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INTRODUCTION
INTRODUCTON
The Indian tourism and hospitality industry has emerged as one of the key drivers of growth among the services sector in India. Tourism in India is a potential game changer. It is a sun rise industry, an employment generator, a significant source of foreign exchange for the country and an economic activity that helps local and host communities. India is a tourism product which is unparalleled in its beauty, uniqueness, rich culture and history has been aggressively pursuing the promotion of tourism both  internationally as well as in the domestic market.
Indian tourism industry is thriving due to an increase in foreign tourist arrivals and  greater number of Indians travelling to domestic destinations than before. In the past  few years the real growth has come from within the domestic sector as around 30  million Indians travel within the country in a year. India’s demographic dividend of a younger population compared to developed countries  is leading to greater expenditure on leisure services. Travel and tourism sector’s  contribution to capital investment is projected to grow at 6.5 per cent per annum during  2013-2023, above the global average of five per cent.
In today's modern competitive, fast paced and global economy, a company has to consider its customers more than ever. The increasing power of the customer and fierceness of the competition mean that many organizations are seeking their marketplaces and profit margins eroded. The challenge for business today is to move from product orientation to customer focus. This is becoming more difficult because now customers are increasingly sophisticated, educated and well informed. They have high expectations of the service they want to receive Total care of the customer can only be achieved when the need of the internal as well as external customers is considered. A good customer service meet customers' expectation which is influenced by such factors as competitive pricing, employees courtesy and behavior, desired customer value, service quality. However, a trained employee tries with heart and mind to ensure the best possible service for the customer. Further, this study was to investigate the factors affecting the level of customer satisfaction and thereby improving the quality of services and products.
Akbar Travels of India is the largest Travel Company in India in terms of number of IATA approved Branches, staff strength and business turnover. Flight bookings have been made simpler than ever after Akbar Travels launched its Travel Portal, Akbar travels online.com, in 2007. The portal has been successfully assisting the passenger to book cheap flight tickets both in National and International sectors. With effect from 12th March, 2014 the name of the travel portal has been changed to 'Akbartravels.com'.
After years of successful operations since 2007, akbartravels.com is poised for greater growth. In addition to strengthening its existing services to customers and travel partners, many new travel- related products are added to the web site. IRCTC e-train tickets are now open for booking and a number of travel agents who have signed up as partners are taking advantage of this feature.
1.1 STATEMENT OF THE PROBLEM 
To provide excellent service, an organization needs to exceed customer expectations. An important factor in providing good service is to keep promises always and not to guarantee things that cannot be delivered. The main reason behind the research is to measure whether the current situation of customer service was satisfactory of company Akbar Travels. Furthermore, to consider the possible way that can be improved. The company Akbar Travels is small size Travel Company that sells airline ticket and a few additional services to the customers. In this modern internet era, a non-internet based travel agency as like Akbar Travels need to very strategic to make a good impression in front of the customer. The current customer satisfaction level, factors affecting those satisfactions and customer loyalty factors will be discussed in this study.



1.3 OBJECTIVES OF THE STUDY
· To study the customer satisfaction of Akbar  Travels, Kannur
· To study the perception of customers towards services offered by Akbar Travels.
· To identify the factors influencing consumers to prefer Akbar Travels. 
· To study the overall functions of Akbar Travels 
· To make valuable suggestions to improve the service quality and customer satisfaction of Akbar travels. 
1.4 SCOPE OF THE STUDY
This study helped me to understand the tourism Industry, factors influencing  tourists to prefer Akbar Travels. Akbartravels.com is a leading online travel portal in India. A division of the nation’s largest homegrown travel company, Akbar Travels of India, the website was launched with the ambitious aim of bringing the world to India and taking Indians to the world.
1.5 RESEARCH METHODOLOGY
The methodology followed for conducting the study includes the specification of research design, sample design, questionnaire design, data collection and statistical tools used for analyzing the collected data.
 Research design
The research design used for this study is of the descriptive type. Descriptive research studies are those which are concerned with describing the characteristics of a particular individual or a group.
Sample size
The sample sizes, consisting of 50 respondents were selected for the study.


Data collection   
Primary data- questionnaire, personal meetings, interview method with the concerned people will be used to collect the primary data.
 Secondary data- collected from various referred books, National & international Journals, newspapers, government reports, publications from various websites which focused on various aspects of aviation industry.
Techniques of analysis
The information for research is collected through the questionnaire from the sample size formulated by the way of sampling method among customers of  Akbar Travels. 
The data collected from the respondent is analyzed by the way of simple percentage method.
Percentage analysis
Percentage analysis refers to special kind of ratio percentage used in making comparison between two or more series of data to describe the relationship. Percentage can also be used to compare the relative term, the distribution of two or more series of data
% =number of respondent*100/total number of respondent
1.6 LIMITATIONS OF THE STUDY
Utmost care has been taken with regard to the collection, classification and analysis of data. However the study is subjected to the following limitations.
· There were hardly any previous studies on the topic and  lack of secondary sources and hence it was a great challenge to deal with a fresh topic.
·  The sampling population was limited.
· Inadequacy of time was a constraint.
· The replies of the respondents maybe biased.
· The behaviour of the customer is unpredictable which may result in the lacking of accuracy in the data.
1.7 CHAPTER SCHEME 
CHAPTER 1: INTRODUCTION
The first is the introducing chapter. It includes a brief introduction of the topic, significance of the study, statement of the problem, objectives of the study, scope of the study, research methodology and limitation of the study. 
CHAPTER 2: REVIEW OF LITERATURE
The second chapter contains the survey of available literature pertaining to the study.
CHAPTER 3: THEORETICAL FRAMEWORK
This chapter includes an overview of hospitality industry. 
CHAPTER 4: DATA ANALYSIS AND INTERPRETATION
The fourth chapter deals with data analysis of the study. 
CHAPTER 5: FINDINGS, SUGGESTIONS AND CONCLUSIONS
The concluding chapter presents the findings, suggestions and conclusions of the study. 







CHAPTER – II
REVIEW OF LITERATURE
2.1 REVIEW OF LITERATURE 
According to Peter Drucker, “customer satisfaction is the key to success in a business. It is the only way to determine whether the business has achieved its goal. It is the mission and purpose of the business” Customer satisfaction may include such factors as the quality of the product, the quality of the service provided, theatmosphere of the location where the product or service is purchased, and the price of the product or service
(Claudio & Lindsay, 2020) The educational benefits of travel, beginning with the literature on study abroad. Learning outcomes have been found from the travel portion of the study experience, and some research has found that out-of-class experiences were the most impactful portion of study abroad. Personal growth, increase in life skills, and knowledge also result from independent international travel, as well as “objectiveless” travel. (Matthew & James, 2013)
Bhatia A.K (1982) explored some important concepts of tourism and emphasized on the contribution of tourism as an important factor in the prosperity of any nation and also deals with planning, organization, marketing, research etc. on tourism in India. (A.K, 1982) 
Badan B.S. (1997) in his study explained tourism in South India and also explained about the tourist products in South India. The destinations of Tamil Nadu like Mamallapuram, Kancheepuram, Tiruchirappally and the attractions in the respective destinations have been dealt.(B.S., 1997)
 Bhatia A.K. (1997) study analyzed the need for marketing in tourism and ways of marketing of tourism and suggested that marketing with its focus on identification of markets, products, planning and communication is an area in which numerous tourism issues and great future potential exists.(A.K., 1997) 
Batra and Dang Wal (2000) in their study suggested that the complex nature of tourism phenomenon implies that various academic disciplines are involved in its study. Some basic disciplines such as economics, psychology, sociology and geography contribute a great deal.
Certain newer disciplines of management and marketing have been introduced and play a significant role. (Batra & Dangwal, 2000)
Tourism education plays a major role in preparing students to gain professional and practical skills required by the tourism industry. Given that the tourism industry is a labor-intensive sector, it is undeniable that practical training is as important as theoretical training. In tourism education practical training is necessary for students to find the opportunity to apply what they have learned into practice and to develop personal skills and abilities. In this study, it is aimed to reveal the importance of practical training in tourism education. A qualitative research model was used to collect in-depth data from students through semi-structured interviews, self-reports and discussions via social media. The multiple data was analyzed thematically. The study group consisted of 20 senior students from Near East University, School of Tourism and Hotel Management. Practical training is an important part of tourism education programs in which the students figure out their role as a potential employee in the real workplace as well as gain skills and abilities in the tourism industry. (Saner, 2016)
Customer satisfaction helps to understand the extent to which the performance of the product or service met the customer expectations. If the performance is below the expected levels of the customer, he/she is dissatisfied. If the performance is at par with the expectations, the customer is satisfied and if the performance is above the expectations of the customer, he/she is delighted. The probability of repurchase and customer loyalty is high if tests
omer is delighted with your service. Philip Kotler (2000) defined satisfaction as: “a person’s feelings of pleasure or disappointment resulting from comparing a product’s perceived performance (or outcome) in relation to his or her expectations”






CHAPTER – III
PROFILE OF THE STUDY
3.1 PROFILE OF THE STUDY
INDUSTRY PROFILE
Travel Agent: "A person, firm or corporation qualified to provide tours, cruises, transportation, hotel accomodations, meals, transforms, sightseeing and all other elements of travel to the public as a service". The scope of the functions of a modern travel agency has widened greatly over the years and specially after the introduction of the jet air travel. The scope of the activities of the travel agent with reference to modern tourism can be described as follows: "to give  advice to the potential tourist on the merits of alternative destination and to make necessary arrangement for a chosen holiday which may involve the booking of accommodation, transport or other relevent seruices. The travel agent accummulates knowledge, expertise and contacts with those who provides services. Thus, this is, sometimes an invaluable intermediary.
The need for a travel agency had arisen because travel in •foreign countries was complicated and the various components of a trip had to be laboriously assembled to suit the requirements of the traveller. Moreover, the travel agents are helping the tourists in all fields.
The best use of travel agency for a tourist who comes to India or visits any country is in making best use of time and money at its disposal. It is a source of advertisement media for a country. When the tourist will go back to their native lands happily and satisfied, the country will receive more tourists. In result the economic and social condition of the country will improve by earning more foreign currency from tourists. Travel agency provides other services to the clients according to the travelling need within the country or outside the country. It helps in the booking of air seat, reservation, booking of hotel room, purchasing of railway ticket, arrangements of ground transportations, provide services related to passport, visa, foreign exchange, insurance services etc. The working of travel agency depends upon the capacity of travel agency. Some times it provides the complete travel services to the clients and some times limited. In holidays masses of tourists move to various destinations, for them travel agency is the best place which provides complete travel informations to the clients under one roof.
Travel agency also preiF'ares package tours of different types like Special Interest Tours, Incentive tours, Educational tours, Conferences, Resort holidays, Motor coach tours. Cruises, Night tours and Excurssions. The travel agency sells the tourism products of the country. Travel agency attracts the tourists by advertising the tourist attractions of the country. Travel agency plays a significant role in the national integration an international understanding. It provides employment opportunities to the people. Travel agency exploits the design of the people, culture and way of life to visit the various attractions present in the country.
History 
Travelling is a very old phenomenon. In the previous days the people used to go to other places in search of food, pigrimage or visiting new places by carts, bullock carts, camels and dolis. They stayed at sarais and dharmshalas and also some times in temples and other places they were provided food by the priest of the temple. In inodern time they all are converted into modern star hotels and transport operators providing luxuries facilities.
The travel agency business started first by Thomas Cook and American Express Company. Travel agency does not have a long history. On June 9, 1841 Thomas Cook walked fifteen miles to a temperance meeting at Leicester. On this journey he concieved the idea of hiring a train to, take his fellow members of the temperance society.
Thomas Cook put his idea into operation and he organised a tripof570 passengers by train. It was the first time that an agent bought the railway tickets in bulk and resold them to the members of his group. This venture was soon followed by excursions to various other places and in 1843, 3000 school children were taken to a trip from Leicester to Derby in England.

Origin
The modern travel agency first appeared in the second half of the 19th century. Thomas Cook, in addition to developing the package tour, established a chain of agencies in the last quarter of the 19th century, in association with the Midland Railway. The first ever tour organised was from Southborough to Leicester carrying 500 passengers – 12 miles journey for 1 shilling. They not only sold their own tours to the public, but in addition, represented other tour companies. Other British pioneer travel agencies were Dean & Dawson, the Polytechnic Touring Association, and the Co-operative Wholesale Society. The oldest travel agency in the United States is Brownell Travel; on July 4, 1887, Walter T. Brownell led ten travelers on a European tour, setting sail from New York on the SS Devonia.
Travel agencies became more commonplace with the development of commercial aviation, starting in the 1920s. Originally, travel agencies largely catered to middle and upper class customers, but the post-war boom in mass-market package holidays resulted in the proliferation of travel agencies on the main streets of most British towns, catering to a working class clientele looking for a convenient way to book overseas beach holidays
Operations
A travel agency's main function is to act as an agent, selling travel products and services on behalf of a supplier. Consequently, unlike other retail businesses, they do not keep a stock in hand. A package holiday or a ticket is not purchased from a supplier unless a customer requests that purchase. The holiday or ticket is supplied to the agency at a discount. The profit is therefore the difference between the advertised price which the customer pays and the discounted price at which it is supplied to the agent. This is known as the commission. In many countries, all individuals or companies that sell tickets are required to be licensed as a travel agent.
In some countries, airlines have stopped giving commissions to travel agencies. Therefore, travel agencies are now forced to charge a percentage premium or a standard flat fee, per sale. However, some companies pay travel agencies a set percentage for selling their product. Major tour companies can afford to do this, because if they were to sell a thousand trips at a cheaper rate, they would still come out better than if they sold a hundred trips at a higher rate. This process benefits both parties. It is also cheaper to offer commissions to travel agents rather than engage in advertising and distribution campaigns without using agents.[citation needed]
Other commercial operations are undertaken, especially by the larger chains. These can include the sale of in-house insurance, travel guide books, and public transport timetables, car rentals, and the services of an on-site bureau de change, dealing in the most popular holiday currencies.[citation needed]
A travel agent is supposed to offer impartial travel advice to the customer. However, this function almost disappeared with the mass market package holiday, and some agency chains seemed to develop a "holiday supermarket" concept, in which customers choose their holiday from brochures on racks and then book it from a counter. Again, a variety of social and economic changes[which?] have now contrived to bring this aspect to the fore once more, particularly with the advent of multiple, no-frills, low-cost airline
Agent
An agent is a person acting for, or employed by, the principal. If a company appoints another person to act for it in the course of business, that person becomes the agent, whether the appointment is full-time or part-time and whether or not the agent receives a fixed salary or a fee from the company. In a travel agent, any individual director or employee or a self-employed person acting for the travel agent is an agent of the company.
A travel agency is a private retailer or public service that provides tourism related services to the public on behalf of suppliers such as airlines, car rentals, cruise lines, hotels, railways, and package tours. In addition to dealing with ordinary tourists most travel agencies have a separate department devoted to making travel arrangements for business travelers and some travel agencies specialize in commercial and business travel only. There are also travel agencies that serve as general sales agents for foreign travel companies, allowing them to have offices in countries other than where their headquarters are located.
3.2 CUSTOMER SATISFACTION 
CUSTOMERS
Traditionally “market” was a physical place where buyers and sellers gathered to buy and sell goods. According to the modern concept, market is a group of potential customers for a particular product who are willing and able to spend money or extinct other resources to obtain the product. Marketing is the performance of business activities that direct the flow of goods from producer toconsumer.
A customer refers to individuals or households that purchase goods and services generated within the economy. The word historically derives from custom meaning habit; a customer was someone who frequented a particular shop, who made it a habit to purchase goods there, and with whom the shopkeeper had to maintain a relationship to keep his or her custom meaning expected purchases in the future. Customer needs may be defined as the goods or services a customer requires to achieve specific goals. Different needs are of verifying importance to the customer. Customer expectations are influenced by cultural values, advertising, marketing and other communications,both  with  other sources. Both customer needs and expectations may be determined through interviews, surveys, conversations, data mining or other methods of collecting information. Customers at times do not have a clear understanding of their needs. Assisting in determining needs can be a valuable service to the customer. In the process, expectation may be set or adjusted to correspond to known product capabilities or service
Customer Types and Characteristics 
The information below is designed to provide broad guidance regarding potential ‘customer types’ and ‘characteristics’ within Customer Service. It is in no way designed to be an exhaustive list. 
There are two main types of customer: 
An external customer is from outside the organization providing the product or service 
An internal customer is in the same organization as the person who is providing a product or service to an external customer 
Customers, whether external or internal, have a number of characteristics which may include the following: 
1.Demographics males/females/both young school children /teenagers/young adults/middle aged/elderly individuals/couples/groups/families with children the local area/the wider city or town/urban/rural/others parts of the country/other parts of the world other such as cultural/ethical/religious 
2. Service access requirements weekdays/weekends seasonal/term time/holidays before 9am/mornings/lunchtimes/afternoons/evenings 
3. Travel mode car/van bus/train/tram/taxi foot bicycle/motorbike
4. Method of communication face-to-facein writing on the telephone via the internet/social networking 
The definition of customer satisfaction is very simple.  A customer is satisfied his or her needs, real or perceived, are met or exceeds.  So how do you know what the customer needs, wants and expects.  In general satisfaction is a person’s feelings of pleasure or disappointment resulting from comparing a product’s perceived performance (or outcome) in relation to his or her expectations’.  You just ask and then you provide what customer wants and more.  Quality and services are the means to the end of satisfaction and retention.  Your overall goal in business should not be produce a satisfied and loyal customer who will stay with you over time.  Therefore, providing high quality and superior customer service are given where you consider your ultimate goal.
The link between customer satisfaction and customer loyalty is not proportional.  Suppose a customer satisfaction is related on a scale from one to fine at a very low level of customer satisfaction (level 1), customers are likely to abandon the company even bad mouth it.  At levels two to four, customers are fairly satisfied but will find it easy to switch when a better offer comes along.  At level five, the customer is very likely to repurchase and even spread good word of mouth about the company, completely satisfied customers are six times more likely to repurchase products over the following 18 months then its very satisfied customers.


THE BENEFITS OF MEASURING QUALITY AND CUSTOMER SATISFACTION
The benefits of measuring quality and customer satisfaction can be summed up as follows.
1. Measurement provides people with a sense of achievement and accomplishment which will then be translated into superior service to customer.
2. Measurement provide people with a baseline standard of performance and a possible standard of excellence which they must try to achieve, which will lead to improved quality and increased customer satisfaction.
3. Measurement offers a performer immediate feedback, especially when the customer is measuring the performer or providing company.
4. Measurement tells you what you must do to improve quality and customer satisfaction and how you must do it.  This information can also come from the customer.
5. Measurement motivates people to perform and achieve higher level of productivity.
The number of theoretical approaches have been utilized to explain the relationship between disconfirmation and satisfaction.  Many theories have been used to understand the process through which customers from satisfaction judgments.  The theories can be broadly classified under three groups:
· Expectancy disconfirmation
· Equity
· Attribution
Still again there are a number of theories surrounding the satisfaction and service paradigm.  The expectancy disconfirmation theory suggest that consumer for satisfaction judgments by evaluating actual product/service, four psychological theories were identified by Anderson that can be used to explain the impact of expectancy or satisfaction:  Assimilation, contrast, generalized negativity, assimilation-contrast.
1. MEASUREMENT OF SATISFACTION
Some of the theories are discussed in this chapter.  The heart of the satisfaction process is the comparison of what was expected with the product or service’s performance – this process has traditionally been described as the ‘Confirmation/disconfirmation process.  First customer’s world expectation’s prior to purchasing a product or service, second, consumption of or experience with the product or service produces a level of perceived qualities that is influenced by expectation.  If perceived performance is only slightly less then expected performance, assimilation will occur, perceived performance will be adjusted upward to equal expectations.  If perceived performance lags expectations substantially, contract will occur, and the shortfall in the perceived performance will be exaggerated.
Satisfaction can be determined by subjective and objective factors.  Applying to the hospitality industry, there have been numerous studies that examine attributes that travelers may find important regarding customer satisfaction.  Service quality and customer satisfaction are distinct concepts, although they are closely related.
VARIOUS THEORIES OF CUSTOMER SATISFACTION
Consistency theories suggest that when the expectation and the actual product performance do not match the consumer will feel some degree of tension.  In order to relieve this tension the customer will make adjustments either in expectation or in the perceptions of the product’s actual performance.  Four theoretical approaches have been advanced under the umbrella of consistency theory:
1) Assimilation theory;
2) Contrast theory
3) Assimilation – Contrast theory
4) Negativity theory
Assimilation theory
Assimilation theory is based on Festinger’s (1957) dissonance theory.  Dissonance theory posits that consumers make some kind of Cognitive comparison between expectations about the product and the perceived product performance.  This view of the consumer post-usage evaluation was introduced into the satisfaction literature in the form of assimilation theory.  According to Anderson (1973), customers seek to avoid dissonance by adjusting perceptions about a given product to bring it more in line with expectation.  Consumers can also reduce the tension resulting from a discrepancy between expectations and product performance either by distorting expectations so that they coincide with perceived product performance or by raising the level of satisfaction by minimizing the relative importance of the disconfirmation experienced.
Assimilation Theory-Criticism
Payton et al (2003) argues that Assimilation theory has a number of shortcomings.  First, the approach assumes that there is a relationship between expectation and satisfaction but does not specify how disconfirmation of an expectation leads to either satisfaction or dissatisfaction.  18 second the theory also assumes that consumers are motivated enough to adjust either their expectation or their perceptions about the performance of the product.  19 A number of  researches have found that controlling for actual product performance can lead to a positive relationship between expectation and satisfaction.  20 Therefore, it would appear dissatisfaction could never occur unless the evaluative process were to begin with negative consumer expectations.
Contrast Theory
Contrast theory was first introduced by Hovland, Harvey and Sherif (1987, 22 Dewas et al (1972) define contrast theory as the tendency to magnify the discrepancy between one’s own attitudes and the attitudes represented by opinion statements.  Contrast theory presents an alternative view of the consumer post-usage evaluation process than was presented in assimilation theory in that post-usage evaluation lead to result in opposite predictions for the effects of expectation on satisfaction.  While assimilation theory posits that consumer will seem to minimize the discrepancy between expectation and performance, contrast theory holds that a surprise effect occurs leading to the discrepancy being magnified or exaggerated.  According to the contrast theory, any discrepancy of experience from expectation will be exaggerated in the direction of discrepancy.  If the firm raises expectation in his advertising, and then a customer’s experience is only slightly less than that promised, the product/service would be rejected as totally un-satisfactory.  Conversely, under-promising in advertising and over-delivering will cause positive disconfirmation also to be exaggerated.


3.3AKBAR TRAVELS 
Akbar Travels of India is the largest Travel Company in India in terms of number of IATA approved Branches, staff strength and business turnover. Flight bookings have been made simpler than ever after Akbar Travels launched its Travel Portal, Akbar travels online.com, in 2007. The portal has been successfully assisting the passenger to book cheap flight tickets both in National and International sectors. With effect from 12th March, 2014 the name of the travel portal has been changed to 'Akbartravels.com'.
After years of successful operations since 2007, akbartravels.com is poised for greater growth. In addition to strengthening its existing services to customers and travel partners, many new travel- related products are added to the web site. IRCTC e-train tickets are now open for booking and a number of travel agents who have signed up as partners are taking advantage of this feature. 
Akbar Travels of India Pvt Ltd is a part of Akbar Group. CMD Mr KV Abdul Nazar a humble gentleman from Ponnani, Kerala built up the empire with his hard work and patience. He is famous as NAZAR BHAI in Airlines and tourism industry in India.
Akbar Travels of India Private Limited operates as a travel agency in India. It offers corporate, flight, hotel, car rental, holiday, cruise, and interstate bus online booking services. The company was founded in 1978 and is based in Mumbai, India with branches in sharjah, Ajman, Ras Al Khaima, and Dubai, the United Arab Emirates. It also has an office in Sharjah, the United Arab Emirates.
Akbar Travels - Growth in India
 The growth from humble beginnings in the year 1978 as a small travel agency specializing in Gulf traffic from India to a well diversified agency providing the entire gamut of travel services was indeed spectacular. Our growth began in the southern Indian state of Kerala. Presently there are 35 branches in Kerala, spanning almost all the districts of God's own country. We also have branch offices in all metro cities of India. In-roads were made into the Northern and Eastern states of India recently, and the response from the travelling community was overwhelming. Currently, Akbar Travels have total of 57 IATA approved Branches and 40 non- IATA offices all over India serving the customers. Akbartravels.com - The Online Booking Portal 
Since 2007 Akbartravels.com has been assisting the passengers to make wise decisions and smart travel plans using the one stop shopping place for their vacation and travel needs. Passengers can get the cheapest Air, Rail tickets and Hotel bookings for both domestic and international destinations. Biggest success of akbartravels.com is in gaining direct access to many of the Low Cost Carriers operating in and out of India. Akbartravels.com is already the leading web site promoting all the no-frill carriers operating domestic flights in India. This success was extended to the international segment by gaining access to low cost carriers operating to Gulf Sectors such as Air Arabia, Air India Express, Bahrain Air and Fly Duabi. With more Airlines added to the list, the website becomes a one-stop-shop for passengers to buy all their tickets. Holiday packages for the budget conscious passenger is promoted on Akbartravels.com website. Excellent holiday packages priced at most affordable rates are available for all tourism hot spots in India and abroad. 
Akbar Travels Corporate Services 
Corporate Travel demands promptness and efficiency. In order to provide all travel related services to this sophisticated travel segment, understanding the requirements of the corporate traveler is of prime importance. Our aim is to provide personalized service through highly trained teams at optimum cost. All auxiliary travel services as required are provided, along with our 24 hours back up service through the Customer Service help desk. Outstanding personal service being our strong point, we assign a well experienced Account Manager to each client to build up knowledge of their specific needs and business related travel requirements. This not only ensures consistency in quality of service, but also provides us valuable insights for individual requirements.	 We provide all services, viz. airline tickets with competitive prices, visa services, foreign exchange, hotels, travel insurance, car pick-up and drops. 


Interstate bus service 
Some of the passengers prefer to take a sleeper bus service direct to their native village, instead of taking a flight to a city, far away from their home town. There is also the problem of getting a confirmed air ticket in the busy season at a reasonable fare. That is when Akbar Travels interstate bus service comes to the help of the passengers. We were the first Travel Agency to get government approval to open Inter-state bus booking counters at the leading domestic and international airports in India. 
Airport Ticketing Counters
For the benefit of passengers who make last minute bookings or changes in their travel plans, Akbar Travels have opened Airport Ticketing counters at three of the leading Airports in India – Chennai, Mumbai and New Delhi. These counters are conveniently located near the Departure area and provide all travel services such as air tickets, hotel bookings, holiday packages, car rental services and e-train tickets.
 Foreign Exchange 
Foreign exchange is an integral part of international travel. All the offices of Akbar Travels are athrized to buy and sell foreign currencies. We have also established foreign exchange counters at many Airports in India for the convenience of the travellers. Car Rental Service Akbar Travels is one of the pioneers among the IATA approved Travel Agents in India to operate car rental service from the domestic and international airports in India. Today, we have well established car hire service from 11 major Airports in India, who offer modern fleet of comfortable cars at affordable rates. These cars are available for Airport transfers, city and out-station travel.
 International Operations 
Akbar Travels started its first overseas branch office in Sharjah, UAE on 15th August, 2006. Now there are 15 well-equipped offices in the UAE and some more offices are in the process of being set up. Within the short span of operations, Akbar Travels in Gulf is already among the top producing agents for most of the Airlines operating in this area. In addition to the strong presence in the retail market, we were able to enter the corporate travel market also in a big way. Akbar Travels Online also has an office in Sharjah. Akbar’s holiday division is also an integral part of the UAE operations. Akbar Travels have also opened branch offices at Doha, Qatar, Muscat in Sultanate of Oman and Jeddah, Riyadh and Dammam in Saudi Arabia. More recently we opened an office in Kuwait. Operations were expanded to the United States of America, when Akbar Travels opened offices in Houston and New York. First Akbar Travels operation in the Far East was established, with opening of an office in Kuala Lumpur, Malaysia. 
Awards and Accolades 
Being a top producing agent for almost all the airlines operating in India, Akbar Travels have been the recipients of various awards and recognitions from the airlines and other suppliers. Over the years we have built up a reputation as a reliable and professional agency and our efforts have been appreciated thanks to the excellent support from our principals. It has been a mutually rewarding relationship all the way.
 Sports and Social welfare 
Our Chairman & Managing Director, Mr. Abdul Nazar’s enthusiasm for Football as a sport coupled with his knack for spotting and nurturing sports talents has lead to the creation of ‘Akbar Travels Football Club’ in 2003. Now the team is in the elite division of All India Super Six Tournament. Akbar Travels Cricket team regularly competes in the prestigious Times Shield Tournament in Mumbai. Along with involvement in sports, Akbar Travels also participates in various social welfare activities. We are involved with measures like empowerment of women, child welfare, educational and cultural activities and various charities for the upliftment of weaker sections of the society.
Increase your income generation
Akbar Travels Online is the leading travel portal for Travel Agents in India. We provide best service and most competitive rates on all services to our Travel Partners. Promoted by Akbar Travels of India, the No.1 Travel Company, we have best deals for domestic and international flights of all airlines. When you associate with Akbar Travels Online, your ability to generate income is multiplied.
ON TARGET 
Increase your booking reliability Akbar Travels Online travel portal is tried and tested since 2007 as a reliable travel web site to book domestic and international air tickets and all other travel services. Benzy Infotech, a sister company in Akbar Group services and upgrades our server to ensure high degree of efficiency at all times.
CUSTOMER SUPPORT
 Increase your ease of booking All operations of Akbar Travels Online are supported by 24x7 customer care support. You can call our Help Desk any time for travel assistance and qualified and experienced staff would be happy to help you.
AKBAR GULF TRAVELS 
· Akbar Gulf Travels of India is the Middle East venture of Akbar Travels of India P. Ltd the parent company for Akbar Group, Head Quartered in Mumbai -the financial capital of India.
· Established in 1978, Akbar Travels presently has over 85 locations in India with offices across the GCC, KSA, Kuwait, Malaysia, UK & USA.
· Since inception in 2006 in Sharjah -UAE, has grown consistently with over 30 branches in the Middle East region.
· Recognized among the top 10 Destination Management Companies in the region.
 Mission	
An unwavering commitment to customer satisfaction leading to a mutually beneficial and lifelong partnership
Objective : 
Complete satisfaction of every traveler that calls on us to Serve as a 'One-stop-shop travel solutions provider that can cater to all corporate and individual requirements
Values	
 Trust, Transparency, Commitment & Passion
User:KuwarOnline/AkbarTravelsOnline
Akbar Travels is a leading travel company in India founded in 1978 with headquartered in Mumbai, Maharashtra.[6] Akbar Travels of India is the largest Travel Agent in India in terms of IATA approved Branches, staff strength and business turnover.Founded in 1978, currently they have a total of 54 IATA and 12 non- IATA branches all over India. The growth from humble beginnings as a small travel agency specializing in Gulf traffic to a well diversified agency providing the entire products of travel services is indeed spectacular. The growth started in the southern Indian state of Kerala and now omnipresent across all metros of India and Middle East. Presently there are 28 branches in Kerala, spanning almost all the districts of God's own country. Internationally, the network is also spread in the Gulf countries in places like Sharjah, Ajman, Ras Al Khaima, Dubai, Doha, Muscat, Riyadh and Jeddah. Akbar Travels is the only Travel company other than airlines to have its presence at more than 16 Airports in India.
The online arm of Akbar travels is akbartravelsonline.com, which is a leading online travel portal in India. The Portal Offers Online Flight, Train, Bus, Car Rental and Hotel Bookings.
AkbarTravelsOnline Products
Calling Itself a one-stop travel company and the most experienced and trustworthy Online Travel Agency in India, Akbartravelsonline.com caters to the web based customers.
International and Domestic - Air Tickets, Holiday Packages and Hotels
Domestic - Bus and Rail Tickets
Private Car Rentals
MICE (Meetings, Incentives, Conferences & Exhibitions)
B2B and Affiliate Services
`These products are offered via the akbartravelsonline.com website, as well as at the 85 plus branches in India and Abroad. All of Akbartravelsonline.com products and services are said to be supported real-time by 24x7 call centers.
Sports and Welfare
Akbar Travels also actively participates in the Times Shield Cricket and Football. In recent years it has been promoted to play in the Elite A Division against the best teams in the country like Air India, Tata Sports club etc. The football team also participates in the Times Shield Football tournament. Along with involvement in sports, Akbar Travels also participates in various social welfare activities.
Profile
We wish to take this opportunity to introduce ourselves AL-AKBAR ENTERPRISES & TRAVEL SERVICES as one of the leading 1st Grade Manpower recruiting agencies in India. We are registered with the Ministry of Overseas Indian Affairs Reg. No. B-0448/MUM/PER/1000+/5/585/1984. Also holding identity Card of Royal Saudi Arabian Embassy-Delhi & Consulate – Mumbai, and other G. C. C. countries. We are also an IATA/TAFI approved Travel Agent. 
We AL-AKBAR ENTERPRISES & TRAVEL SERVICE are a well organized establishment and have been in manpower recruitment field for more than 39 years. We have 11 branches and 5 associate offices in Gulf, organized with computerized data banks in different parts of India, as well as two overseas offices in Riyadh and Dubai, enabling us to select the most efficient candidates from all over the country, to offer our clients a wide range of selection to fulfill their manpower needs exactly as they require. During our loyal service of three decades, we have built a strong base with regular client whose business ranges are:-
We carry out selection of highly qualified staff, Doctors, Engineers, Technicians, Skilled/ Unskilled laborers, the most efficient, responsible and sincere candidates to carry out their duties up to the entire satisfaction of our clients resulting to receive regular orders from our clients for Manpower. Thus we could build up our goodwill with 100 Corporations in the Kingdom of Saudi Arabia itself, and with several Companies in the Middle East. We are recruiting for private companies as well as Government Departments and Ministries. Of course, you will be convinced that dealing with us for your Manpower requirements is more satisfactory to you than any other Agencies.
We therefore, request your good self, if in case you require any manpower to be recruited from India , please don’t hesitate to contact us at anytime. We are always for your kind service. We hope you will give us an opportunity to serve your reputed organization.
About Akbar Travels
Akbar Travels is a leading travel company in India founded in 1978. It has daily buses on over 50 routes across the southern part of the country. It also facilitates bus bookings for all other parts of the country. It is known to be one of the biggest and the best amongst travel operators and is popular for being a reliable tour operator. The growth from humble beginnings as a small travel agency specializing in Gulf traffic to a well diversified agency providing the entire products of travel services is indeed spectacular. The growth started in the southern Indian state of Kerala and now omnipresent across all metros of India and Middle East. With around 30 branches functioning in the native state, Akbar Travels Buses is no more a secluded and shrunk regional travel agency.
Akbar Travels runs between various stations like Mumbai - Hyderabad etc. Enjoy a pleasant journey with simple travel solutions! counter, mobile tickets are available for Akbar Travels. Quick, easy and very convenient! The overall rating of Akbar Travels is 2 stars out of 5 Stars.
The fleet of Akbar Travels consists of Volvo buses which are comfortable and luxurious. It has Semi Sleeper and Air Conditioned Sleeper buses. It operates over 25 bus services on 6 Route daily. Almost all major Indian cities are covered by it. Besides Hyderabad to Mumbai, some of the other routes covered by Akbar Travels are: Hyderabad to Pune, Mumbai to Hyderabad, Pune to Hyderabad, Hyderabad to Solapur, Humnabad to Mumbai, Mumbai to Zaheerabad and Mumbai to Humnabad.
Regular and preventive maintenance is scheduled on regular basis and rigorously monitored to ensure better condition of the Volvo buses for comfort journey. It facilitates bus bookings for all other parts of the country. With help of travel portal website you can now easily make your online bus tickets bookings using simple and effective online bus booking platform. You can book your tickets at the comfort and convenience of your home. People prefer to use Akbar Travels for their bus journeys as they can catch a direct bus to their native village when other means of transport is not a viable option. It has built a reputation for being one of the best tours and travels operator over the last few decades and is known for its quality of service. Hence book bus tickets with Akbar Travels to enjoy vacation.
About international flight booking
International flight booking has became a lot easier these days with the help of online travel portals. They  had a time where we see the air transportation as a wonder. If we notice, we can observe that at least one person from each Indian family who travels internationally for different purposes. In the beginning, air transportation was mainly used for International journey and international fight booking was higher than domestic. The number of international air travelers and airline ticketing for international sectors are increasing day by day due to globalization, Foreign Direct Investment (FDI), international tourism, lack of time to depend on other travel facilities like ship etc., International business, increasing number of expatriates and travel writing etc. Few years back the situation was different, people used to depend on ships for intercontinental travels and it was more time consuming. It took weeks and months to reach in the destination. In this busy living schedule people do not have that much time and patience to spend, so people began to choose flight traveling as it is time efficient. These days the number of leisure travelers is also increasing as we have a large number of people who have a lot of disposable income. Efficient and skilled tour operator, travel agent or airline personnel convert these types of prospective customers in to clients. Now a day's people have much enhanced earning and they are capable and willing to spend for comfort and leisure activities and Airlines are offering tickets in cheap rates and offering deals more regularly because of the tight market and competition. This is also one of the reasons for increased International flight booking. 
With the help of travel portals and mobile apps, we can book airline tickets more easily that early days, this avoids the searching for travel agents in your city, and going to their agency to manually book the tickets and paying in cash. Online portals allows you to pay using credit cards, debit cards, cash cards etc. we at akbartravels.com also offer EMI for booking tickets which is more convenient since you can book your flight now and pay in easy monthly installments. akbartravels.com also have customer support teams / travel desk in selected airports to assist you with the ticketing and boarding process.
International Flights
In 1946 Tata Airlines became a public Limited company under the name Air India. After independence Govt. of India acquired 49% of shares of Air India with the agreement of purchasing an extra 2% share. On June 8 1948 it started the international services from Bombay to London Heathrow Via Cairo and Geneva under the name Air India International. After few years various airlines from India and abroad started operating international services from India and return. Some major International airlines are listed below.
About domestic flight booking
These days the number of domestic flight booking has been increased a lot. Because most of the airlines provide low ticket rates, many people started to travel by air since the airline ticket charge is almost equal to premium train tickets. Unlike early days flight booking is now much easier with the use of online ticket booking using internet and mobile apps. passengers have the facility to compare domestic fares and they can make the most cheap domestic flight booking with any online travel portal or through airline's web site.
Early years passengers had to go to any travel agent in order make flight booking and he had to make cash payments. There were only few travel agents, so the travelers had to take some effort for airline transport facility. The passenger had to carry a manual ticket with several pages while traveling. But the situation has been changed now. Online ticket booking facilities are available for international and domestic flight booking and there are different payment options as well. So it is not necessary to make cash payments. These facilities made both international and domestic flight booking more easier. akbartravels.com is one of the online ticketing portal which provides the cheapest flight tickets of all airlines, akbartravels.com provides ticketing option for domestic airlines like Spicejet, Indigo, GoAir, AirIndia etc. Passengers can compare airline ticket rates and book cheap flight ticket from the continence of a single window. So passengers can book their tickets using this online facility, the only requirement is internet connection. This became a gift to the air travelers in this busy living schedule. They don't need to search for a travel agent or depend anybody to book their ticket.
Online flight booking has been increased a lot as the number of internet users are high these days. The passengers can use credit cards, debit cards, Maestro, Visa cards, American express cards, Net Banking etc. as payment option. Passengers will be able get an e-ticket after the booking is done. You can take a print-out of the ticket and it contains all the travel details. Even passengers have the facility of online check-in. So that they do not need to rush to the airport. Each and every day the technologies are developing and we can expect more facilities for our convenience in the near future. 
About Domestic Flights Let us see the origin of civil aviation industry in India. It was started by Indian state air services joined with UK based Imperial airways in the year 1912. First service was between Karachi and Delhi. The first domestic airline of India was founded by JRD TATA in the year 1932. During independence there were 9 domestic air transport companies in India, these were TATA Airlines, Indian National Airways, Air service of India, Deccan Airways, Ambica Airways, Bharath Airways, Orient Airways and Ministry Airways. After partition Orient Airways shifted to Pakistan. During those years air travelers were very less and proportionately domestic flight booking also. 
Any way TATA Airlines was first commercial domestic transport carrying passengers and mail in India. Company was based at Juhu Airstrip in Mumbai in a small palm hut. It was JRD TATA who flew the first inaugural flight from Karachi-Mumbai. From then it was a great development in the aviation field. In 1995 so many private owned domestic airlines started operating in India. India became one of the fastest growing airline industries in the world. In the beginning we had only government owned airlines, now we can see the domination of private owned low cost carriers with world class facilities. Earlier a few percentage could afford air travel. But now majority of the people can afford the air travel due to the economic growth, competition, cheapest flight tickets etc. Almost all airlines in India provide affordable and low fares this became a main reason for the growth of domestic flight booking.
In the beginning our national carrier Air India was dominated the market share. Later Air India had to move the way for JetAirways and Sahara Airlines in the case of market share. Now India has several private owned domestic airlines and Low Cost Airlines which made the air travel much affordable. These include Jet Airways, Air India, Air India Express, GoAir, Spicejet, Indigo, Kingfisher, Jet Connect, JetLite etc. 
Procedures of online domestic flight booking You can follow these simple steps for your domestic flight booking
1. Go to the site www.akbartravels.com
2. Select from and to cities and departure and return dates (If it is a round trip) and click search button.
3. Chose the appropriate airline of your choise.
4. Review the flight details and fares.
5. Enter traveler details, contact details and make payment.
6. Print eTicket.
Major domestic flight sectors & Ticket booking
FromToAirlines   -Mumbai (MUM)New Delhi (DEL)9W, SG, S2, AI, G8, 6E   BookBangalore (BLR)Mumbai (MUM)9W, SG, S2, AI, G8, 6E   BookNew Delhi (DEL)Chennai (MAA)9W, SG, S2, AI, G8, 6E   BookHyderabad (HYD)Goa (GOI)9W, SG, S2, AI, 6E   BookChennai (MAA)Pune (PNQ)9W, SG, S2, AI, G8, 6E   BookKolkata (CCU)Bangalore (BLR)9W, SG, S2, AI, G8, 6E   BookImportant points for domestic flight travellers.Hand baggage and check-in baggage dimension and weight for domestic flights should be suitable as per the flight rules which you are going to travel. Check-in times for international and domestic flights are different. For domestic flights passenger should report before 1 hour and for international flights the check-in time is 3 hours before departure. You have to carry any of your Identity proof such as Passport, Voters ID card, Driving license and Pan Card etc. while traveling. The products such as knife, lighter, matchbox, certain chemicals etc. are not allowed to carry for security reasons as per Dangerous Goods Regulations Act (DGR).
Booking Akbar Travels Buses
·  Reservations for Akbar Travels Bus Tickets is easily done with MakeMyTrip Online Bus Tickets Booking.
·  Akbar Travels operates Buses on about 18 Routes.
·  Bus Type operated by the Akbar Travels includes A/C Sleeper, New Volvo B9R Multi-Axle Semi Sleeper, 2x2 Non A/c Semi Sleeper, Hi-Tech Non A/c.
·  Largest number of Akbar Travels are operated between Mumbai and Hyderabad.
About Akbar Travels
Akbar Travels is a leading travel company in India founded in 1978. It has daily buses on over 50 routes across the southern part of the country. It also facilitates bus bookings for all other parts of the country. It is known to be one of the biggest and the best amongst travel operators and is popular for being a reliable tour operator. The growth from humble beginnings as a small travel agency specializing in Gulf traffic to a well diversified agency providing the entire products of travel services is indeed spectacular. The growth started in the southern Indian state of Kerala and now omnipresent across all metros of India and Middle East. With around 30 branches functioning in the native state, Akbar Travels Buses is no more a secluded and shrunk regional travel agency.
Akbar Travels runs between various stations like Mumbai - Hyderabad etc. Enjoy a pleasant journey with simple travel solutions! counter, mobile tickets are available for Akbar Travels. Quick, easy and very convenient! The overall rating of Akbar Travels is 2 stars out of 5 Stars.
The fleet of Akbar Travels consists of Volvo buses which are comfortable and luxurious. It has Semi Sleeper and Air Conditioned Sleeper buses. It operates over 25 bus services on 6 Route daily. Almost all major Indian cities are covered by it. Besides Hyderabad to Mumbai, some of the other routes covered by Akbar Travels are: Hyderabad to Pune, Mumbai to Hyderabad, Pune to Hyderabad, Hyderabad to Solapur, Humnabad to Mumbai, Mumbai to Zaheerabad and Mumbai to Humnabad.
Regular and preventive maintenance is scheduled on regular basis and rigorously monitored to ensure better condition of the Volvo buses for comfort journey. It facilitates bus bookings for all other parts of the country. With help of travel portal website you can now easily make your online bus tickets bookings using simple and effective online bus booking platform. You can book your tickets at the comfort and convenience of your home. People prefer to use Akbar Travels for their bus journeys as they can catch a direct bus to their native village when other means of transport is not a viable option. It has built a reputation for being one of the best tours and travels operator over the last few decades and is known for its quality of service. Hence book bus tickets with Akbar Travels to enjoy vacation.
Akbar Travels Of India Pvt. Ltd.
 Like many other great ventures in the world of travel, Akbar Travels of India also had a small beginning in the year 1978. The phenomenal success of the travel agency is on account of the vision and leadership of the Founder/Chairman & Managing Director Mr. K.V. Abdul Nazar.
In the beginning, it was truly all service under one roof for the skilled and semi-skilled workers who left their native villages to chase their Gulf dream. In addition to affordable air tickets, Akbar Travels provided land transportation, visa and immigration assistance, boarding and lodging. This business was started in the Seventies, when labor traffic to the Middle East was at its infancy. Today there are thousands of well settled non-resident Indians in all Gulf countries, who are grateful to Akbar Travels for helping them to realize their dream.
 Growth in India
Akbar Travels of India is the largest Travel Agent in India in terms of IATA approved Branches, staff strength and business turnover. Currently, there are 55 IATA and 25 non- IATA Branches all over India serving our customers. The growth from humble beginnings as a small travel agency specializing in Gulf-bound traffic to a well diversified agency providing the entire gamut of travel services was indeed spectacular.  There are Akbar Travels of India branch offices in all major cities in India. Akbar Travels is the largest issuer of air tickets in south East Asia according to IATA statistics.
 In addition to being the top productive agent in terms of domestic and international air tickets, Akbar Travels have also spread their wings in other areas of travel related services.
 Overseas Operations
Akbar Travels started its first overseas branch in Sharjah, UAE in the year 2006.  Now there are twelve well-equipped offices in the U.A.E, located in the emirates of Abu Dhabi, Sharjah, Ajman, Dubai and Ras Al Khaimah.  Within four years of operations in the Gulf, Akbar Travels is already among the top productive travel agents in this area.
 The first office in Sultanate of Oman was started in November, 2009.  February, 2010 saw Akbar Gulf Travels opening its branch in Jeddah, Saudi Arabia.  Later in the year a new Branch office was opened at Doha, Qatar.  There are plans to open more offices in other major cities in the Middle East.
 Awards & Recognitions
Being a top productive Travel Agent for almost all the Airlines operating in India, Akbar Travels have been the recipient of numerous awards and recognitions from the airlines and other suppliers.  Over the years we have built up a reputation as a reliable and professional Travel Agency and our efforts have been augmented thanks to the excellent support from our principals.  It has been a mutually rewarding relationship all the way.
Akbar Group The Company
· Akbar Academy
· Akbar Express Cargo
· Akbar Holidays
· Akbar Travels Of India
· Benco Coconut Oil
· Benzy Infotech
· Benzy Transport Corporation
· Akbar Car Rental
· Akbar Forex
· Akbar Insurance Agency
· Akbar Travels Online
· Benzy Holidays
· Benzy Print Bure







CHAPTER – IV
DATA ANALYSIS AND INTERPRETATION 
TABLE NO. 4.1 
GENDER OF THE RESPONDENTS 
	Category
	No. of respondents
	Percentage

	Male
	26
	52

	Female
	24
	48

	Total
	50
	100



CHART NO. 4.1 
GENDER OF THE RESPONDENTS 


INTERPRETATION
Above table shows gender wise classification of respondents. 52% of respondents are male and 48% are female. 


TABLE NO. 4. 2 
OCCUPATION WISE CLASSIFICATION OF RESPONDENTS 
	Category
	No. of respondents
	Percentage

	Students
	10
	22

	Professionals
	8
	16

	Employees
	11
	22

	Business personals
	8
	16

	Others
	13
	26

	Total
	50
	100



CHART NO. 4.2 
OCCUPATION WISE CLASSIFICATION OF RESPONDENTS 

INTERPRETATION
Above table shows occupation wise classification of respondents. 20% of respondents are students, 16% are professionals, 22% are employees, 16% are business personals and 26% are working in other field. 

TABLE NO. 4. 3
EDUCATIONAL QUALIFICATION OF RESPONDENTS
	Category
	No. of respondents
	Percentage

	SSLC
	5
	10

	PLUS TWO
	10
	20

	DEGREE
	28
	56

	PG
	7
	14

	Total
	50
	100



CHART NO. 4. 3 
EDUCATIONAL QUALIFICATION OF RESPONDENTS 


INTERPRETATION
Above table shows educational wise classification of respondents. 10% of respondents have SSLC qualification, 20% have plus two, 56% have degree and 14% have PG qualification. 

TABLE NO. 4. 4 
INCOME WISE CLASSIFICATION OF RESPONDENTS 
	Category
	No. of respondents
	Percentage

	Below 10000
	15
	30

	10000 – 15000
	19
	38

	15000 – 20000
	11
	22

	More than 20000
	5
	10

	Total
	50
	100



CHART NO. 4. 4
INCOME WISE CLASSIFICATION OF RESPONDENTS 







INTERPRETATION
Above table shows response to income wise classification of respondents. 30% of respondent monthly income is below 10000, 38% of respondents income is 10000 – 15000, 22% of respondents monthly income is 15000 – 20000 and 10% of respondents monthly income is more than 20000. 

TABLE NO. 4.5 
PERIOD OF BEING CUSTOMER OF AKBAR TRAVELS
	Category
	No. of respondents
	Percentage

	Less than 1 year
	10
	20

	1 – 5 years
	25
	50

	5 – 10 years 
	15
	30

	Total
	50
	100



TABLE NO. 4.5 
PERIOD OF BEING CUSTOMER OF AKBAR TRAVELS


INTERPRETATION
Above table shows period of being customer of Akbar Travels. 20% of respondents are the customers of Akbar Travels less than 1 years, 50%  are 1 – 5 years and 30% are 5 – 10 years. 
TABLE NO. 4.6
FACTOR INFLUENCE TO SELECT A TRAVEL AGENT 
	Category
	No. of respondents
	Percentage

	Price
	12
	24

	Behavior of staffs
	7
	14

	Service
	21
	42

	Location 
	8
	16

	Others
	2
	4

	Total
	50
	100



CHART  NO. 4.6
FACTOR INFLUENCE TO SELECT A TRAVEL AGENT 

INTERPRETATION 
Table no. 4.6 shows factor influence to select a travel agent. 24% of respondents consider price, 14% of respondents consider behavior of staffs, 42% of respondents consider service and 16% of respondents consider location and 4% of respondents consider other factors. 

TABLE NO. 4.7
NUMBER OF SERVICE AVAILED 
	Category
	No. of respondents
	Percentage

	1st time
	21
	42

	2nd time
	14
	28

	3rd time
	10
	20

	More than 3 times 
	5
	10

	Total
	50
	100



CHART NO. 4.7
NUMBER OF SERVICE AVAILED 


INTERPRETATION
Table no. 4.7 shows number of service availed from Akbar Travels. 42% of respondents availed 1st time, 28% availed 2nd time, 20% availed 3rd time and 10% availed more than 3 times. 
TABLE NO. 4.8
SOURCE OF INFORMATION 
	Category
	No. of respondents
	Percentage

	Word of mouth 
	25
	50

	Advertisement 
	13
	26

	Executives 
	8
	16

	Others 
	4
	8

	Total
	50
	100



CHART  NO. 4.8
SOURCE OF INFORMATION 


INTERPRETATION
Above table shows source of information about Akbar Travels. 50% of respondents came to know through word of mouth, 26% respondents through advertisement 16% through executives and 8% through other source. 
TABLE NO. 4.9
SERVICE AVAILED FROM AKBAR TRAVELS
	Category
	No. of respondents
	Percentage

	VISA Services
	13
	26

	Ticket booking
	12
	24

	Passport size
	10
	20

	Attestation
	8
	16

	Others 
	7
	14

	Total
	50
	100



CHART NO. 4.9
SERVICE AVAILED FROM AKBAR TRAVELS

INTERPRETATION
Table no. 4.9 shows service availed from Akbar Travels. 26% of respondents availed VISA services, 24% availed ticket booking, 20% availed passport service,16% availed attestation and 14% availed other services. 
TABLE NO. 4.10 
SERVICE CHARGES OF AKBAR TRAVELS 
	Category
	No. of respondents
	Percentage

	Very high
	7
	14

	High
	8
	16

	Reasonable
	25
	50

	Low 
	10
	20

	Total
	50
	100



CHART NO. 4.10 
SERVICE CHARGES OF AKBAR TRAVELS 

INTERPRETATION
Table no. 4.10 shows service charges of Akbar travels. 14% of respondents say service charge is very high, 16% say high, 50% say reasonable and 20% say low. 

TABLE NO. 4.11
PERCEPTION OF STAFFS ABOUT PROCEDURE 
	Category
	No. of respondents
	Percentage

	Excellent
	16
	32

	Good
	24
	48

	Average
	6
	12

	Poor 
	4
	8

	Total
	50
	100



CHART NO. 4.11
PERCEPTION OF STAFFS ABOUT PROCEDURE 

INTERPRETATION 
Table no. 4.11 shows perception of staffs about procedure of services. 32% of respondents rated excellent, 48% of respondents rated good, 12% of respondents rated average, 8% of respondents rated poor. 

TABLE NO. 4.12
SATISFIED WITH THE LOCATION 
	Category
	No. of respondents
	Percentage

	Highly satisfied
	20
	40

	Satisfied
	12
	24

	Neutral
	8
	16

	Dissatisfied 
	10
	20

	Total
	50
	100



CHART NO. 4.12
SATISFIED WITH THE LOCATION 

INTERPRETATION
Table no. 4.12 shows satisfaction with the location of the Akbar Travels. 40% of respondents are highly satisfied, 24% of respondents are satisfied, 16% of respondents are neutral and 20% of respondents are dissatisfied. 

TABLE NO. 4.12
TIME TAKEN TO COMPLETE THE SERVICE
	Category
	No. of respondents
	Percentage

	Within 10 min
	7
	14

	10 – 30 min
	23
	46

	30 – 1 Hr 
	15
	30

	More than 1 Hr
	5
	10

	Total
	50
	100



CHART NO. 4.12
TIME TAKEN TO COMPLETE THE SERVICE

INTERPRETATION
Table no. 4.12 shows time taken to complete the services. 14% of respondents say they get the service within 10 min, 46% say it take 10 – 30 min to complete, 30% say its take 30 – 1 Hr and 10% of respondents say more than 1 hour take to complete their service. 
TABLE NO. 4.14
QUICK AND ACCURATE SERVICE 
	Category
	No. of respondents
	Percentage

	Yes
	42
	84

	No
	8
	16

	Total
	50
	100



CHART NO. 4.14
QUICK AND ACCURATE SERVICE 


INTERPRETATION
Table no. 4.14 shows that 84% of respondents stated that they get quick and accurate service from Akbar Travels and 16% of respondents don’t get quick and accurate services. 

TABLE NO. 4.15
SEEK FEEDBACK 
	Category
	No. of respondents
	Percentage

	Yes
	17
	34

	No
	33
	66

	Total
	50
	100




CHART  NO. 4.15
SEEK FEEDBACK 

INTERPRETATION
Table no. 4.15 shows that 66% of respondents say that Akbar Travels don’t seek the feedback after service and 34% of respondents say that Akbar Travels seek the feedback. 

TABLE NO. 4.16
INFORM ABOUT THE PROGRESS OF SERVICE
	Category
	No. of respondents
	Percentage

	Yes
	35
	70

	No
	15
	30

	Total
	50
	100



CHART . 4.16
INFORM ABOUT THE PROGRESS OF SERVICE


INTERPRETATION
Table no. 4.16 shows that 70% of respondents opined that Akbar travels inform them to about the progress of the service and 30% of respondents opined Akbar Travels does not inform the progress of service. 

TABLE NO. 4.17
SATISFIED WITH THE AMBIENCE 
	Category
	No. of respondents
	Percentage

	Highly satisfied
	17
	34

	Satisfied
	26
	52

	Neutral
	5
	10

	Dissatisfied
	2
	4

	Total
	50
	100



CHART NO. 4.17
SATISFIED WITH THE AMBIENCE 

INTERPRETATION
Table no. 4.17 shows the satisfaction with the ambience of Akbar Travels. 34% of respondents are highly satisfied, 52% of respondents are satisfied, 10% of respondents are neutral and 4% of respondents are dissatisfied. 

TABLE NO. 4.18
SATISFIED WITH THE OVERALL SERVICES 
	Category
	No. of respondents
	Percentage

	Highly satisfied
	27
	54

	Satisfied
	13
	26

	Neutral
	4
	8

	Dissatisfied
	6
	12

	Total
	50
	100



CHART NO. 4.18
SATISFIED WITH THE OVERALL SERVICES 

INTERPRETATION
Table no. 4.18 shows satisfaction with the overall services provided by Akbar Travels.54% of respondents are highly satisfied, 26% of respondents are satisfied, 8% of respondents are neutral and 12% of respondents are dissatisfied with the overall services of Akbar Travels. 
TABLE NO. 4.19
WILLING TO RECOMMEND TO OTHERS 
	Category
	No. of respondents
	Percentage

	Yes
	36
	72

	No
	4
	8

	Not sure 
	10
	20

	Total
	50
	100



CHART  NO. 4.19
WILLING TO RECOMMEND TO OTHERS 


INTERPRETATION
Table no. 4.19 shows willing to recommend Akbar Travels to others. 72% of respondents are willing, 8% of respondents are not willing and 20% of respondents are not sure about this.  

CHAPTER – V
FINDINGS, SUGGESTIONS AND CONCLUSION
FINDINGS
· Majority of the respondents are being the customer of Akbar Travels for 1 – 5 years
· Service is the major influential factor for majority of respondents to select a Travel agent
· Most of the respondents availed 1st time service
· Majority of the respondents came to know about Akbar Travels through word of mouth
· Visa service are availed by majority of services from Akbar Travels
· Majority of the respondents opined the service charges of Akbar Travels reasonable
· Majority of respondents rated good to the perception of staffs about the services and procedure of Travel agencies
· Majority of respondents are satisfied with the location of the Akbar Travels
· 46% of respondents say that the time taken to complete the services is 10 -30 min 
· Most of the respondents say that Akbar Travels offer quick and accurate service.
· Majority of the respondents say that Akbar Travels don’t seek feedback from the customers after service
· 70% of respondents agreed that Akbar Travels inform the progress of the service
· Majority of the respondents are satisfied with the ambience of the Akbar Travels.
· Majority of the respondents are highly satisfied with the overall services of Akbar Travels.
· Most of the respondents are ready to recommend Akbar Travels to others. 
SUGGESTIONS
· Loyal customer should be given privileges in order to retain customers from competitors.
· The staffs should be equipped with the good working conditions like sufficient availability of rooms, Bell boys and make use of modern technology (Information technology, online reservations) in order to deliver excellent services.
· The hotel management should arrange a proper tour package. This would continuously strive to improve and add value to their services and to meet the growing demands of the customers.
· Thus, based on the study it can be said that though the majority of customers currently are satisfied with the service provided by Akbar  Travels, but the company still need to understand its weakness and work hard to improve the service that can meet customers perceived service level.
· Akbar  Travels try to open more offices in across the state.
· Online services need to be improved.










CONCLUSION
Customer satisfaction is addressed as a strategic business development tool. It does have a positive effect on an organization's profitability, satisfied customers form the foundation of any successful business as customer satisfaction leads to repeat purchase, brand loyalty, and positive word of mouth. Satisfied customers are most likely to share their experiences with other people to the order of perhaps five or six people. Equally well, dissatisfied customers are more likely to tell another ten people of their unfortunate experience. The tours and travel agencies or the travel aggregators should inculcate new improvisations in Customer Service, Customer Centricity, and Service Quality & Customer Convenience to retain the customer satisfaction.
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QUESTIONNAIRE
Name :
1. How long you are being a customer of Akbar Travels?
Less than 1 year
1 – 5 years
5 – 10 years 
2. Which factor influence to select a travels agent for service?
Price
Behavior of staffs
Service
Location
Others 
3. How many times do you have availed the service of Akbar Travels?
1st time
2nd time
3rd time
More than 3rd time 
4. How did you come to know about Akbar Travels?
Word of mouth
Advertisement
Executives 
Others 
5. Which service you required from Akbar Travels ?
VISA Services 
Ticket booking 
Passport service
Attestation
Others 
6. What is your opinion about the service charges of Akbar Travels ?
Very high
High
Reasonable 
Low
7. How do you rate the perception of staffs about the procedure of services?
Excellent
Good
Average
Poor
8. Are you satisfied with the location of the Akbar Travels?
Highly satisfied
Satisfied
Neutral
Dissatisfied
9. How long Akbar travels take to complete your service?
Within 10 min
10 – 30 min
30 – 1 hr
More than 1 hr 
10. Do you get quick and accurate service from Akbar Travels?
Yes
No  
11. Does Akbar Travels seek feedback from you after the service?
Yes
No 
12. Does Akbar Travels inform you about the progress of availed service?
Yes
No 
13. Are you satisfied with the ambience of Akbar Travels?
Highly satisfied
Satisfied
Neutral
Dissatisfied

14. Are you satisfied with overall services provided by Akbar Travels?
Highly satisfied
Satisfied
Dissatisfied
Highly dissatisfied
15. Are you willing to recommend Akbar Travels to others ?
Yes
No
Not sure 
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