consent from them. In the event of any abuse to the examination subject or misconduct of information and misuse of the convention or any abuse of information that may hurt any individual or to the more noteworthy society, the researcher will be at risk to be subjected for discipline, detainment or punishments under the legal framework (Harriss and Atkinson, 2015).
[bookmark: _Toc523841043]3.10 Expected outcomes of research
The research is expected is to gather deep understanding regarding the Indian consumer attitudes towards the luxury hotels in India. It is hoped that through this research methodology, the outlined research questions will be answered appropriately fulfilling the research aims and objectives. Further, it is expected that a deeper understanding regarding the feelings related to luxury will be perceived. The parameters deciding the feelings regarding luxury from the point of views of both the customers will be understood. In addition, it is hoped that the perceptions of good service quality among the Indian customers staying at Taj hotel related to customer perspective will be understood as well. The researcher expects that the research will identify specific areas or measures that could help in quality improvement in the service area. Lastly, the author expects that the areas of customer satisfaction will be explored elaborately through this research. It is further expected that this study will present itself as fruitful in identifying the specific indicators for satisfaction imploring towards the success of the study. It is hoped that the case study of Taj Hotel will provide a detailed understanding on customer’s perception towards services and brand image of luxury hotels. 
[bookmark: _Toc523841044]3.11 Limitations of the research
As this study uses semi-structured interviews as part of qualitative research method, there will be a challenge to get consent from the Taj hotel to conduct interviews with its customers. Moreover, convincing customers and management people to participate in the interview process will be a difficult task as there may be time constraints for customers that may result to include less number of customers in the study. In addition, customers as participants may not be able to provide relevant information about perception of the service quality at Taj hotel that may end up collecting irrelevant information for the study. Mood and intention of customers may affect findings of the study as it can result to provide false information. 
In order to overcome such challenges, prior consent and approval will be taken from the management at Taj hotel to conduct interview as it will help scheduling the appropriate time and date to conduct the interview. Once the approval is received by the management to conduct the study, a preliminary visit will be made to get connected with customers at Taj Hotel. Formal discussions will be made to introduce prospects about the study and to receive their consent on participating in the interview. Customers may be worried about the personal information to be used for other activities and this is where they might not be willing to participate in the interview. For this issue, consent form will be duly filled and signed that will ensure maintaining confidentiality and safety of the data. 
[bookmark: _Toc523841045]3.12 Conclusion 
Customer satisfaction is highly associated with the service quality in the hospitality and hotel industry. Both are practically two sides of a single coin. Luxury is greatly associated with the sense of comfort for the customers. Luxury hotels normally provide a wide range of services such as hotel stay, banqueting, seminar halls serving for business events, restaurant service, gymnasium and many more. The expectations towards the service quality among customers are rising in the Indian economy as the economy is prospering. Therefore, the hotel industry on a large part needs to change their strategies for business with changing times. It is hoped that this study will help in fulfilling these needs of the hotel industry.
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1. [bookmark: _Toc521025923]Introduction
Customer satisfaction has always been the key to the success of luxury hotels serving in the hospitality industry (Goeldner et al. 2000). Organizations in the hospitality industry are striving hard to provide quality customer service so to maximize customer satisfaction and experience as it leads to make customers loyal for the hotel and helps establishing positive brand image in the market. There has been range of researches that suggests direct relationship between service quality and customer satisfaction especially in the hospitality industry. This paper presents a critical review on an article “Service quality and customer satisfaction: qualitative research implications for luxury hotels” by Carol Lu et al. (2015) published in International Journal of Culture, Tourism and Hospitality Research. This chosen article has a well-documented number of literatures to support the purpose of the study that is to evaluate how service quality offered by the management and staff at luxury hotels results in customer satisfaction. Considering a critical view of the study, chosen article also highlights disparities between offerings at the hotels and customer’s experiences. This study aims to make a critical review of the selected article to understand the philosophy and theoretical perspective being employed in the article which explored service quality and customer satisfaction. This study also examines the data collection methods used in the article and provides critique of the methods used by the authors to support their aims of the research. 
2. [bookmark: _Toc521025838][bookmark: _Toc521025924]The philosophy and theoretical perspective being employed
2.1. [bookmark: _Toc521025839][bookmark: _Toc521025925]Understanding Interpretivist Research Philosophy 
In the context of social research, interpretivist philosophy is considered as the most relevant research philosophy that uses semi structured interviews or participant observation in a qualitative study. Purpose of focusing on interpretivist philosophy in a social research is it helps a researcher to interpret range of elements in a study that can be highly useful to construct a qualitative outcome of the research. As stated by Denzin and Lincoln (2005), social constructions are focused in interpretivist approach where language, shared meanings, emotions and opinions are considered vital as relevant and reliable information during data collection process. It focuses on semi structured interviews or observation tools to collect information. A researcher following the interpretivist philosophy considers that individuals are complex and there are differences in understanding the same reality by different people. Having such differences in thoughts, understanding and experience of individuals, positivism or scientific method can’t always be an appropriate way to adopt in the research.
Research Philosophy Adopted in the Article 
In the selected article, authors have clearly demonstrated the use of interpretivist philosophy where they have conducted interviews with managers of the luxury hotels in Taiwan. In addition, semi structured interview was also conducted with guests or customers of luxury hotels to provide better understanding of their perceptions of luxury services at hotels. 

Reasons to Adopt Interpretivist Philosophy 
The article has demonstrated positivism philosophy adopted by the authors. As the study is based on investigating relationship between service quality of luxury hotels in Taiwan and its impact on customer satisfaction, authors have considered the role of customers or guests as a key to collect information about their experience on quality service of luxury hotels. In addition, purpose of using interpretivist philosophy in the research was to make optimum use of management theories such as marketing communication, service quality, consumer satisfaction and behavior. Integrating range of articles and academic work in these areas, articles has demonstrated interpretivism philosophy in an appropriate manner (Taylor, Bogdan, and DeVault, 2015). Authors didn’t want to interfere in any theory or the concept rather they have used them to relate the research objective of the article with customer satisfaction. Observation on the findings of previously done research papers, articles, journal and books have been used to interpret research questions in the article selected.  

Grewal et al. (2010) have suggested that there are two research approaches to conduct a study and those are inductive or deductive approach. The researcher of the study has chosen the deductive approach for conducting the primary research. The deductive approach is highly beneficial for assisting the research study as it mainly focuses upon collecting the most credible and significant data and enhance the knowledge of the researcher for effectively outlining the research issues along with finding appropriate solutions. As the researcher does not tend to use any hypothesis, the deductive approach is more reliable compared to the inductive approach for conducting this research work. Hence, in order to assess the relation between service quality and customer satisfaction including their influence upon each other, the researcher tends to choose and implement the deductive approach and conduct the research successfully. 
On such grounds, it can be considered that authors wanted to present observational study rather any hypothesis-based study to test. To present a qualitative study based on the theoretical support by literatures and further observation using interviews, authors have selected deductive approach and positivism philosophy so that the relationship between service quality by luxury hotels and customer satisfaction could be demonstrated effectively. 

2.2. [bookmark: _Toc521025840][bookmark: _Toc521025926]Theoretical Perspective Employed in the Article 
Service quality 
According to Parasuraman et al. (1985), service quality is something that differentiates customers’ expectations for service to be received from the service provider and actually perceived service received. In the context of hospitality industry, luxury hotels have almost similar facilities and offerings for their customers however what makes them differentiate with each other is the quality of services offered to valued customers that ultimately leads to customer satisfaction (Mohsin and Lockyer, 2010). Ineson et al. (2011) have considered passion and attentiveness of employees or hotel staffs as they key for luxury hotels to deliver quality services. Customers at luxury hotels who receive excellent quality service by the staff always rate or rank the hotel above than the other that itself support the hotel to create value among customers making them to become their loyal customers. On the contrary, as per the research by Al Khattab and Aldehayyat (2011), it was found that quality received that was the main reason for customers to rank low to the hotel than their expectation. It suggests that hotel mangers require more attention and focus to be paid to the physical aspects of the service quality over to intangible value. This is where it was observed in the study that facilities, physical appearance at the hotel, employees’ behavior and appearance, associated materials etc are more valuable to strengthen service quality perception among customers.  
Customer satisfaction 
Another important theoretical perspective employed in the article is customer satisfaction which is largely influenced with service quality of luxury hotels. Ramseook-Munhurrun and Naidoo (2011) & Sudin (2011) have investigated in their quantitative studies that customer satisfaction can be predicted by the service quality delivered. Most commonly, satisfaction has been considered as a mean that enhances perceived value goods or services among customers that develops close relation between the customers and the hotels and therefore leads to retain customers as competitive benefit in the market (Wicks and Roethlein, 2009).
Higher customer satisfaction itself represents greater level of service quality delivered to customers as compared to expected quality. A customer at hotel perceives superior quality of services to be received at luxury hotels however; if the service quality received is much higher than the expected it acts as a multiplier to increase customer satisfaction. On the other hand, if actual deliveries of services are lower or poor than the expected, it makes customers dissatisfied. As per the study by Wu and Liang (2009), customer satisfaction is achieved through pleasant environment, excellent service quality and positive experience at the luxury hotels. 
Marketing communications and branding
The researcher refers to the theory of Marketing Communication for identifying the main factors associated to the variables, service quality and customer satisfaction in the hospitality sector. Te theory suggests that brand identity of the chosen luxury hotel influences the brand identity of the organization. The researcher implemented the theory of Market Communication and found that the customers are more prone to rely upon the services provided by the international companies for their brand image. As a result, the service quality is also being standardized by the organizations of the hospitality sector, enhancing the level of satisfaction among their potential group of customers. 
The model of Marketing Communication comprises of six steps that guided the researcher to understand the factors for enhancing service quality. The researcher utilized the model of Marketing Communication for understanding the brand positioning, campaigning, promotional strategies, social-media tools and campaign management of the luxury hotels form the information provided by the managers in the interview (Johansson and Carlson, 2015). The Attention, Interest, Desire and Action also known as AIDA mode has also being referred to in the theory of Marketing Communication. This specific Model of AIDA assisted the researcher to perceive the marketing aspects of the selected luxury hotel of Taiwan. It is known from the study that AIDA model is helps in the marketing of the hospitality industry-based organization like the luxury hotels, for attracting the customers through better communication and advertisements regarding their high-quality services (Ineson et al. 2011). This again is consistent with the satisfaction of the customers. Therefore, implementation of the Marketing communication theory and its related models are necessary for having a better perception of the link between customer satisfaction and the quality of the services offered by the luxury hotels.  
This research mainly conducted primary research for understanding the relationship between the two selected variables. The quality of the services provided by the hospitality sector highly influences the purchasing behavior of the customers. This is mainly due to the satisfaction index of the customers form the provided services. This proves that service quality affects the satisfaction level of the customers. In order to provide better evidence, the researcher needs to emphasize on the two variables and analyze the available data regarding service quality and customer service. Therefore, conducting primary research is the most effective methodology for this study, as it would provide facts from real life scenario. However, the study also involves secondary data analysis for better framing of the research topic and dealing with the variables in more depth. 
According to Hansen and Wänke (2011), qualitative research enhances the personal knowledge and experience of the researcher enhancing better perception regarding the scenario of the research topic. Furthermore, the data from qualitative research offers more fair facts and reliable knowledge, particularly with the strategy of interview. While conducting the personal interviews of the managers, the researcher would be able to read and observe the facial expressions of the managers, which would also provide a scope for better communication through direct interactions, making the research more authenticated. 
3. [bookmark: _Toc521025841][bookmark: _Toc521025927]The data collection method(s) used
In this article, the researcher analyzed that service provided to customers in luxury hotels is appreciated by their customers. In this article, the researcher has properly managed time and space. This helped the researcher to collect the data efficiently and complete the research project to attain the objective of the research paper. 
In words of von and Gamper (2017) data collection method is defined as the process of collection of data and measuring the overall outcomes obtained by collecting data from random or non-random variables. As stated by Meinecke et al. (2017), data collection method is one of the most important methods to obtain an efficient and effective outcome related to the topic to discussion. From the above statements, it can be assured that data collection is the critical part to obtain any outcome of any research project. Data collection can also be termed as technique in which data is gathered to obtain most effective outcome from the overall research project. The technique used for data collection is directly responsible for obtaining the outcome as per desired in the objectives of the research paper. 
Schöne et al. (2017) suggest that main aim of data collection is to capture relevant data related to the research project and obtain outcome in an efficient manner. This statement depicts the outcome as per desired in the stated objectives of the research paper. Collection of data is considered as critical term because in case if the data is collected in improper manner, then the findings or outcomes obtained will not lead the researcher to attain the objectives of the paper. In case if the methods involved for data collection is not up to mark then the researcher may face difficulty in capturing and managing the collected data. This can also lead in collecting misguided information, which will result in failure of overall research project. 
In this article, the researcher has collected data by using semi structured interviews. In semi structured interviews, the researcher is free to ask the questions and explore the interviewer to obtain an effective outcome in an effective manner. In this type of data collection method, the researcher comes with the list of questions related to the topic. The researcher analyzes the overall outcome obtained from the collected in order to achieve the objectives of the research project. In this article, the researcher has collected data from selected participants that include guests and mangers in order to understand the nature and behavior of customers in both manager and guests’ perspective. In order to obtain an effective analysis report, the researcher has selected 31 5-star luxury hotels. In this article, the researcher conducted interview for 4 managers of 5-star hotel. 3 managers agreed for interview were of Northern Taiwan and one from Central Taiwan.
On first contact, the researcher contacted the manager by sending email in Chinese and English language. This resulted in obtaining the most effective and efficient outcome from the research project. The source of collection of data is greatly identified from ‘Star Rating’ website in order to understand and identify the major 5-star hotels for collection of data in an effective manner. It can be deduced from this statement that the researcher had faced a lot of difficulty in completing the research project in an effective manner. Meta-analysis method is a powerful technique designed to summarize the overall results of multiple studies in an efficient manner and obtain the most effective outcome (Gogtay and Thatte, 2017).
4. [bookmark: _Toc521025842][bookmark: _Toc521025928]A critique of the methods used
Research methods can be considered as the methods implemented in order to conduct the research in an efficient and effective manner that results in enhancing the overall outcome of the research project. In words of Patten (2017) research methods are the techniques that lead the researcher to obtain the outcome as per desired in the objectives of the research paper. As argued by Creswell and Poth (2017) the researcher need to implement the most efficient research methods in order to obtain the outcome as per desired in this research paper. The ‘philosophy of positivism’ is based upon true evidences and real facts, therefore, is of great support for the researcher to analyses the information related to the facts of customer satisfaction and quality services.
In this article, the researcher has conducted semi-structured interviews for the visitors of luxury hotels and questionnaire for hotel general managers. Semi structure interviews can be defined as the qualitative method for combining pre-determined set of open questions and later analysis of all the data is done. Semi structured data confronts the formal structure of the data models related to the data base or other forms of data tables. As stated by Fonville et al. (2017), semi structured interview can be termed as the mixture of structured and non-structured interviews. This statement conveys that the message that proceeds in evolving to interviews. In words of Young et al. (2017) semi structured interviews is one of the most commonly used techniques in the research paper in order to collect data and obtain the outcome in an effective manner. 

The data collection process involves collection of both primary and secondary data and accordingly obtain the outcome with respect to their overall objectives as per targeted. As stated by Meinecke et al. (2017), data collection process can lead to determine the overall outcome of the research project in an effective manner. In words of Schöne et al. (2017), data collection method is one of the most critical point as it is directly responsible for obtaining the outcome as per desired in the research paper. As argued by Creswell and Poth (2017), data collection not only results in obtaining the outcome of the research paper, but it also deals with increment in overall effectiveness of the research paper. Based on the argued statements it can be deduced that the researcher need to collect data with proper care so that the individuals will easily be able to undergo overall operations in an efficient manner. In this article, the researcher has mainly targeted two sources for collection of data in order to obtain outcome in an effective and efficient manner. The source of collection of data is greatly identified from ‘Star Rating’ website in order to understand and identify the major 5-star hotels for collection of data in an effective manner. 
In this article, the researcher would have faced issue while convincing the managers of luxury hotels to participate in interviews and obtain the most efficient outcome. As the researcher has selected the managers of rich hotels for conduction semi structured interview in order to determine the overall outcome of the research project. Based on the collected data, it is very important for the researcher to collect overall information in an efficient manner. In this article, the researcher has selected qualitative type of research in order to pertain and investigate by implementation of proper technique to attain the desired outcome. As commented by Rodeo and Lotz (2017), all the issues related to the research paper is analyzed and evaluated with a proper depth in order to attain the objectives of the research paper in an efficient manner. As argued by Brannen (2017), qualitative type of data is gathered from individuals in order to obtain the outcome as per desired by the objectives, which may or might not be appropriate associated to the topic. In words of Levitt et al. (2017), the effectiveness of outcomes obtained from qualitative type of research directly depends on the skills and knowledge of the researcher. This statement suggests that if the researcher does not have proper knowledge and skills regarding qualitative type of research project results in misleading from the desired objectives. 
In this article, the researcher has selected meta-analysis findings in order to analyze the data collected by the researcher. As stated by Beam et al. (2017) meta-analysis is a technique in which statistical analysis of collected data is done from individual studies. Meta-analysis method is a powerful technique designed to summarize the overall results of multiple studies in an efficient manner and obtain the most effective outcome. As argued by Armanasco et al. (2017) meta-analysis findings involve combination of studies that results in overall increment in sample size which results in increment in overall time required for completion of the research paper in an efficient manner. From both of the statements, it can easily be deduced that by implementation of meta-analysis method, the researcher obtained the most effective outcome, but it has demerit that it took more and overall budget for completion of the desired project. 

As commented by Wright et al. (2017), while completing qualitative type of research project, it is very difficult for the researcher to assess and demonstrate the data collected by the researcher. Glaser (2017) added to this statement that data interpretation and analysis of the collected data is very much difficult time consuming on comparison to other type of research. It can be deduced from this statement that the researcher had faced a lot of difficulty in completing the research project in an effective manner. In words of Holloway and Galvin (2016), sometimes qualitative type of research is not expected and understood by some communities. This means for carrying out qualitative type of research, the researcher need to focus on attaining the objectives of the research by analyzing the steps of methodologies thrice. As argued by Bernard et al. (2016), qualitative type of research involves risks related to loss of data collected by the researcher. According to this statement, it can be deduced that the researcher of the given article would have faced an issue regarding preservation of the data collected by the researcher. 
5. [bookmark: _Toc521025843][bookmark: _Toc521025929]Strengths & limitations of Qualitative Research Article
Strengths 
There are several advantages or strengths of qualitative research those were considered essentially by the authors in the article. As authors were mainly focused on conducting deductive research adopting qualitative research method, this article has successfully demonstrated human involvement as part of the data collection process. For this purpose, qualitative research method adopted by the authors has involved conducting interviews of mangers at a luxury hotel and customers to understand their view of service quality and its relation to customer’s satisfaction. According to Chalhoub-Deville and Deville (2008), it was argued that qualitative research methods are widely used to achieve deeper insights into issues related to service quality and its impact on customer satisfaction as it helps authors to understand the language of the participants and make effective interpretation of the opinions or responses. Another important strength of qualitative research article is that it enables researcher to understand human behavior, responses, and opinion and viewpoints on specific settings. This was the purpose of the authors in the article selected to conduct a qualitative research and collect human experience of customers on service quality of luxury hotels in Taiwan. In this qualitative research article, customer’s response and experience on service quality and employee’s responsiveness to provide quality service were investigated where the authors have analyzed customers’ perceived value of the hotels and actual services received. According to Cohen, Manion and Morrison (2011), interviews and participant observation are the most commonly used method for collecting data that makes authors to successfully conduct a qualitative research. 

Limitations 
Although qualitative research is a most efficient way of conducting a research that aims to involve human participants to collect data and to interpret the observation, but it has major drawback associated as it is a time-consuming process (Corbin and Strauss, 2008). Qualitative research method based on interviews may take time to approval from participants to participate in the interview as well as time making data collection and data analysis. Sometimes, it may take months to conduct the interview and collect relevant information. Also, during the time of interview, the mood and emotions of the interviewee may affect the quality of the response which may affect the overall findings of the research and deviate from the objectives of the study (Choy, 2014). There is no validity or verification tool to verify the responses of the respondents. The whole study is based and therefore qualitative research may not produce required or effective outcomes. In the article, interviews were used to collect data in an open-ended format where interviews are free to answer as per their state of mind. In such situations, participants may hold more control on responses. This position may leave researcher in a position to verify the responses and thus outcomes or the findings may be negatively affected. 
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