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of hotel facilities on tourist decision-making with regard to visiting heritage arc cities, such as Agra, Lucknow and 
Varanasi in Uttar Pradesh. 

hotel professionals to upgrade amenities and services that align with customer preferences. Methodology: A descriptive 
research design was followed to conduct this research. Data was obtained in December 2024 through a questionnaire-

Data was analyzed through weighted means and standard deviations. 

business centers (Weighted Mean = 3.85) and Wi-Fi (Weighted Mean = 3.67) are primary determinants of hotel choice. 
They emphasize convenience, comfort and connectivity as important. By comparison, places such as shopping arcades 

This study highlights the importance of core facilities 
such as room service, food and business services in bringing in tourists to star-category hotels. The hoteliers must make 

attract more customers. The synchronization of services with customer requirements enhances satisfaction and loyalty.
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Hospitality is crucial to tourism and travel and hotels are 
central (Barile et al., 2017). With a competitive environment, 

category hotels (Gumaste & Bhosle, 2019). Uttar Pradesh, 

tourists, thus creating demand for quality hotel services. 
An understanding of tourists’ preference is paramount for 
enhancing the delivery of services. Hotel amenities vary from 

standard amenities such as safety and cleanliness to value-

(Chun Wang et al., 2016; Chen et al., 2013). Star-class hotels 

the visitor’s decision (Jones et al., 2020). Corporate visitors 
want conference rooms, while leisure travelers desire family-
oriented attractions (Smith & Brown, 2021). Sophisticated 

experience (Williams, 2019). The COVID-19 pandemic 
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has further highlighted hygiene, contactless operations and 
wellness programs as priorities (Patel et al., 2021). Travelers 
increasingly prefer hotels that combine tradition, hospitality 
and contemporary amenities (Gupta et al., 2022). Improved 
facilities enhance guest satisfaction, repeat business and 
word-of-mouth publicity (Chaudhary, 2020). Moreover, 
quality hotel infrastructure contributes to local economic 
development by attracting tourists, creating employment and 
enhancing ancillary industries (Rana et al., 2023).

: Star-category hotels are 

rising service standards and sophisticated amenities (Sepula 
& Bello, 2019). The system aids tourists in comparing their 
living accommodations according to their preferences and 

2021). The rating enhances transparency in the hotel industry 
and compels hotels to improve their services to retain ratings 

by the Ministry of Tourism and the Hotel and Restaurant 

uniformity (Mehta, 2022). Uttar Pradesh, with its heritage 
and prime tourist spots, has witnessed an increase in star-
rated hotels serving both domestic and foreign tourists (Singh 
& Gupta, 2023).

Hotels: Star-category hotels stand out for their exceptional 
services, catering to both business and leisure travelers (Chibili, 

premium furniture, top-quality beds, internet access and 
advanced entertainment options (Smith & Jones, 2021). 

serving international cuisines and 24/7 room service (Johnson 

audiovisual equipment, large meeting areas and exclusive 

spas, provide relaxation and wellness to guests (Williams, 

guest convenience through arranging transport, city tours 

amenities, demonstrate ecological stewardship (Green & 

al., 2020). Personal butlers and VIP lounges are some other 
premium services that enhance guest experiences (Evans, 
2021; Page & Connell, 2020), which sustain customer 
satisfaction and loyalty.

experience and satisfaction (Yang et al., 2018). Tourists tend 
to favor hotels that provide a combination of basic and value-
added amenities to improve comfort and convenience (Hsieh 

free Wi-Fi and cleanliness of the room are the norms, but 

being (Curtin, 2021). Another paramount aspect is a choice 
of meals, including global cuisines as well as an option of 
vegetarian or any dietary choice for consumers (Pandey, 
2023). For corporate travelers, hotels with sophisticated 
meeting rooms and business centers guarantee productivity, 

facilities and connected family rooms for a hassle-free 
vacation experience are favored. Accessibility facilities, 
such as barrier-free rooms and accessible transport, appeal 
to mobility-impaired travelers, upholding inclusivity 
(Hamarneh et al., 2024). It is increasingly a priority for 
sustainability too, with environmentally friendly travelers 
preferring hotels that use renewable energy, reduce waste 

guest experiences further increase the appeal of a hotel (Das, 

tourists perceive value for money in hotels, which determines 
their accommodation (Cohen et al., 2014).

This study delves into the impact of hotel facilities on 
tourists’ selection of star-category hotels in Uttar Pradesh, 
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a province rich in cultural heritage and tourism. As the 
hospitality industry becomes increasingly competitive, it is 
crucial to identify the most important amenities for upgrading 

accommodation standards, food services, wellness facilities, 
convenience through technology and safety features—on 

products to changing traveler expectations and support 

industry expansion. In spite of increasing recognition of the 

Pradesh. Employing the mixed-methods research design, it 

focused and competitive tourism environment in the state.

•
tourists star category hotels selection in the state of 
Uttar Pradesh.

Methodology
The research design used for this study 

was descriptive in nature because it aimed to investigate and 
describe the role of hotel facilities in tourists’ selection of 
star-category hotels in the state of Uttar Pradesh. The study 

recommendations to hotel professionals to improve their 
amenities and services to meet customer preferences better.

Data for this current study was solicited from tourist 
visitors of heritage arc in the state of Uttar Pradesh. Of these, 

historical value adds to its stature and 1-to-5 star-rated hotels 
fall within these circles. Data for the present research was 
collected from respondents who are above 18 years of age. 
The mean age of the sample was 31.9 years. This sample 

class population with a preference for mid-to-high-tier hotels, 

Convenience sampling was used to 

select respondents, covering all the tourists who visited the 

and Varanasi. After wide literature review and consultation 
with academicians, a self-structured questionnaire was 

questionnaire, which was sent through online social media 
platforms to 320 respondents. Of the 320 circulated forms, 
280 were completed and from these, 273 were acceptable for 
analysis based on the requirements of being fully and validly 
completed. The data for this research was collected in the 
month of December 2024.

The main instrument used in data 
gathering was a structured questionnaire which was divided 

level of agreement or importance of various hotel facilities in 

Data analysis was 
carried out using descriptive statistics. Techniques of central 
tendency included computation of the weighted mean in 
identifying the relative importance that tourists give to the 

each variable. Finally, the standard deviation was computed 
in a way as to measure variability or consistency of responses. 

facilities and areas for improvement.

Demographics of the 

The population was made up of 53.1% males and 46.9% 
females. The largest majority (37.4%) aged between 26-35 
yaers, followed by the 18-25 years age group (31.9%), with 
fewer falling in the 36-45 (19.4%) and 46-55 (11.4%) age 
groups and none above the age of 55. Married respondents 
were in the majority (57.1%) and single respondents 
accounted for 42.9%. Residents of urban areas dominated 
the population (88.6%), whereas rural residents constituted 
a minority of 11.4%. Educationally, 54.2% postgraduates, 
37.7% graduates and a small percentage had doctorates 
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(4.4%) or were undergraduates (2.6%). Occupationally, 
38.5% in private occupation, 26% in government, 24.9% 
in business and 4.8% were students. Income-wise, 37% had 

3-star hotels to be the most preferred (33.3%), followed by 
4-star (30.8%) and 5-star (28.6%). A majority of respondents 

visited destination, followed by Agra (30.03%) and Varanasi 

socio-demographic attributes and choices of tourists in Uttar 
Pradesh and assist in identifying their factors in selecting 
hotels.

Table 1:
Parameters Variables Frequency %

Gender Male 145 53.1
 Female 128 46.9
 Preferred not 

to say
- --

Age 18-25 years 87 31.9
 26-35 years 102 37.4
 36-45 years 53 19.4
 46-55 years 31 11.4
 Above 55 

years
0 --

Marital Status Single 117 42.9
 Married 156 57.1
Area of 
Residence

Urban 242 88.6

Rural 31 11.4
Educational Undergraduate 7 2.6

 Graduate 103 37.7
 Postgraduate 148 54.2
 Doctorate 12 4.4
 Others 3 1.1
Occupation Students 13 4.8
 Government 

Job
71 26.0

 Private Job 105 38.5
 Business 68 24.9
 Others 16 5.9
Annual Income Not earning 15 5.5
 101 37.0
 76 27.8
 26 9.5
 More than 12 55 20.1

Star Category 
of Hotels 
Prefer to Stay

1 & 2 Star 19 7.0

3-Star 91 33.3
4-Star 84 30.8
5-Star 79 28.6

Duration of 
Stay

1-3 days 181 66.3

4-7 days 82 30.0
8-10 days 8 2.9

More than 10 
days

2 .7

Location of 
Star Category 
Hotel Where 
You Last 
Stayed

Agra 82 30.03

110 40.2
Varanasi 81 29.6

the role of hotel facilities in a tourist’s star category hotel 
selection in the state of Uttar Pradesh. Questions were 
developed for 15 variables associated with hotel facilities on 

using the values of weighted mean. The standard deviation 
was also calculated for measuring variability or consistency 

Table 2: 
Category Hotels Selection in the State of Uttar Pradesh

Param-
eter

Not 
at all 

-
ential 

(1)

% Slightly 
-

tial (2)

% Some-
what 

-
ential 

(3)

% Mod-
erately 

-
ential 

(4)

% -
treme-

ly 
-

ential 
(5)

% WM Std. 
DV.

Wi-Fi 
Access

29 10.62 40 14.65 40 14.65 48 17.58 116 42.49 3.67 1.419

Fitness 
Centre

57 20.88 74 27.11 52 19.05 57 20.88 33 12.09 2.76 1.303

Swim-
ming 
Pool

42 15.38 39 14.29 56 20.51 52 19.05 84 30.77 3.36 1.432

Spa 
Center

49 17.95 65 23.81 56 20.51 56 20.51 47 17.22 2.95 1.349

Car 
Rental

36 13.19 48 17.58 50 18.32 70 25.64 69 25.27 3.32 1.363

Bar/Pub 38 13.92 36 13.19 53 19.41 62 22.71 84 30.77 3.43 1.4
Restau-
rant/

Shop

25 9.16 19 6.96 35 12.82 71 26.01 123 45.05 3.91 1.298

Sports 
Facili-
ties

41 15.02 56 20.51 58 21.25 63 23.08 55 20.15 3.13 1.344
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Confer-
ence/
Meeting 
Rooms

22 8.06 36 13.19 57 20.88 70 25.64 88 32.24 3.61 1.255

Enter-
tainment 
Zone

54 19.78 28 10.26 57 20.88 73 26.74 61 22.34 3.22 1.413

Laundry 
Services

20 7.33 33 12.09 55 20.15 68 24.91 97 35.53 3.69 1.268

Shop-
ping 
Arcade

52 19.05 58 21.25 57 20.88 68 24.91 38 13.92 2.93 1.321

Room 
Service/
In-room 
Dining

13 4.76 19 6.96 28 10.26 75 27.47 138 50.55 4.12 1.146

Babysit-
ter

92 33.70 44 16.12 54 19.78 51 18.68 32 11.72 2.59 1.335

Business 
Centre

19 6.96 33 12.09 38 13.92 63 23.08 120 43.96 3.85 1.394

Note: WM: Weighted Mean

category hotels in Uttar Pradesh was Rooms Service/In-
room Dining (Weighted Mean = 4.12, S. D.= 1.146), which 
indicates the importance of convenience and comfort in 
hotel stays. The next most important factor was Restaurant/

tourists. The Business Centre holds the third place with a 

Business Centre, the standard deviation is 1.394. Laundry 

journey very convenient. The standard deviation for Laundry 
Services is 1.268. 

interest in internet connection in this modern information 
age. Wi-Fi access has the highest standard deviation of 
1.419. Conference/Meeting Rooms with a Weighted Mean 
of 3.61 and S.D. =1.255 is an important feature, especially 
to business tourists, who place a premium on access to 

3.43 and Swimming Pool has a Weighted Mean of 3.36, both 
denote the need for leisure amenities for tourists desirous 
of relaxation. For Bar/Pub the standard deviation is 1.400, 
Swimming Pool S. D.  of 1.432. Car Rental, too holds a 
Weighted Mean value of 3.32 and is valued for its access to 
means of transportation by the tourists, S.D. of 1.363. Sports 

to the interests of active tourists, S.D. of 1.344, indicating 

Spa Center (Weighted Mean = 2.95) and Shopping Arcade 
(Weighted Mean = 2.93) is relatively low, but they still 
attract some segments of tourists. Their S.D. stands 1.349 
and 1.321respectively. Fitness Centre has the least priority 
compared to the other facilities (Weighted Mean = 2.76) and 

score of 2.59. The “Fitness Centre” has a standard deviation 

“Babysitter” has a standard deviation of 1.335, which means 
there is moderate variation in the responses.

Studies on Uttar Pradesh star-category hotel choice 
highlight the varied tastes of travelers. Room Service/In-

the convenience of guests (Mohsin & Lengler, 2015). Quality 
in-room dining suits the needs of those who value privacy, 

role of dining facilities in hotel choice. Guests appreciate 
in-house restaurants for cultural eating experiences and 

(Gumaste & Bhosle, 2019). The Business Centre was in 
third place, showing growth of “bleisure” tourism. Remote 

internet and professional services, so business-oriented hotels 

necessity for convenience, particularly for stay-over and 
overseas visitors. On-site laundry facilities add convenience 

highlighting its critical importance in contemporary travel. 

satisfaction and it is an important consideration in hotel 
choice.

Conference/Meeting Rooms are much appreciated by 
business travelers who need business spaces for meetings, 

Swimming Pools are also important factors in hotel choice, 

accommodate social tourists, while swimming pools attract 
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physically relaxing tourists. Increased value placed on 

guest comfort. Car Rental facilities are important for visitors 

is scarce. Hiring a car boosts mobility and ease of use and 
thus remains an important consideration for most tourists. 
Sports Facilities appeal to sporting tourists, while Children’s 
Entertainment Areas boost family-oriented experiences. 
While not for everyone, these facilities are appealing to 
niche segments of travelers. Spa Centers and Shopping 
Arcades exert a modest impact on choosing a hotel. Spa 
services assure relaxation, yet shopping arcades are an extra 

is not a necessity for most. Similarly, babysitting services 

varying preferences for additional amenities.

The initial aim of the study is to examine the hotel 

choice of tourists for star-category hotels in Uttar Pradesh. 
Convenience and comfort, particularly room service and in-

outlets, restaurants and cafes are very important, while 

Wi-Fi and laundry facilities are also very important to today’s 
traveler, providing comfort and connectivity. Conference 
rooms are also valued for business purposes. Spa centers, 
shopping arcades, gyms and babysitting facilities, however, 

amenities to draw a wider audience of visitors. The second 
aim of the research is to compare the impact of hotel 

centers, laundry and Wi-Fi in more-starred hotels are the 

centers in lower-star hotels are less desirable, indicating that 

Hotels must focus on core services while upgrading less 
important amenities to cater to varied guest requirements.

lead to decisions (Dissertation). Retrieved from https://
urn.kb.se/resolve?urn=urn:nbn:se:his:diva-22830

Anderson, P., & Cooper, L. (2023). Concierge services: 
Enhancing guest experiences in luxury hotels. Hospitality 
Journal, 15(3), 211-225. 

Barile, S., Ciasullo, M. V., Troisi, O., & Sarno, D. (2017). 
The role of technology and institutions in tourism 
service ecosystems: Findings from a case study. The 
TQM Journal, 29(6), 811-833.

Chaudhary, A. (2020). The impact of hotel amenities on 
guest satisfaction and loyalty. Journal of Hospitality 
Management, 35(2), 105-118. 

customer service factors and the segmentation of 
older visitors within wellness tourism based on hot 
springs hotels. International Journal of Hospitality 
Management, 35, 122-132.

Chibili, M. N. (2019). Rating Systems and the Structure of 
the Hospitality Industry. In Modern Hotel Operations 
Management (pp. 48-91). Routledge.

Chun Wang, J., Wang, Y. C., & Tai, Y. F. (2016). Systematic 
review of the elements and service standards of delightful 
service. International Journal of Contemporary 
Hospitality Management, 28(7), 1310-1337.

Safety & Security Review, 
10(1), 67-81. 

Cohen, S. A., Prayag, G., & Moital, M. (2014). Consumer 

opportunities. Current issues in Tourism, 17(10), 872-
909.

Curtin, E. (2021). Fitness Culture: Making New Persons 
in Quasi-Socialist Belarus (Doctoral dissertation, City 

Das, M. P. (2023). Technology and Guest experience: 
innovations reshaping hotel management. International 
Journal for Multidimensional Research 
Perspectives, 1(3), 76-95.

Sojourns: Navigating the World with Care. 10.5772/
intechopen.113770.

PUSA Journal of Hospitality and Applied Sciences, 2025; 11(1) : 32-39 
ISSN 2395-020X (P); e-ISSN 2583-2700 (O)  
NAAS Score: 3.49  



| 38 |

Doe, A. (2020). Conference facilities in luxury hotels: 
Meeting the needs of business travelers. Corporate 
Tourism Quarterly, 8(4), 98-113. 

rise of exclusive services. Global Hospitality Trends, 
19(2), 77-90. 

approach. African J Hosp Tour Leis, 8, 1-22.

Green, R., & Taylor, S. (2021). Sustainability practices in the 
hotel industry: Trends and implications. Eco-Tourism 
Review, 14(3), 44-58. 

Gumaste, R., & Bhosle, P. (2019). Business guests 
accommodation selection: A gender-based study on 

hotels in Mumbai City. Atithya: A Journal of Hospitality, 
5(2), 18-24. 

Gupta, R., Sharma, M., & Verma, P. (2022). Traditional 
hospitality meets modernity: Tourist expectations 
from Indian hotels. International Journal of Tourism 
Research, 24(1), 56-68. 

E., & Soboleva, O. (2024). Enhancing inclusive tourism: 
mapping accessibility and recommending strategies 
for the liberec region. Journal of Entrepreneurship & 
Sustainability Issues, 11(4).

factors for service experience: A comparison of tourism 
factories and international tourism hotels. Tourism 
Economics, 26(3), 404-436.

Johnson, B., Carter, D., & Miles, F. (2022). Dining 
experiences in star-rated hotels: A customer perspective. 
International Journal of Hospitality Research, 20(4), 
205-221. 

tourism: The role of star-rated hotels in enhancing guest 
satisfaction. Tourism Journal, 45(3), 210-225. 

preferences among leisure and business travelers. 
Tourism and Hospitality Studies, 29(4), 243-260. 

and Facilities in Enriching Guest Experience. Current 
Scenario in Science and Technology, Environment, 
Agriculture, Health, Water Resources, Social Science, 
Literature & Industrial, 47.

Hotel–a high tech facility fostering collaborative 

matters for business guests. African Journal of 
Hospitality, Tourism and Leisure, 3(2), 1-12.

Journal of Hospitality 
Studies, 38(2), 78-92. 

in India. Indian Tourism Quarterly, 10(4), 15-29. 

Mohsin, A., & Lengler, J. (2015). Service experience 
through the eyes of budget hotel guests: do factors of 

Journal 
of Hospitality and Tourism Management, 23, 23-34. 

Page, S. J., & Connell, J. (2020). Tourism accommodation 
and hospitality services. In Tourism (pp. 216-241). 
Routledge.

Pandey, S. (2023). The Dynamics of Food and Beverage 
Service: A Contemporary Analysis. International Journal 
for Multidimensional Research Perspectives, 1(3), 59-
75.

disabilities. Inclusive Tourism Studies, 7(3), 88-102. 

hygiene standards post-COVID-19. Journal of Travel 
and Tourism Marketing, 38(7), 615-630. 

Rana, S., Singh, J., & Mehta, A. (2023). The economic 
impact of luxury tourism infrastructure in India. South 
Asian Journal of Tourism and Heritage, 18(1), 92-107. 

Sainaghi, R. (2010). Hotel performance: state of the 
art. International Journal of Contemporary Hospitality 
Management, 22(7), 920-952.

Sepula, M. B., & Bello, F. G. (2019). Guests’ Perceptions 

Rated Hotels in Malawi. Global Review of Research in 
Tourism, Hospitality & Leisure Management, 5(1).

Singh, P., & Gupta, R. (2023). Tourism growth in Uttar 
Pradesh: The role of star-rated accommodations. Journal 
of Indian Hospitality Research, 12(1), 34-49. 

PUSA Journal of Hospitality and Applied Sciences, 2025; 11(1) : 32-39 
ISSN 2395-020X (P); e-ISSN 2583-2700 (O)  

NAAS Score: 3.49  



| 39 |

city hotels within family tourism as one of the factors 
guaranteeing satisfactory leisure time. International 
Journal of Environmental Research and Public 
Health, 19(14), 8321.

hotel selection: A case study of urban hotels. Hospitality 
Insights, 17(2), 132-147. 

luxury hotels: Technological advancements and comfort. 
Hospitality Technology Today, 11(1), 15-28. 

Smith, L., & Jones, D. (2020). Global standards in hospitality: 
Understanding the star-rating system. International 
Journal of Hospitality Management, 40(5), 100-112.

(2012). An exploratory analysis of hotel selection factors: 
A comprehensive survey of Tehran hotels. International 
Journal of Hospitality Management, 31(1), 96-106. 

PUSA Journal of Hospitality and Applied Sciences, 2025; 11(1) : 32-39 
ISSN 2395-020X (P); e-ISSN 2583-2700 (O)  
NAAS Score: 3.49  

Enhancing Guest Experience Through Smart Hotel 
Technologies. In Adapting to Evolving Consumer 

 (pp. 301-324). 
IGI Global.

Williams, H. (2019). Smart technologies and their role in the 
hospitality industry. Technology in Tourism, 26(3), 89-
101. 

Williams, H. (2019). Wellness amenities in star-category 
hotels: Meeting guest expectations. Journal of Wellness 
Tourism, 9(2), 101-117.

Yang, Y., Mao, Z., & Tang, J. (2018). Understanding guest 
satisfaction with urban hotel location. Journal of Travel 
Research, 57(2), 243-259.


