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Abstract 

Local community involvement, particularly in emerging and remote tourism destinations, is 

justified to accomplish sustainable tourism development, eff orts. Despite the benefits that 

tourism development off er, participation of community in geographically disadvantaged 

mountainous destinations is accompanied with many challenges. Th is qualitative investigation 

has understood and given voice to local residents of two emerging destinations of Uttarakhand, 

India. Data were gathered through interviews and were thematically examined. Findings reveal 

four key barriers that affect community participation in tourism development: practical, socio-

cultural, apprehension and institutional. The study emphasizes the need for both greater 

advocacy of community participation, better synchronization among concerned government 

authorities, education and training for locals, and the need to design particular strategies which 

can encourage local participation that are customized to emerging destination context. 
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Abstract: Performance measurement has become a part of the necessary requirement for hotels 

to operate successfully and to create competitive advantages in the dynamic environment. 

Balanced scorecard (BSC), a system which enables organisations to measure and manage 

corporate performance, has attracted much attention by researchers and practitioners as a method 

of integrating financial and non-financial performance measures. The present study attempts to 

design the strategy map for hotels using key performance indicators from BSC perspective. The 

decision making trial and evaluation laboratory (DEMATEL) method is utilised to determine 

relationships between the performance indicators and to construct a strategy map with logical 

links to improve hotel performance. The constructed strategy map using DEMATEL technique 

would help hotel entrepreneurs and managers in investing valuable resources, prioritising 

performance indicators and making effective strategic initiatives to improve organisational 

performance. The present study also reveals that although financial indicators are important, the 

focus on non-financial indicators may offer greater opportunities for measuring the hotel 

effectiveness in the long term.  
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Abstract: Indian Himalaya is characterized by tourism potential which provides good 

opportunity for economic development in long run. Considering vast potential for tourism 

development, Koti -Kanasar, Indroli, Pattyur circuit of Uttarakhand has been identified as an area 

for rural tourism promotion by Indian Ministry of Tourism. Since the circuit is in involvement 

stage of development, it is important to ensure sustainable development of tourism for which 

understanding of residents’ attitude is very essential. This study examined attitude of residents 

towards tourism impacts and influence of demographic attributes on their attitude. The study 

reveals that infrastructure facilities, design and package of rural tourism products, skill 

development programs for stakeholders and specific marketing campaigns are essential to 

tourism development. Findings indicate that residents understand the extent of tourism impacts 

in their mountainous region with respect to economic, social and environmental dimensions. 

Study also reveals that although locals want to increase tourism gains with corresponding effort 

to reduce consequences deprived, their perceived impacts of tourism vary across their 

demographic variables. 
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Abstract 

Tourists’ satisfaction has been acknowledged as one of the most important elements of 

competitive advantage and formulating effective destination management strategies because it is 

a reliable standard to evaluate performance of tangible and intangible elements of tourism 

products and services. The purpose of this study is to investigate tourists’ satisfaction by 

examining the relationship between destination attribute importance and performance in a tourist 

destination. Trijuginarayan, an emerging spiritual and adventure tourist destination located in 

Garhwal Himalaya in Uttarakhand state of India was selected as the study area for this research. 

Importance-Performance Analysis was employed to examine the relationship between 

importance and performance of various destination attributes. Results revealed that attributes 

related to tourism product of spiritual and cultural nature, atmosphere and climate, a variety of 

tourist activities, hospitality and safety are significant factors in determining tourist satisfaction, 

whereas basic facilities such as accommodation, transportation, tourism infrastructure and 

hygiene and sanitation at destination are of significant importance in satisfaction evaluation. 

Findings also reveal that tourists were satisfied with the core products, but were dissatisfied with 

basic tourist facilities offered at the destination. The findings alert concerned tourism 

stakeholders for outlining effective strategies for holistic development and improving 

performance of attributes in a given destination. 
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ABSTRACT 

Satisfaction is an excellent predictor of tourist behaviour as it influences the choice of 

destination, consumption of products and services, the decision to return and maintain  

lasting relationships. This paper analyzes the level of tourist satisfaction with destination 

attributes using the Importance-Performance Analysis (IPA), based on the information obtained 

from 200 domestic tourists visiting Trijuginarayan, an emerging spiritual and adventure tourist 

destination located in Garhwal Himalaya in Uttarakhand state of India. The results obtained 

show that attributes related to tourism product of spiritual and cultural nature, atmosphere and 

climate, a variety of tourist activities, hospitality and safety are significant factors in determining 

tourist satisfaction, whereas basic facilities such as accommodation, transportation, tourism 

infrastructure and hygiene and sanitation at destination are of significant importance in 

satisfaction evaluation. Findings also reveal that tourists were satisfied with the core products, 

but were dissatisfied with basic tourist facilities offered at the destination. Based on the results, 

the paper concludes that tourism stakeholders must outline effective strategies for holistic 

development and improving performance of attributes in the given destination. 
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ABSTRACT 

Hotel in developing economies must create effective competitive strategies for survival, since 

they exist in an environment where stakeholders are demanding more from every organization. 

Consequently, they should focus on reliable and critical performance indicators, absolutely 

important for the success of hotels and adopt a comprehensive performance measurement 

framework that meets the requirements of the dynamic environment. This research is undertaken 

to identify the key performance indicators in hospitality industry of Uttarakhand and to find out 

the influence of managerial characteristics on the choice of performance indicators. Data was 

collected from a sample of 143 hotel managers of two major tourist locations using questionnaire 

over a six weeks period. Results indicate that financial indicators are still prevalent and most 

preferred key performance indicators in the elite managerial segment of almost all hospitality 

organizations. The study suggests that hospitality managers need to rethink about the choice of 

their performance indicators. 
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Abstract: Tourism is a major driver of economic growth and livelihood promotion in the 

Uttarakhand state of India. The contribution of tourism to the state gross domestic product 

(GDP) and employment generation is significant. The expansion of tourism inevitably brings 

about the development of the hotel industry. Hotels must create effective competitive strategies 

for survival and use a performance measurement system that meets the requirements of a 

changing environment. Several studies have been conducted to study the rich tourist potential of 

the state. However, no research studies are available regarding performance measurement 

practices adopted by hospitality managers in Uttarakhand for measuring the performance of their 

establishments. The present study examines existing performance measurement practices used by 

hotel managers that employ the balanced scorecard (BSC) − an innovative and comprehensive 

performance measurement framework for assessing the performance and progress of hotels in 

this mountainous state of India. The results indicate that in spite of using measures from different 

perspectives inherent to the original BSC, hospitality managers are not aware of the concept of 

BSC in a formal manner. The study reveals that hotels in Uttarakhand still focus on the use of 

financial measures as compared to non-financial measures for measuring performance. The study 

supports the link between hotel performance and BSC measures usage. 
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Abstract 

Understanding the role of human capital is one of the key considerations in delivering and 

ustaining competitiveness. Managing employees in the hospitality industry is particularly a 

challenging task as the industry is considered to be labor intensive. High turnover and increasing 

employee demands are among the problems that are identified as threats to maintaining a strong 

competitive position. Successful hotels attempt to retain their best employees in an effort to 

adapt to changing environments and increased competition. Effective hotel human resource 

systems can produce positive outcomes, through effective employee retention strategies that 

focus on work force motivation, attitudes and perception. The positive implementation of these 

strategies can influence and create employee satisfaction. This study aims to focus on the 

relationship between the mediating variables of motivation, attitudes, perception and their effect 

on employee satisfaction.These findings are based upon an extensive survey carried out between 

April 2009 and June 2009 in the small mountainous state of Uttarakhand, located within the 

Indian sub-continent. Although the area of study is confined to the Kumaon region of 

Uttarakhand, the authors contend that the findings and implications can be applied to other 

remote developing tourist destinations in other regions. 
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9. Sustainable Coastal Tourism Promotion in West Bengal, India : An Analytical Study of 

Coastal Residents' Attitude of Digha & Shankarpur Sea Beaches (PralayGanguly, SC 

Bagri) 2014 , Journal of Tourism, Volume XV, No. 1 & 2, 2014 

 

Abstract: The impacts of coastal tourism development on local  community involve social, 

cultural, political and economic issues. Keeping in view the importance and relevance of the 

stakeholder involvement in sustainable coastal tourism development, and the local 

community/residents being the key stakeholders, the objective of the pertinent research is to 

study the local Residents' attitude in Coastal areas of Digha & Shankarpur sea of West Bengal, 

India- towards the impacts of coastal tourism as also to suggest the strategic interventions for 

current problems and future needs. In this process the researchers collected primary data from 

255 respondents in the study area and further  

analysis has been undertaken through Mini Tab and SPSS using different statistical tools like- t 

test, co-relation, regression to come to the conclusion. The study findings suggest that the 

residents' participation and co-operation is necessary to make the development work more 

sustainable as it is important for responding to the current problems which is caused due to 

tourism development.                
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Vol. 57 No 

 1/ 2009/ 55-68 

 

Abstract: For the sustainable development of tourism in destination areas, it is important to have 

responsible visitors with high pro-environmental orientation and a critical minimum knowledge 

of ecotourism. Most of the pilgrimage, adventurous, and leisure destinations in India are in 

ecologically sensitive locations with bountiful environmental resources. Thus, understanding 

tourists’ environmental orientation is critical for destination management. In this context, the 

present study investigates the environmental orientation and ecotourism awareness of tourists 

visiting some of the key environmental hotspots of northern India. A comparative analysis of the 

environmental orientations of pilgrims, adventurists, and leisure tourists is presented. The 

findings generally reveal that there exist significant differences among these categories in terms 

of environmental orientation and awareness about ecotourism. Pilgrims and adventurists exhibit 

superior environmental orientation compared to leisure tourists. Yet, when it comes to the 

awareness of ecotourism, none of the groups under study show great awareness, except that 

adventurists stand better compared to the other two groups. Th us, the study implies that the 

transformation of general environmental orientation in to awareness of ecotourism is not linear 

and is much more problematic than is expected. Th e paper is concluded with a discussion of the 

implications for future research and managerial practice.  
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Abstract: Human Resource Management, an integral part of an organization, often ensures the 

success of the shared relationship between employees and an organization by identifying and 

satisfying the needs of the employees beginning with recruitment and continuing throughout 

their career. This article aims to analyze the Human Resource practices in hotels in the 

mountainous state of Uttarakhand, India located in the Himalayas. This particular geographic 

location of India offers human resource challenges that are unique to this popular tourist 

destination. Results from this study show that employees are satisfied with their compensation 

packages but not with the working conditions, and the employee turnover rate is relatively high. 

Adequate training is not often provided by the hoteliers to develop employees’ operational skills. 

Recruitment is mainly through internal referrals leading to high inbreeding and subsequent other 

human resource problems. There is a significant gap between what is expected from new 

employees and the skill levels of available talent pool. 

 

KEYWORDS Employee expectations, human resources, motivation, tourism, turnover 
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���������*HRJUDSKLD�7HFKQLFD��D�MRXUQDO�RI

9RO����������,VVXH�1R���

,QGH[HGE\�&/$5,9$7($1$/<7,&6

(GLWRU�LQ�FKLHI��,RQHO�+DLGX����

*XHVW�HGLWRU�'U��-DURPtU�.2/(-.$�

(PDLO��MNROHMND#FHQWUXP�F]

3XEOLFDWLRQ�IUHTXHQF\���WZLFH�D�\HDU��LQ�

)RU�IXUWKHU�LQIRUPDWLRQ�DQG�SXEOLVKLQJ�XVH�

�������
,661�����
,661�����

&/8-�81,9(56,7<�35(66

*HRJUDSKLD�7HFKQLFD�
DQ�,QWHUQDWLRQDO�-RXUQDO�IRU�WKH�SURJUHVV�RI�6FLHQWLILF�*HRJUDSK\

*HRJUDSKLD�7HFKQLFD��D�MRXUQDO�RI �*HRJUDSKLD�7HFKQLFD��$VVRFLDWLRQ

'2,����������

&/$5,9$7($1$/<7,&6��6&2386��*(2%$6(��(%6&2��6-5��&$%(//

.2/(-.$��0DVDU\N�8QLYHUVLW\��%UQR��&]HFK�5HSXEOLF

WZLFH�D�\HDU��LQ�0DUFK�DQG�2FWREHU��

DQG�SXEOLVKLQJ�XVH�FRQWDFW��HGLWRULDOVHFUHWDU\#WHFKQLFDOJHRJUDSK\�RUJ

���������*HRJUDSKLD�7HFKQLFD�
,661������������3ULQWHG�YHUVLRQ�
,661������������2QOLQH�YHUVLRQ��

&/8-�81,9(56,7<�35(66

DQ�,QWHUQDWLRQDO�-RXUQDO�IRU�WKH�SURJUHVV�RI�6FLHQWLILF�*HRJUDSK\

$VVRFLDWLRQ

'2,����������

&$%(//

5HSXEOLF

HGLWRULDOVHFUHWDU\#WHFKQLFDOJHRJUDSK\�RUJ��



*HRJUDSKLD�7HFKQLFD��9RO������,VVXH����������SS����WR���

7+(�,1',$1�+,0$/$<$C6�81,48(�$775,%87(6� +(0.81' 6$+,%
$1'�7+(�9$//(<�2)�)/2:(56

6KLY�.XPDU *837$���5DGX 1(*58�� 0LKDL�92'$�

'2,�����������*7B�����������

$%675$&7�
7KH ,QGLDQ�+LPDOD\DQ� UDQJHV�ZLWK WRZHULQJ�VQRZFODG�SHDNV�DQG�GHHS�YDOOH\� ULYHU� UDSLGV
SUHVHQW� D� YDULHW\� RI� FRPPRQ� JHRJUDSKLFDO� IHDWXUHV�� 7KH� KLJK� PRXQWDLQ� HQYLURQPHQWV
JDLQHG� VRFLDO YDOXHV� GXH� WR� WKH� LQIOXHQFH� RI� WKH� KXPDQ� DQFLHQW� FXOWXUHV�� 7KH� VSLULWXDO�
GLPHQVLRQ RI� WKH� JHRJUDSKLFDO� VSDFH JHQHUDWHG� LWV� XQLTXH� DWWULEXWHV�� 7KLV� UHVHDUFK�
LQYHVWLJDWHV�VRPH RI�WKH�PRVW�LQWULJXLQJ PRXQWDLQ�ORFXV�ZKLFK�DUH GHILQHG�E\�D�FXPXOXV�RI�
VSHFLDO�FKDUDFWHULVWLFV��:H�LGHQWLILHG�WKH�XQLTXHQHVV�JHQHUDWLQJ�IDFWRUV�XVLQJ�WKH�JHRPHGLD�
WHFKQLTXHV��)XUWKHUPRUH� WKLV� VWXG\�DQDO\VHV� WKH� LQWHUFRQQHFWLRQ�EHWZHHQ�+HPNXQG 6DKLE
DQG�9DOOH\�RI�)ORZHUV�*HRV\VWHPVC GLIIHUHQW�FRPSRQHQWV��2XU�UHVHDUFK�ILQGLQJV�SUHVHQW�WKH�
IXQFWLRQDOLW\�RI� WZR� VHOHFWHG G\QDPLF�+LPDOD\DQ�JHRV\VWHPV LQ� D� VLJQLILFDQW� HTXLOLEULXP�
VWDWH�� 7KLV UHVXOW� RI� WKLV SDSHU�ZLOO� FRQWULEXWH� WR� WKH�SUHVHUYDWLRQ� RI�+HPNXQG 6DKLE DQG�
9DOOH\� RI� )ORZHUV¶ XQLTXH� IHDWXUHV� DQG� IXWXUH� SURPRWLRQ� XVLQJ� WKH� QHZ� WHFKQLFDO�
*HRJUDSK\�DGYDQFHV���

.H\�ZRUGV� +LPDOD\DV��DWWULEXWHV��+HPNXQG 6DKLE��JHR�DSSV��9DOOH\�RI�)ORZHUV�

���,1752'8&7,21

7KH� ,QGLDQ� +LPDOD\D¶V XQLTXH� DWWULEXWHV� EDVHG� RQ� WKH� *HRV\VWHPV� JURXQGHG� WKHRU\�
DSSURDFK��XVLQJ�WKH�PRGHUQ�WHFKQLFDO�*HRJUDSK\�WRROV�LQ�DQ�DWWHPSW�WR�SURYLGH�LQQRYDWLYH
VROXWLRQV IRU� WKH� LQFUHDVLQJO\� YLVLWHG� PRXQWDLQ� VLWHV �9RGD� HW� DO�� ������� 7KLV� SDSHU� KDV�
DQDO\]HG�JHRJUDSKLFDO�VSDFHV�WKDW�DUH�FKDUDFWHUL]HG�E\�VSHFLDO�IHDWXUHV� JHQHUDWHG IURP�WKH�
LQWHUDFWLRQ� EHWZHHQ� WKH� HQYLURQPHQWDO� FRPSRQHQWV� DQG� WKH� FHQWUDO� HOHPHQW� RI� DQ\�
JHRV\VWHP��WKH�KXPDQ�EHLQJ��

7KH�9DOOH\�RI�)ORZHUV�1DWLRQDO�3DUN�OLHV�LQ�WKH�PDLQ�YDOOH\V�RI�$ODNQDQGD�DQG�'KDXOL�
*DQJD�LQ�WKH�*DUKZDO�+LPDOD\DV�LQ�&KDPROL�GLVWULFW�RI�8WWDUDNKDQG�6WDWH�LQ�,QGLD��9DOOH\�
RI�IORZHUV�DOVR�NQRZQ�LQ�+LQGX�P\WKRORJ\�DV�1DQGDQ�.DQDQ�PHDQLQJ�³*DUGHQ�RI�,QGUD�LQ�
3DUDGLVH´�KDV�EHHQ�GHFODUHG�DV�D�1DWLRQDO�3DUN��92)13�DV�SHU�1RWLILFDWLRQ�1R�������;,9�
�������� ZLWK� HIIHFW� IURP� 6HSWHPEHU� ��� ������ WKH� LQWHQWLRQ� KDYLQJ� EHHQ� GHFODUHG� XQGHU�
1RWLILFDWLRQ� 1R�� �����;,9��������� RI� �� -DQXDU\� ������ $IWHU� QRWLILFDWLRQ� RI� WKH� 3DUN��
JUD]LQJ�DQG�FDPSLQJ�DUH�QRW�SHUPLWWHG��

*LYHQ�WKH�VWDWXV�RI�:RUOG�+HULWDJH�VLWH�LQ������92)13�LV�RQH�DPRQJVW�WKH�QLQH�]RQHV�
RU� SDUW� RI� WKH�1DQGD�'HYL�%LRVSKHUH�5HVHUYH� �1'%5��ZKLFK� LV� VSUHDG� DFURVV� DQ� DUHD�RI�
��������VT�NP��/RFDWHG�EHWZHHQ�WKH�/DWLWXGH�������¶�± ������¶1�DQG�/RQJLWXGH���� ��¶�±
������¶(�9213�FRYHUV�DQ�DUHD�RI������VT��NP��7KH�DOWLWXGH�RI�WKH�YDOOH\�UDQJHV�IURP������
P�WR������P��

5LYHU�3XVKSDZDWL� IORZV� WKURXJK� WKLV�YDOOH\�ZKLFK�KDV� LWV VRXUFH� LQ� WKH�7LSUD�*ODFLHU�
ZKLFK�H[WHQGV�XS WR�*KRUL�3DUEDW�SHDN�� ,W� LV�D� IODW�YDOOH\��� NP ORQJ�DQG���NP ZLGH��7KH�

�+�1�%��*DUKZDO�8QLYHUVLW\��&HQWUH�IRU�0RXQWDLQ�7RXULVP�DQG�+RVSLWDOLWLHV�6WXGLHV��6ULQDJDU�
*DUKZDO��,QGLD��VNBJXSWD��#<DKRR�FRP �

�'LPLWULH�&DQWHPLU�8QLYHUVLW\���������7DUJX�0XUHV��5RPDQLD��QHJUXUJ#\DKRR�FRP�
PLKDLYRGD#FDQWHPLU�UR��





6FDQQHG�E\�&DP6FDQQHU





$IULFDQ -RXUQDO RI +RVSLWDOLW\� 7RXULVP DQG /HLVXUH� 9ROXPH � ��� � ������ ,661� ��������;�
&RS\ULJKW� � ���� $-+7/ � 2SHQ $FFHVV� 2QOLQH # KWWS��� ZZZ�DMKWO�FRP

ϭ

$VVHW�EDVHG�FRPPXQLW\�GHYHORSPHQW�LQ�PRXQWDLQ�
HQYLURQV��D�VWUDWHJLF�DSSOLFDWLRQ�IRU�VXVWDLQDEOH�FRPPXQLW\�
EDVHG�WRXULVP�GHYHORSPHQW�LQ�WKH�-DXQVDU�%DZDU�UHJLRQ�

RI�8WWDUDNKDQG��,QGLD

3UDNDVK�&KDQGUD�5RXW
3K�'��5HVHDUFK�6FKRODU

+�1�%��*DUKZDO�8QLYHUVLW\��$�&HQWUDO���,QGLD
(PDLO��SFURULVVD#JPDLO�FRP��0RE�����������������

DQG
3URIHVVRU� 6�.��*XSWD

+�1�%��*DUKZDO�8QLYHUVLW\��,QGLD

$EVWUDFW

$VVHW�EDVHG�FRPPXQLW\�GHYHORSPHQW�KDV EHHQ�GLVFXVVHG�D�OHQJWK IRU�WKH�ODVW�GHFDGH� ,W�LV�FRQVLGHUHG�WR�
EH�D QRYHO�DSSURDFK DQG KDV�EHFRPH�LQVWUXPHQWDO�IRU�PDQ\�FRPPXQLWLHV WR�LPSURYH�WKHLU�VRFLR�HFRQRPLF�
VWDWXV��&RPPXQLWLHV�VXEVLVW�LQ�WKH�+LPDOD\DQ�XSODQGV�DQG�DUH�JHQHUDOO\�LQ VHDUFK�RI�LQQRYDWH�OLYHOLKRRG�
RSSRUWXQLWLHV�JLYHQ WKHLU�H[LVWLQJ�H[FHSWLRQDO�QDWXUDO�DQG�KHULWDJH�DVVHWV��7RXULVP�GHYHORSPHQW�RQ�D ORFDO�
VFDOH� FDQ� EHQHILW� WKH� FRPPXQLWLHV� LQ� WKH� UHJLRQ LI� RSSRUWXQLWLHV� WR� GR� VR� DUH� YLJRURXVO\� SXUVXHG�� 7KLV�
UHVHDUFK�EULHIO\�H[SORUHV WKH�GLIIHUHQW�GLPHQVLRQV�RI�DVVHW�EDVHG�FRPPXQLW\�GHYHORSPHQW�E\� WDNLQJ� WKH
QRWLRQ�RI�WKH�ORFDO�FRPPXQLW\�DV LWV�FRUH��&RPPXQLW\�EDVHG�WRXULVP�KDV�LQWHUVHFWHG�ZLWK�DQ�DVVHW�EDVHG�
FRPPXQLW\�GHYHORSPHQW�DSSURDFK�DQG�QRZ�UHSUHVHQW�WKH�SRWHQWLDO�EHQHILWV�WKDW�FDQ�EH�JDLQHG�E\�WKH�HQWLUH�
UHJLRQ RI�-DXQVDU�%DZDU��$ TXDOLWDWLYH�UHVHDUFK SDUDGLJP�EDVHG�XSRQ�FRQFHSWXDO�DQDO\VLV�ZDV�XVHG�LQ�WKH�
SDSHU��DQG�GLVFXVVHV WKH�GLYHUVH SKHQRPHQRQ�RI�$VVHW�%DVHG�&RPPXQLW\ 'HYHORSPHQW��$%&'��WKURXJK�
LQFHSWLYH�DQG�FRQFHSWXDO�SDUDGLJPV��7KH�UHVHDUFK�VXJJHVWV D�ZD\�IRUZDUG�WR VXSSRUW�WKH GHYHORSPHQW�RI�
PRXQWDLQ�FRPPXQLWLHV�ZKLFK�SRVVHVV�D�ZLGH�UDQJH�RI�H[LVWLQJ�QDWXUDO�DQG�FXOWXUDO�DVVHWV�LQ�WKH�+LPDOD\DQ�
ODQGVFDSH RI�-DXQVDU�%DZDU�

.H\ZRUGV�� $VVHW� EDVHG� FRPPXQLW\� GHYHORSPHQW� FRPPXQLW\� EDVHG� WRXULVP� WRXULVP� GHYHORSPHQW�
FRPPXQLW\�GHYHORSPHQW��,QGLD�

,QWURGXFWLRQ

/DWHO\��$VVHW�%DVHG�&RPPXQLW\�'HYHORSPHQW��$%&'��KDV�JUDEEHG WKH�DWWHQWLRQ�RI�FRPPXQLW\�
GHYHORSPHQW� SUDFWLWLRQHUV� DURXQG� WKH� ZRUOG� DV� DQ� LQQRYDWLYH� VWUDWHJ\� IRU� FRPPXQLW\�GULYHQ�
GHYHORSPHQW� LQ� XUEDQ� DQG� UXUDO� QHLJKERUKRRGV �0DWKLH� 	� &XQQLQJKDP�� ������� 2YHU� PDQ\�
GHFDGHV��WRS�GRZQ�GHYHORSPHQW�DSSURDFKHV�KDYH�QRW�EHHQ�DEOH�WR�GHOLYHU�UHDO�DQG�VXVWDLQDEOH�
GHYHORSPHQW�RXWFRPHV�IRU�WKH�PDVVHV�LQ�WKH�FRQWH[W�RI�GHYHORSLQJ�FRXQWULHV��WKXV�SURYLGLQJ�DQ�
LPSHWXV� DQG� D� QHHG� WR� VHDUFK� IRU DOWHUQDWLYH� GHYHORSPHQW� DSSURDFKHV�� 7KH� $VVHW�%DVHG�
&RPPXQLW\�'HYHORSPHQW��$%&'��DSSURDFK�LV�RQH�RI�WKH�DSSURDFKHV WKDW�LV�QRW�RQO\�D�µSHRSOH�
FHQWHUHG¶�RQH��EXW�DOVR�D� µFLWL]HQ�GULYHQ¶�RQH��)XLPDRQR���������7KH�DSSURDFK�RI�$VVHW�%DVHG�
&RPPXQLW\�'HYHORSPHQW�ZDV�SURSRXQGHG�E\�-RKQ�/��0F.QLJKW�DQG�-RKQ�3��.UHW]PDQQ�DV�D�
FKDOOHQJH�WR�WUDGLWLRQDO�VROXWLRQV�WR�XUEDQ�SUREOHPV��ZKLFK�IRFXV�RQ�WKH�QHHGV�DQG�GHILFLHQFLHV�
RI�QHLJKERUKRRGV �7KH�$%&'�,QVWLWXWH���������7KH�QHHGV�EDVHG�DSSURDFK�GHILQHV�SRYHUW\�DV�WKH�
DEVHQFH�RU�ODFN�RI�WKH�EDVLF�HOHPHQWV�UHTXLUHG�IRU�KXPDQ�VXUYLYDO��%RR\��6HQD�	�$UXVKD���������





$EVWUDFW

7RXULVP� LQGXVWU\� FRQVWLWXWHV� VPDOO� DQG�PHGLXP� OHYHO� HQWHUSULVHV�
DW� ODUJH� ZKLFK� SURYLGHV� HPSOR\PHQW� RSSRUWXQLWLHV� ERWK� GLUHFWO\�
DQG� LQGLUHFWO\� WKURXJK� LWV� OLQNDJHV� ZLWK� YDULRXV� RWKHU� VHFWRUV� RI�
WKH� HFRQRP\�� ,W� HPSOR\V� SHRSOH� ZLWK� VNLOOHG�� VHPL�VNLOOHG� DQG�
HYHQ� SURIHVVLRQDOO\� XQVNLOOHG� WRR�� 7KH� FRPELQDWLRQ� RI� VNLOOV� DQG�
FKDUDFWHULVWLFV� KROG� DQ� LQGLYLGXDO� LQ� � PXFK� EHWWHU� LQVWHDG� WKDQ�
D� IRUPDO� DFDGHPLF� TXDOLILFDWLRQ� ZLWKLQ� ORZHU� SDLG� UROHV�� EXW� DV�
LQGLYLGXDOV� ORRN� WR� SURJUHVV� XS� WKH� PDQDJHPHQW� ODGGHU� D� ODFN�
RI� HGXFDWLRQ� DQG� XQGHUVWDQGLQJ� RI� DFDGHPLF� DQG� EXVLQHVV�
SULQFLSOHV� DUH� OLNHO\� WR� FRQVLGHUDEO\� VORZ� SURJUHVVLRQ� DQG�
SURPRWLRQDO� RSSRUWXQLWLHV� �%DXP�� ������� 7KURXJK� WKLV� VWXG\� WKH�
DXWKRUV�H[DPLQH�WKH�HPSOR\HHV�DQG�HPSOR\HUV�DWWLWXGHV�WRZDUGV�
UHFUXLWPHQW�DQG�VHOHFWLRQ�RI�KXPDQ�UHVRXUFHV�DW�YDULRXV�SRVLWLRQV�
LQ� WKHLU� HQWHUSULVHV�� 6WUXFWXUHG� TXHVWLRQQDLUHV� ZHUH� FROOHFWHG�
IURP����HPSOR\HUV�RU�PDQDJHUV�DQG�����HPSOR\HHV� LQ�RUGHU� WR�
VWXG\� WKH� HPSOR\HH� UHFUXLWPHQW� DQG� VHOHFWLRQ� PHWKRG� LQ� WUDYHO�
WUDGH� HQWHUSULVHV� VLWXDWHG� LQ� +DULGZDU�5LVKLNHVK�'HKUDGXQ� LQ�
8WWDUDNKDQG��7KH� ILQGLQJV� VXJJHVW� WKDW� WKHVH� WRXULVP�DQG� WUDYHO�
WUDGH� HQWHUSULVHV� VKRXOG� FRQVLGHU� DERXW� DQG� IROORZ� WKH� HWKLFDO�
JOREDOO\� DFFHSWHG� KXPDQ� UHVRXUFH� PDQDJHPHQW� SUDFWLFHV�
LQFOXGLQJ�UHFUXLWPHQW�DQG�VHOHFWLRQ�PHWKRGV�IRU�HPSOR\HHV�LQ�RUGHU�
WR�UHPDLQ�FRPSHWLWLYH�LQ�ORQJ�UXQ�RI�EXVLQHVV��ZKLFK�LV�PLVVLQJ�LQ�
PRVW�RI�WKHVH�HQWHUSULVHV�

,Q� RUGHU� WR� DFKLHYH� WKH� IUDPHG� REMHFWLYHV�� UHVHDUFKHU� KDV�
SHUIRUPHG�D�ZLGH�UHYLHZ�RI�WKH�SUHYDLOLQJ�OLWHUDWXUH�HPSKDVL]LQJ�RQ�
WKH�KXPDQ�UHVRXUFH�PDQDJHPHQW�LQ�WKH�WRXULVP�VHFWRU�LQ�JHQHUDO�
DQG�IRFXVHG�WR�WKH�WUDYHO�EXVLQHVVHV�LQ�WKH�VWXG\�DUHD�LQ�SDUWLFXODU��
$Q�DWWHPSW�ZDV�PDGH�WR�SUHSDUH�D�SURILOH�RI�WKH�WRXULVP�DQG�WUDYHO

$�6WXG\�RI�+XPDQ�5HVRXUFH�0DQDJHPHQW�
3UDFWLFHV�ZLWK�5HIHUHQFH�WR�(PSOR\HHV¶�

5HFUXLWPHQW�DQG�6HOHFWLRQ�LQ�7UDYHO�7UDGH�
(QWHUSULVHV�LQ�*DUKZDO�5HJLRQ�RI�8WWDUDNKDQG

3DQNDM�.XPDU
��6��.��*XSWD




 $VVLVWDQW�3URIHVVRU��7RXULVP���'HSDUWPHQW�RI�7RXULVP�	�+RWHO�0DQDJHPHQW��$UED�0LQFK�8QLYHUVLW\��5HSXEOLF�RI�(WKLRSLD��
(PDLO��SDQNDMPDWP#JPDLO�FRP



 3URIHVVRU��7RXULVP���&07+6��6FKRRO�RI�0DQDJHPHQW��+1%�*DUKZDO�8QLYHUVLW\��6ULQDJDU��8WWDUDNKDQG��,QGLD�
(PDLO��JXSWD�VN��#JPDLO�FRP

7RXULVP� LQGXVWU\� SURYLGHV� HPSOR\PHQW� WR� PLOOLRQV� RI�
SHRSOH� LQ� ,QGLD� ERWK� GLUHFWO\� DQG� LQGLUHFWO\� WKURXJK�
LWV� OLQNDJHV�ZLWK� YDULRXV� RWKHU� VHFWRUV� RI� WKH� HFRQRP\��
,W� HPSOR\V� SHRSOH� ZLWK� VNLOOHG�� VHPLVNLOOHG� DQG� HYHQ�
SURIHVVLRQDOO\� XQVNLOOHG� WRR�� 0DQ\� UROHV� LQ� WKH� WUDYHO�
VHFWRU� UHTXLUH� SHRSOH� ZLWK� JHQHUDO� VDOHV� DQG� FXVWRPHU�
VHUYLFH�VNLOOV�DQG�D�SRVLWLYH�GLVSRVLWLRQ��7KLV�FRPELQDWLRQ�
RI�VNLOOV�DQG�FKDUDFWHULVWLFV�KROG�DQ�LQGLYLGXDO�LQ� �PXFK�

ORZHU� SDLG� UROHV�� EXW� DV� LQGLYLGXDOV� ORRN� WR� SURJUHVV�
XS� WKH� PDQDJHPHQW� ODGGHU� D� ODFN� RI� HGXFDWLRQ� DQG�
XQGHUVWDQGLQJ� RI� DFDGHPLF� DQG� EXVLQHVV� SULQFLSOHV� DUH�
OLNHO\�WR�FRQVLGHUDEO\�VORZ�SURJUHVVLRQ�DQG�SURPRWLRQDO�
RSSRUWXQLWLHV��%DXP��������

GHYHORSPHQW� RI� DQ\� HFRQRP\�� 1R� VHFWRU�� LQFOXGLQJ�

WUDGH�HQWHUSULVHV�ZLWK�WKH�KHOS�RI�WKH�SULPDU\�GDWD�REWDLQHG�IURP�
WKH� HPSLULFDO� VWXG\� FDUULHG� RXW� ZLWK� WKH� KHOS� RI� SULPDU\� GDWD�
VRXUFHV� LQFOXGLQJ� VWUXFWXUHG� TXHVWLRQQDLUHV�� LQIRUPDO� LQWHUYLHZV�
DQG� REMHFW� REVHUYDWLRQ� PHWKRGV�� )XUWKHU�� WKH� FXUUHQW� UHVHDUFK�
DOVR� LQFRUSRUDWHV� WKH� FXUUHQW� SUDFWLFHV� RI� WKH� KXPDQ� UHVRXUFH�
PDQDJHPHQW�DGRSWHG�E\�WKHVH�HQWHUSULVHV��

.H\ZRUGV� 7UDYHO�7UDGH�(QWHUSULVH��5HFUXLWPHQW��6HOHFWLRQ��
+XPDQ�5HVRXUFH�0DQDJHPHQW��(PSOR\HHV�HWF��



��

$PLW\�5HVHDUFK�-RXUQDO�RI� 7RXULVP��$YLDWLRQ�DQG�+RVSLWDOLW\
9RO������LVVXH�����-DQXDU\�-XQH�����

7+(�9$/8(�&+$,1�$3352$&+�,1�&20081,7<�%$6('�
(&27285,60���$�&21&(378$/�)5$0(:25.�21�
6867$,1$%/(�02817$,1�'(9(/230(17��,1�7+(�
-$816$5�%$:$5�5(*,21�2)�877$5$.+$1'

6�.��*XSWD
3URIHVVRU��7RXULVP���&HQWUH�IRU�0RXQWDLQ�7RXULVP�DQG�+RVSLWDOLW\�6WXGLHV��&07+6���+1%���

*DUKZDO�8QLYHUVLW\��6ULQDJDU�*DUKZDO

3UDNDVK�&KDQGUD�5RXW
5HVHDUFK�6FKRODU��&07+6��+1%�*DUKZDO�8QLYHUVLW\

$EVWUDFW

&RPPXQLWLHV�DURXQG�WKH�JOREH�DUH�RIWHQ�RQ�WKH�

ORRN�IRU�D�GHYHORSPHQWDO�DSSURDFK�ZKHWKHU�WKH�

FRPPXQLWLHV� DUH� SDUW� RI� XUEDQ� VRFLHWLHV� RU�

UXUDO� VRFLHWLHV��0DQ\� VHFWRU� VSHFLILF� WKHPDWLF�

DUHDV� WKURXJK� YDULRXV� GHYHORSPHQWDO�

DSSURDFKHV� KDYH� WDVWHG� ERWK� VXFFHVV� DQG�

DERUWLYH� UHVXOWV� UHFHQWO\�� 7KH� GLVFXVVLRQ�

WKURXJK�WKLV�TXDOLWDWLYH�GLVFRXUVH�LV�DQ�DWWHPSW�

WR�EULQJ�D�VLPLODU�NLQG�RI�DSSURDFK�LQ�WKH�QDPH�

RI� FRPPXQLW\�EDVHG�HFRWRXULVP�SURPRWLRQ� LQ�

WKH� PRXQWDLQRXV� UHJLRQ� RI� WKH� VWDWH�

8WWDUDNKDQG�� 7KLV� SLHFH� RI� UHVHDUFK� KDV�

KLJKOLJKWHG� WKH� FRPPXQLW\� SRWHQWLDO� DQG� D�

QHHG� DSSURDFK� WKURXJK� FRPPXQLW\�

SDUWLFLSDWLRQ� LQ� WKH�GHYHORSPHQW�SURFHVV��7KH�

LPSRUWDQW� FRQFHSW� RI� YDOXH� FKDLQ� LQ� WKH�

PRXQWDLQ� UHJLRQ� KDV� DOVR� EURXJKW� LQWR� WKH�

OLPHOLJKW�

.H\ZRUGV�� &RPPXQLW\� %DVHG� (FRWRXULVP��

&RPPXQLW\� 3DUWLFLSDWLRQ�� 9DOXH� &KDLQ��

&RPPXQLW\� 'HYHORSPHQW�� 6XVWDLQDEOH�

'HYHORSPHQW

³)DUPLQJ�KHUH�LV�HQRXJK�IRU�WKH�VWRPDFK��EXW�

QRW� IRU� EX\LQJ� FORWKHV� RU� IRU� HGXFDWLQJ� RXU�

FKLOGUHQ�� 7R� DFKLHYH� WKLV�� \RX� KDYH� WR� DGG�

RWKHU� EXVLQHVVHV� OLNH� WUDGH� RU� WRXULVP�´� �

)DUPHU� IURP� WKH� $QQDSXUQD� UHJLRQ�� 1HSDO�

�0RXQWDLQ�$JHQGD�������

,QWURGXFWLRQ

1R�PDWWHU�KRZ�SDUDGR[LFDO�LW�VRXQGV��WKHUH�LV�D�

WUXWK� LQ� WKH� FODLP� WKDW� PRXQWDLQ� DUHDV� DUH� VR�

ULFK� DQG� \HW� VR� SRRU�� 7KLV� FODLP� FRPHV� IURP�

WKH� IDFW� WKDW� PRXQWDLQ� WUDFWV� KDYH� DEXQGDQFH�

RI� GLYHUVH� QDWXUDO� UHVRXUFHV� RI� UHJLRQDO� DQG�

VWDWH� VLJQLILFDQFH�� EXW� WKHVH� DUH� QRW� XVHG�

FRPSOHWHO\� �0DG]HYLF� 	� 7RVKHYVND�� �������

0RXQWDLQV� SOD\� D� VLJQLILFDQW� UROH� IRU� KXPDQ�

VXUYLYDO� EXW� VWLOO� FRQVLGHUHG� DV� KLQWHUODQGV� LQ�

WKH� FRQWH[W� RI� GHYHORSPHQW� LQ� PRVW� SDUWV� RI�

WKH�ZRUOG��0RXQWDLQ�$JHQGD���������

$W� WKH� JOREDO� OHYHO� IURP� $JHQGD� ��� �5LR�

������ &KDSWHU� ��� WR� :RUOG� 6XPPLW� RQ�

6XVWDLQDEOH� 'HYHORSPHQW� �:66'��������



6��.��*XSWD
��3DOODYL�7KDNXU



$EVWUDFW 7DNLQJ� LQWR� FRQVLGHUDWLRQ� WKH� XQLTXH�� YDVW� DQG� YDULHG� WRXULVW� UHVRXUFH� SRWHQWLDO� RI� ,QGLD�� WKHUH� LV� WUHPHQGRXV� VFRSH� IRU�
GHYHORSPHQW�RI�,QWHUQDWLRQDO�7RXULVP��$ZDUH�RI�LWV�ULFK�WUHDVXUH��,QGLD��LQ�IDFW�KDV�FRQVLVWHQWO\�EHHQ�WU\LQJ�WR�DOOXUH�PRUH�DQG�PRUH�ZRUOG�
WURWWHUV��HYHU�VLQFH�LWV�LQGHSHQGHQFH��,QFLGHQWDOO\�LWV�SHUIRUPDQFH�KDV�VR�IDU�UHPDLQHG�WRR�PDUJLQDO��HVSHFLDOO\�LQ�YLHZ�RI�WKH�H[LVWLQJ�SRWHQWLDO��

FRQWLQXHG�WR�JURZ�IURP������PLOOLRQ�LQ������WR������PLOOLRQ�LQ������������PLOOLRQ�LQ������������PLOOLRQ�LQ������DQG�UHDFKHG�WR������PLOOLRQ�
LQ�������'XULQJ�WKH�\HDU�������,QGLD�UHJLVWHUHG�D�SRVLWLYH�JURZWK�RI���������7KH�VKDUH�RI�,QGLD�LQ�LQWHUQDWLRQDO�WRXULVW�DUULYDOV�LQ������ZDV�

.H\ZRUGV�

,1752'8&7,21�

,QGLD� LV� FUHGLWHG� WR� SLRQHHU� WKH� FRQFHSW� RI� WRXULVP� LQ� WKH�
IRUP�RI�SLOJULPDJHV��DV�HDUO\�DV�GXULQJ�9HGLF�(UD��$FFRXQWV�
IURP�(SLFV�DQG�3XUDQDV�UHYHDO�WKDW�WKH�WUDGLWLRQ�RI�UHOLJLRXV�

VLQFHUH� HIIRUWV� ZHUH� PDGH� E\� WKH� FRQWHPSRUDU\� UXOHUV� WR�
GHYHORS�ZD\VLGH� IDFLOLWLHV� DQG� DPHQLWLHV�� HVSHFLDOO\� DW� WKH�
VDFUHG�FHQWHUV��,Q�IDFW��DZDUH�RI�WKH�SDUDPRXQW�FRQWULEXWLRQV�
RI� µWUDYHO¶� LQ�EURDGHQLQJ� WKH�KRUL]RQV�RI�NQRZOHGJH�YLV�j�
YLV�IRVWHULQJ�VRFLDO�LQWHJUDWLRQ��LW�ZDV�LQWHOOLJHQW�EOHQG�ZLWK�
UHOLJLRXV�GLFWD�VR�DV�WR�PDNH�WUDYHOOLQJ�D�VRFLDO�PRYHPHQW��
7KH� SULQFLSOH� RI�$WLWKL� 'HYR� %KDY� �*XHVW� LV� *RG�� LV� VWLOO�
YDOXHG� E\� WKH� VRFLHW\� WKURXJK� WKH� ULVLQJ� PDWHULDOLVP� KDV�
FRQVLGHUDEO\� HURGHG� LW�� 7DNLQJ� LQWR� FRQVLGHUDWLRQ� RI� WKH�
XQLTXH�� YDVW� DQG� YDULHG� WRXULVW� UHVRXUFH� SRWHQWLDO� RI� WKH�
FRXQWU\�� WKHUH� LV� WUHPHQGRXV� VFRSH� IRU� GHYHORSPHQW� RI�
LQWHUQDWLRQDO�WRXULVP�LQ�,QGLD��$ZDUH�RI�LWV�ULFK�WUHDVXUH��,QGLD�
LQ�IDFW�KDV�FRQVLVWHQWO\�EHHQ�WU\LQJ�WR�DOOXUH�PRUH�DQG�PRUH�

ZRUOG�WURWWHUV��HYHU�VLQFH�LWV� LQGHSHQGHQFH��,QFLGHQWDOO\� LWV�
SHUIRUPDQFH�KDV�VR�IDU�UHPDLQHG�WRR�PDUJLQDO��HVSHFLDOO\�LQ�
YLHZ�RI�WKH�H[LVWLQJ�SRWHQWLDO��WKRXJK�WKHUH�KDV�EHHQ�VWHDG\�

,QGLD� RFFXSLHV� D� VWUDWHJLF� ORFDWLRQ� LQ� WKH� $VLD�� 2FHDQLD�
UHJLRQ�DQG�LW�KDV�IDEXORXV�QDWXUDO�DQG�FXOWXUDO�WRXULVW�UHVRXUFH�
ZHDOWK��,W�LV�QRZ�KLJK�WLPH�WKDW�WKH�FRXQWU\�SUHSDUHV�KHUVHOI�WR�
WKH�ELJ�WRXULVW�ERRP�WKDW�LV�RQ�WKH�FDUGV��7KLV��LQ�WXUQ��ZRXOG�
GHPDQG�IRU�D�WKRURXJKO\�SURIHVVLRQDO�DWWLWXGH�DQG�HIIRUWV�RQ�
SDUW�RI�WKH�WRXULVP�SOD\HUV�RI�WKH�FRXQWU\�DW�PLFUR�DQG�PDFUR�
UHJLRQDO�SHUVSHFWLYHV��$SSURSULDWH�VWUDWHJLHV�WR�SHQHWUDWH�WKH�
GHVLUHG�³QLFKH�PDUNHWV´��PXVW�EH�WDNHQ�XS�RQ�D�SULRULW\�EDVLV��
$FFRUGLQJO\��WKH�IDFLOLWLHV��DPHQLWLHV�DQG�VHUYLFHV�QHHG�WR�EH�
VKDSHG��EXW�LQ�WKH�PDQQHU�WKDW�WKH�WRXULVW�SODQW�GRHVQ¶W�DFW�
SDUDVLWLFDOO\�RQ�WKH�GHVWLQDWLRQ�HQYLURQPHQW��,W�PXVW�DOVR�QRW�
OHDG�WR�WKH�GLOXWLRQ�RU�GLVWRUWLRQ�RI�WKH�³ORFDO�YDOXHV´��OHDYH�
DVLGH�FUHDWLQJ�D�QHJDWLYH� LPDJH�RI� WKH�FRXQWU\��6R�IDU�µWKH�
SUDFWLFH�KDV�EHHQ�WR�FUHDWH�WKH�WRXULVW�VXSSOLHV�RQ�WKH�EDVLV�RI�
SHUFHLYHG�SHUFHSWLRQV�DQG�QRW�RQ�DXWKHQWLF�UHVHDUFK�RQ�WKH�
DFWXDO�DQG�SRWHQWLDO�WRXULVW�GHPDQGV���.DQGDUL���������


 3URIHVVRU��7RXULVP���&HQWUH�IRU�0RXQWDLQ�7RXULVP�	+RVSLWDOLW\�6WXGLHV��6FKRRO�RI�0DQDJHPHQW��+�1�%��*DUKZDO�8QLYHUVLW\�
$�&HQWUDO�8QLYHUVLW\���8WWDUDNKDQG��,QGLD��(PDLO���VNBJXSWD��#\DKRR�FRP



 $VVLVWDQW�3URIHVVRU�62+	7��%DKUD�8QLYHUVLW\��:DNQDJKDW��+LPDFKDO�3UDGHVK��,QGLD��(PDLO��SDOODYLWKDNXU�WRXULVP#JPDLO�FRP

,QWHUQDWLRQDO�-RXUQDO�RI�+RVSLWDOLW\�	�7RXULVP�6\VWHPV
9ROXPH���,VVXH���-XQH�����
,661������������3ULQW
�&RS\ULJKW�,-+76
��([FOXVLYH�0DUNHWLQJ�5LJKWV��3XEOLVKLQJ�,QGLD�*URXS
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��1HKD�6KDUPD



$EVWUDFW 1DLQLWDO��UHQRZQHG�DV�WKH�/DNH�'LVWULFW�RI�8WWDUDNKDQG��LV�D�SRSXODU�KLOO�VWDWLRQ�LQ�1RUWK�,QGLD�VLQFH�WKH�WLPH�RI�%ULWLVKHUV�
ZKLFK�DWWUDFWV�D�ODUJH�QXPEHU�RI�WRXULVWV��GRPHVWLF�DV�ZHOO�DV�LQWHUQDWLRQDO��HYHU\�\HDU��,Q�RUGHU�WR�PHHW�WKH�QHHG�RI�RYHUQLJKW�YLVLWRUV��1DLQLWDO�
KRXVHV�D�SOHWKRUD�RI�DFFRPPRGDWLRQ�XQLWV�RI�DOO�NLQGV��UDQJLQJ�IURP�WKH�EXGJHW�WR�VWDU�FDWHJRU\�SURSHUWLHV��DV�SHU�WKH�GHPDQG�RI�WKH�YLVLWRUV��

WRXULVWV�YLVLWHG�WKH�VWXG\�DUHD�IRU�YDULHG�UHDVRQV�WKURXJK�VWUXFWXUHG�TXHVWLRQQDLUHV�E\�DSSO\LQJ�UDQGRP�VDPSOLQJ�PHWKRGV�LQ�RUGHU�WR�DFKLHYH�

LPSURYH�WKH�HVVHQWLDO�TXDOLW\�DWWULEXWHV�DQG�HQKDQFH�VHUYLFH�TXDOLW\�DV�ZHOO�DV�EXVLQHVV�SHUIRUPDQFH��

.H\ZRUGV� &XVWRPHU�6DWLVIDFWLRQ��6HUYLFH�4XDOLW\��+RWHOV��1DLQLWDO

,1752'8&7,21

7KH�ZRUOG�KRWHO�LQGXVWU\�KDV�PRYHG�WR�D�QHZ�SKDVH�LQ�WKLV�HUD�
RI�HFRQRPLF�GHYHORSPHQW��7RGD\¶V�KRWHOLHUV�KDYH�DFFHSWHG�

UDWKHU� WKDQ� WR� FDWFK� WKH� DWWHQWLRQ� IURP� QHZ� FXVWRPHU�

KRWHOV�VKRXOG�IRFXV�WKDW�WKHLU�HPSOR\HHV�VKDOO�DOZD\V�SOHDVH�

WKH� KRWHOV� FDQ� LQFUHDVH� VDWLVIDFWLRQ� OHYHO� RI� WKH� FXVWRPHU�

EXVLQHVVHV� ZLWK� V\VWHPV� WKDW� FDQ� PDLQWDLQ� WKH� LQWHUDFWLRQ�
EHWZHHQ� WKH� FXVWRPHU� DQG� WKH� KRWHOV�� $IWHU� WKLV�� WKH�

ZLWK�UHVWULFWHG�UHVRXUFHV��+HQFH��WR�RXWVWDQG�WKH�FRPSHWLWRUV��

WR� WKH� FXVWRPHU� VDWLVIDFWLRQ� LV� WR� FUHDWH� WKH� YDOXH� IRU�

4XDOLW\� RI� VHUYLFH� DQG� FXVWRPHU� VDWLVIDFWLRQ� LV� FULWLFDO�
IDFWRUV� IRU� DFFRPSOLVKPHQW� RI� HYHU\� EXVLQHVV� �*URQRRV��












$EVWUDFW

+RVSLWDOLW\� ,QGXVWU\� LQ� ,QGLD� LV� IDFLQJ� RQH� RI� WKH� ELJJHVW�
FRQWHPSRUDU\� FKDOOHQJHV� DV� JXHVW� VDWLVIDFWLRQ� LQGH[�� 6HUYLFH�
TXDOLW\�DQG�PHDVXULQJ�JXHVW�VDWLVIDFWLRQ� LQ�GLIIHUHQW�GHSDUWPHQWV�
LQ�WKH�KRWHOV�SOD\�LPSRUWDQW�UROH�LQ�UHWDLQLQJ�WKH�JXHVWV��7KH�SUHVHQW�
VWXG\�DLPV�LQ�H[DPLQLQJ�WKH�PDQDJHUV¶�YLHZSRLQWV�DQG�SHUFHSWLRQ�
RI�JXHVW�VDWLVIDFWLRQ�DQG� LWV� LPSRUWDQFH� LQ�KRWHOV�RI�1DLQLWDO��7KH�
VWXG\�KDV�EHHQ�GRQH�E\�FROOHFWLQJ�GDWD�IURP�PDQDJHUV�RI����KRWHOV�
UHJDUGLQJ�JXHVW�VDWLVIDFWLRQ�SUDFWLFHV�LQ�WKH�VWXG\�DUHD��,W�DLPV�WR�
DQDO\]H� WKHLU� SHUVSHFWLYH� IRU� JXHVWV¶� VDWLVIDFWLRQ� SUDFWLFHV� EHLQJ�
DGRSWHG�� 7KH� UHVXOWV� UHYHDOHG� WKDW� JXHVW� FRPPHQW� FDUGV� ILOOHG�
E\� WKH� JXHVWV� DUH� RI� XWPRVW� LPSRUWDQFH� DQG� WKHUH� LV� D� SRVLWLYH�
UHODWLRQVKLS�EHWZHHQ�SUDFWLFHV� IROORZHG�DQG�JXHVW�VDWLVIDFWLRQ� LQ�
VDPSOH�KRWHOV�RI�VWXG\�DUHD�

.H\ZRUGV� +RWHOV��*XHVW�6DWLVIDFWLRQ��0DQDJHU��1DLQLWDO

$VVHVVPHQW�RI�*XHVW�6DWLVIDFWLRQ�LQ�+RWHOV�RI�


 3URIHVVRU�LQ��7RXULVP�0DQDJHPHQW���&07+6��+1%�*DUKZDO�8QLYHUVLW\��6ULQDJDU�*DUKZDO��8WWDUDNKDQG��,QGLD�


 5HVHDUFK�6FKRODU��&07+6��+1%�*DUKZDO�8QLYHUVLW\��6ULQDJDU�*DUKZDO��8WWDUDNKDQG��,QGLD�

*XHVW�VDWLVIDFWLRQ�LV�D�SLYRWDO�IDFWRU�LQ�UHYHQXH�PDQDJHPHQW�
RI�DQ\�KRWHO�HQWHUSULVH�DV�LW�LV�YHU\�LPSRUWDQW�IRU�FXVWRPHU�
UHWHQWLRQ��7RGD\�PRVW�RI�WKH�KRWHOV�DUH�IRFXVLQJ�RQ�JXHVW�
VDWLVIDFWLRQ� LQGH[� GHSHQGLQJ� RQ� WKHLU� VL]H�� EXGJHW� DQG�
FDWHJRU\��*XHVW�6DWLVIDFWLRQ�LV�D�SV\FKRORJLFDO�FRQFHSWLRQ�
WKDW�UHYROYHV�DURXQG�ZHOO�EHLQJ�DQG�SOHDVXUH���ZKLFK�JXHVW�

VDWLVIDFWLRQ� LV�D� MXGJPHQW�EDVHG�RQ�SRVW�XVH�RI�VHUYLFHV�
�*XQGHUVHQ��+HLGH�DQG�2OVVRQ���������,Q�RUGHU�WR�PHDVXUH�
JXHVW�VDWLVIDFWLRQ�LQGH[�KRWHOV�XVH�JXHVW�FRPPHQW�FDUGV��
7KH� FRQFHSW� KDV� VHHQ� D� PDQLIROG� FKDQJH� LQ� WKH� UHFHQW�
\HDUV�ZLWK�LQFUHDVH�LQ�LPSRUWDQFH�EHLQJ�JLYHQ�WR�VHUYLFH�
TXDOLW\� DQG� PHDVXULQJ� JXHVW� VDWLVIDFWLRQ� OHYHOV�� *XHVW�
UHWHQWLRQ� KDV� EHHQ� D� PDMRU� FKDOOHQJH� EHLQJ� IDFHG� E\�
KRWHOV�ZRUOGZLGH�LQ�WKH�JOREDO�PDUNHW�QRZ�D�GD\��'XH�WR�
LQFUHDVHG�FRPSHWLWLRQ�LQ�WKH�LQGXVWU\�KRWHOV�KDYH�IRFXVHG�

PRUH�RQ�UHWDLQLQJ�WKH�H[LVWLQJ�FXVWRPHU�E\�HYDOXDWLQJ�WKH�
OHYHO�RI�WKHLU�VDWLVIDFWLRQ�ZLWK�WKH�VHUYLFHV�DW�DOO�OHYHOV��

6DWLVIDFWLRQ� OHYHO� RI� JXHVW� LV� WKH� RXWFRPH� RI� SDULW\�
EHWZHHQ�WKH�H[SHFWHG�DQG�SHUFHLYHG�VHUYLFHV�DQG�VHUYLFHV�
UHFHLYHG��2OLYHU����������$GRSWLRQ�RI�KLJK�VHUYLFH�TXDOLW\�
DV�QRUPDO�SUDFWLFHV� IRU�HQVXULQJ�VDWLVIDFWLRQ�RI�JXHVW� WR�
JHW�UHSHDW�EXVLQHVV�LV�RI�XWPRVW�LPSRUWDQFH�LQ�KRVSLWDOLW\�
VHFWRU� �%RZHQ� DQG� &KHQ�� ������� 9DULRXV� IDFWRUV� OLNH�
FOHDQOLQHVV�� VHFXULW\�� YDOXH� IRU� PRQH\� DQG� FRXUWHV\�
RI� VWDII� FRQWULEXWH� WR� FXVWRPHU� VDWLVIDFWLRQ� �$WNLQVRQ��
������� 7KHVH� IDFWRUV� FDQ� EH� XVHG� DV� SDUDPHWHUV� WR� EH�
PHDVXUHG�IRU�JXHVW�VDWLVIDFWLRQ�E\�WKH�PDQDJHUV�LQ�KRWHOV��
0RGHUQ� GD\� KRWHO� HQWHUSULVHV� KDYH� YDULRXV� FRQFHUQHG�
GHSDUWPHQWV�� DSSOLFDWLRQV� RI� LQIRUPDWLRQ� WHFKQRORJ\��
SURSHUW\� PDQDJHPHQW� V\VWHPV� WR� SURYLGH� IDFLOLWLHV�
H[SHFWHG�E\� WKH�JXHVWV� VWD\LQJ� WKHUH� �%KDWQDJDU���������
9DULRXV� GHSDUWPHQWV� OLNH�$FFRPPRGDWLRQ�� )URQW� 'HVN��
*XHVW�UHODWLRQV�DUH�ZHOO�VXSSRUWHG�E\�DOOLHG�GHSDUWPHQWV�
OLNH� VDOHV�� KXPDQ� UHVRXUFH� VWRUHV� HWF�� ,Q� KRWHOV� DQG�
KRVSLWDOLW\� UHODWHG� LQGXVWU\� KRWHO� URRPV� GLYLVLRQ� DQG�
IURQW�GHVN�DUH�WKH�PRVW�LPSRUWDQW�DUHD�LQ�HQVXULQJ�JXHVW�
VDWLVIDFWLRQ�UHODWHG�WR�FRPIRUW�LQ�URRPV��FOHDQOLQHVV�LQ�WKH�

0HDVXULQJ� DQG� HQVXULQJ� JXHVW� VDWLVIDFWLRQ� VDIHJXDUGV�
WKDW� SHRSOH� DUH� JHWWLQJ�ZKDW� WKH\� DUH� H[SHFWLQJ� IRU� WKH�
VHUYLFHV�WKH\�DUH�SD\LQJ�IRU��0DUNHWLQJ�VWUDWHJLHV�VKRXOG�
EH� DOLJQHG� WR� IRFXV� WKH� GHPRJUDSKLF� FKDUDFWHULVWLFV� RI�
WKH�FXVWRPHU�WR�WDUJHW�WKHP��/H�%ODQF�	�1JX\HQ���������
7KH�UHTXHVW�DQG�LQFUHDVH�LQ�GHPDQG�IRU�KLJKHU�VWDQGDUG�
RI�VHUYLFHV�E\�WKH�JXHVWV�KDV�FUHDWHG�FRPSHWLWLRQ�DPRQJ�
KRWHOV�DQG�DOVR�HQOLJKWHQHG�DERXW�WKH�OHYHO�DQG�TXDOLW\�RI�
VHUYLFHV�UHTXLUHG��+RWHOV�LQ�WKLV�FRPSHWLWLYH�ZRUOG�RIIHU�



,QGLDQ�6WUHDPV�5HVHDUFK�-RXUQDO
,661����������
9ROXPH���_�,VVXH���_�6HSW�����
$YDLODEOH�RQOLQH�DW�ZZZ�LVUM�QHW

$66(660(17�2)�6$7,6)$&7,21�2)�+80$1�
5(6285&(�:25.,1*�,1�7+(�75$9(/$*(1&,(6�

,1�+$5,':$5�5,6+,.(6+�'(+5$'81

$EVWUDFW��7RXULVP� LV� RQH� RI� WKH� PDLQ� VRXUFHV� RI� UHYHQXH� DQG� OLYHOLKRRG� LQ� WKH� VWDWH�
8WWDUDNKDQG��,W�SURYLGHV�HPSOR\PHQW�DQG�HQWUHSUHQHXULDO�RSSRUWXQLWLHV�WR�WKH�KXJH�QXPEHU�RI�
WKH�SRSXODWLRQ�KHUH��7UDYHO�DJHQFLHV��LQFOXGLQJ�UDIWLQJ�FRPSDQLHV��FDPSVLWHV�DQG�WUDQVSRUWHUV�
SOD\�VLJQLILFDQW�UROH�LQ�HPSOR\PHQW�WR�WKH�VNLOOHG��VHPLVNLOOHG�DQG�XQVNLOOHG�KXPDQ�IRUFH��,Q�
RUGHU�WR�FRQWLQXH�WKH�EXVLQHVV�JURZLQJ��LW�LV�QHFHVVDU\�WR�UHWDLQ�WKH�FDSDEOH�DQG�FRPSHWLWLYH�
HPSOR\HHV��([WULQVLF� UHZDUG� IDFWRUV� OLNH� FRPSHWLWLYH� VDODU\�� SHUIRUPDQFH� DSSUDLVDO�� DQQXDO�
ERQXV��PHGLFDO�FRYHUDJH��LQVXUDQFH�SODQ�DQG�UHWLUHPHQW�DQG�SHQVLRQ�SODQV�SOD\V�VLJQLILFDQW�UROH�
LQ�UHWDLQLQJ�WKH�HPSOR\HHV��7KH�IRFXV�RI�WKLV�SDSHU�LV�WR�DVVHVV�WKH�VDWLVIDFWLRQ�WKURXJK�H[WULQVLF�
UHZDUG�IDFWRUV�RI�WKH�KXPDQ�UHVRXUFH�ZRUNLQJ�LQ�WKH�WUDYHO�DJHQFLHV�VLWXDWHG�LQ�WKH�+DULGZDU�
5LVKLNHVK�DQG�'HKUDGXQ��

.H\ZRUGV�7RXULVP��WUDYHO�DJHQF\��H[WULQVLF�UHZDUGV��KXPDQ�UHVRXUFH�

,1752'8&7,21

7RXULVP� LV� WKH�PDMRU� VRXUFH� RI� HPSOR\PHQW� DQG� HFRQRP\� LQ�8WWDUDNKDQG��+DULGZDU��5LVKLNHVK� DQG�
'HKUDGXQ�DUH�³*DWHZD\´�IRU�WKH�WRXULVWV�WUDYHOLQJ�WR�WKH�*DUKZDO�UHJLRQ�RI�WKH�VWDWH��7KHVH�FLWLHV�SOD\�D�VLJQLILFDQW�
UROH�LQ�HPSOR\PHQW�DQG�HFRQRPLF�GHYHORSPHQW�LQ�WKH�VWDWH��$ORQJ�ZLWK�LWV�UHOLJLRXV�LPSRUWDQFH�IRU�GD\�YLVLWRUV��
WKHVH�FLWLHV�DUH�EHLQJ�GHYHORSHG�DV�WKH�WRXULVP�KXE��7KHUH�LV�D�QXPEHU�RI�WRXULVP�HQWHUSULVHV�FDQ�EH�IRXQG��ZKLFK�
SURYLGH�KXJH�VNLOOHG��XQVNLOOHG�DQG�VHPL�VNLOOHG�HPSOR\PHQW��+DULGZDU�LV�WKH�JDWHZD\�IRU�WKH�WRXULVW�WUDYHOOLQJ�WR�
GLIIHUHQW�SODFHV�LQ�WKH�VWDWH��,W�LV�IDYRULWH�DPRQJ�GRPHVWLF�DQG�LQERXQG�WRXULVWV��5LVKLNHVK�LV�NQRZQ�DV�FLW\�IRU�<RJD�
DQG�0HGLWDWLRQ�DQG�KHDYHQ�IRU�DGYHQWXUH�WRXULVP�DFWLYLWLHV��,W�DWWUDFWV�GD\�YLVLWRUV��GRPHVWLF�WRXULVWV�DQG�LQERXQG�
WRXULVWV�UHVSHFWLYHO\��'HKUDGXQ��WKH�FDSLWDO�RI�WKH�VWDWH�8WWDUDNKDQG�KDYH�D�JRRG�VKDUH�LQ�RXWERXQG�WRXULVP�DQG�
GRPHVWLF� WRXULVP�LQ�WKH�UHJLRQ��7KH�FRQWLQXRXVO\�LQFUHDVLQJ�QXPEHU�RI� WRXULVWV� LQ� WKH�UHJLRQ�KDV�DWWUDFWHG�WKH�
UHSXWHG�LQYHVWRUV�DQG�VWDNHKROGHUV�LQ�WKH�WRXULVP�LQGXVWU\�LQ�WKH�UHJLRQ��7KH�LQYHQWLRQ�RI�QHZ�WHFKQRORJLHV�DQG�
SURPRWLRQ�RI�DGYHQWXUH�WRXULVP�OLNH�ZDWHU�VSRUWV��ULYHU�UDIWLQJ��ND\DNLQJ��HWF���WUHNNLQJ��3DUDJOLGLQJ��URFN�FOLPELQJ��
UDSSHOOLQJ��HWF��WKH�FLW\�LV�DWWUDFWLQJ�WKRXVDQGV�RI�WRXULVWV�DQG�GD\�YLVLWRUV�HYHU\�\HDU��,W�KDV�EHHQ�IRXQG�WKDW��RQO\�LQ�
5LVKLNHVK��WKHUH�DUH�PRUH�WKDQ�����WUDYHO�DJHQFLHV��LQFOXGLQJ�UDIWLQJ�RSHUDWRUV�DQG�FDPSVLWH�RSHUDWRUV�DUH�WKHUH�
DORQJ�WKH�SRSXODU�VWUHWFK�RI�WKH�*DQJHV�IURP�.DXGLDOD�WR�5LVKLNHVK��7KH�7LPHV�RI�,QGLD��������)HEUXDU\���7KHVH�
HVWDEOLVKPHQWV�DUH�D�KXJH�VRXUFH�RI�HPSOR\PHQW�DQG�UHYHQXH��

7KH�WRXULVP�LQGXVWU\�LV�VLJQLILFDQWO\�FRQWULEXWLQJ�WR�WKH�HFRQRP\�DQG�HPSOR\PHQW�LQ�WKH�FRXQWU\��7KH�
QXPEHU�RI�LQWHUQDWLRQDO�WRXULVW�DUULYDOV�ZRUOGZLGH�LV�H[SHFWHG�WR�ULVH�E\�DQ�DYHUDJH������D�\HDU�RYHU�WKH�SHULRG������
WR������DQG�LW�LV�H[SHFWHG�WR�WRXFK�����ELOOLRQ�LQ������DQG�KHQFH�WKH�JURZWK�RI�WKH�WRXULVP�LQGXVWU\��:77&���������
,Q�WKH�WRXULVP�LQGXVWU\��WUDYHO�DJHQFLHV�VHOO�LQWDQJLEOH�H[SHULHQFH�PDLQO\��,W�LV�KXPDQ�UHVRXUFH�ZRUNLQJ�LQ�WKHVH�
WUDYHO�RUJDQL]DWLRQV��ZKR�PDUNHW�WKHVH�LQWDQJLEOH�VHUYLFHV�LQ�D�FRPELQHG�RU�LQ�WKH�VHSDUDWH�WR�WKH�WRXULVWV��6R�WKH�
HPSOR\HHV�RU�KXPDQ�UHVRXUFH�LQ�WKH�WRXULVP�RUJDQL]DWLRQV�SOD\V�YLWDO�UROH�LQ�WKH�EXVLQHVV��

:LWK� WKH� JURZLQJ� LQWHUHVWV� LQ� OHLVXUH�� UHFUHDWLRQ�� DGYHQWXUH�� RWKHU� PRWLYDWLRQV� DQG� IDVW� LQFUHDVLQJ�
SXUFKDVLQJ�SRZHU�RI�WKH�SRSXODWLRQ��WKHUH�LV�D�KXJH�SRWHQWLDO�IRU�HIILFLHQW�DQG�VDWLVILHG�WUDYHO�DGYLVRUV�DQG�RWKHU�

� �3DQNDM�.XPDU ��DQG��6��.��*XSWD ���³$66(660(17�2)�6$7,6)$&7,21�2)�+80$1�5(6285&(�:25.,1*�,1�7+(�75$9(/$*(1&,(6�
,1�+$5,':$5�5,6+,.(6+�'(+5$'81´�,QGLDQ�6WUHDPV�5HVHDUFK�-RXUQDO�_��9ROXPH����_�,VVXH�����_��6HSW�������_�2QOLQH�	�3ULQW

� �3DQNDM .XPDU DQG 6� .� *XSWD

�5HVHDUFK 6FKRODU 7RXULVP DW &HQWUH IRU 0RXQWDLQ 7RXULVP 	 +RVSLWDOLW\ 6WXGLHV�
+1% *DUKZDO &HQWUDO 8QLYHUVLW\� 6ULQDJDU �*DUKZDO�� 8WWDUDNKDQG�

�3URIHVVRU� 7RXULVP� 'LUHFWRU RI &HQWUH IRU 0RXQWDLQ 7RXULVP 	 +RVSLWDOLW\ 6WXGLHV DQG 'HDQ RI 6FKRRO RI 0DQDJHPHQW�
+1% *DUKZDO &HQWUDO 8QLYHUVLW\� 6ULQDJDU �*DUKZDO�� 8WWDUDNKDQG�

�



���� ,QW��-��4XDOLWDWLYH�5HVHDUFK�LQ�6HUYLFHV��9RO�����1R����������

&RS\ULJKW��������,QGHUVFLHQFH�(QWHUSULVHV�/WG��

$VVHVVPHQW�RI�UXUDO�GHVWLQDWLRQ�UHVLGHQWV¶�DWWLWXGH�
WRZDUG�WRXULVP�GHYHORSPHQW�LQ�8WWDUDNKDQG��,QGLD���
D�UHVHDUFK�QRWH�

6�.��*XSWD
�DQG�9LMD\�3UDNDVK�
&HQWUH�IRU�0RXQWDLQ�7RXULVP�DQG�+RVSLWDOLW\�6WXGLHV��
+1%�*DUKZDO�8QLYHUVLW\��
6ULQDJDU�*DUKZDO��8WWDUDNKDQG��,QGLD�
(�PDLO��JXSWD�VN��#JPDLO�FRP�
(�PDLO��YLMD\EKDWW��#JPDLO�FRP�

&RUUHVSRQGLQJ�DXWKRU�

$EVWUDFW��$V�DQ�LPSRUWDQW�FRPSRQHQW�RI�WRXULVP��WKH�KRVW�FRPPXQLW\�KDV�EHHQ�
JLYHQ� LQFUHDVLQJ� UHVHDUFK� DWWHQWLRQ� WR� LWV� UROH� LQ� WRXULVP� GHYHORSPHQW�� $�
VXSSRUWLYH� KRVW� HQYLURQPHQW� LV� SUHUHTXLVLWH� LQ� RUGHU� WR� VXVWDLQ� WKH� ORQJ�WHUP�
DQG� VXFFHVVIXO� GHYHORSPHQW� RI� WKH� WRXULVP� LQGXVWU\��:LWKLQ� WKH� FRQVLGHUDEOH�
ERG\� RI� NQRZOHGJH�� KRVW� FRPPXQLW\� DWWLWXGHV� WRZDUGV� WRXULVP� KDYH� EHHQ�
H[WHQVLYHO\�VWXGLHG�ZLWK�WKH�KHOS�RI�WKH�FRVWV�DQG�EHQHILWV�RI�WRXULVP�SHUFHLYHG�
E\�FRPPXQLW\�PHPEHUV��7KH�LPSDFWV�RI�WRXULVP�DUH�H[KLELWHG�LQ�D�ZLGH�UDQJH�
IURP� WKH� FKDQJH� RI� HFRQRPLF� VWUXFWXUH� WR� VRFLDO�� FXOWXUDO� DQG� HQYLURQPHQWDO�
LVVXHV��7KH�SUHVHQW�VWXG\�LV�DQ�DWWHPSW�WR�DQDO\VH�WKH�DWWLWXGH�RI�WKH�FRPPXQLW\�
PHPEHUV�WRZDUGV�WRXULVP�GHYHORSPHQW�LQ�WKH�8NKLPDWK��6DUL�DQG�0DNNXPDWK�
YLOODJHV�LQ�5XGUDSUD\DJ�'LVWULFW�RI�8WWDUDNKDQG��7KH�VWXG\�DUHD��GXH�WR�LWV�KLJK�
DOWLWXGLQDO�JHRJUDSK\��KHDOWK\�FOLPDWH�DQG�HQFKDQWLQJ�VFHQLF�EHDXW\�LV�LGHDO�IRU�
VPDOO�VFDOH�FRPPXQLW\�EDVHG�WRXULVP�GHYHORSPHQW��6LQFH�WRXULVP�LQ�WKH�DUHD�LV�
LQ�LWV�QDVFHQW�VWDJH��LW�LV�TXLWH�LPSRUWDQW�WR�HQVXUH�WKH�VXVWDLQDEOH�GHYHORSPHQW�
RI� WRXULVP�IRU�ZKLFK�XQGHUVWDQGLQJ�RI� UHVLGHQWV¶�DWWLWXGH� LV�YHU\�HVVHQWLDO��7R�
DVVHVV�WKH�DWWLWXGH�RI�WKH�UHVLGHQWV�RI�LGHQWLILHG�YLOODJHV��ILHOG�VXUYH\V�KDYH�EHHQ�
FRQGXFWHG� LQ� WKH� VWXG\� YLOODJHV� GXULQJ� 0DUFK�� 0D\� DQG� 2FWREHU�� ������
3HUVRQDO� REVHUYDWLRQV� DQG� XQVWUXFWXUHG� LQWHUYLHZV� ZHUH� XVHG� DV� WKH� VXUYH\�
WRROV��

.H\ZRUGV��UHVLGHQWV¶�DWWLWXGH��*DUKZDO�+LPDOD\D��KRVW�FRPPXQLW\��,QGLD��

5HIHUHQFH� WR� WKLV� SDSHU� VKRXOG� EH� PDGH� DV� IROORZV�� *XSWD�� 6�.�� DQG��
3UDNDVK��9���������µ$VVHVVPHQW�RI� UXUDO�GHVWLQDWLRQ�UHVLGHQWV¶�DWWLWXGH� WRZDUG�
WRXULVP�GHYHORSPHQW�LQ�8WWDUDNKDQG��,QGLD��D�UHVHDUFK�QRWH¶��,QW��-��4XDOLWDWLYH�
5HVHDUFK�LQ�6HUYLFHV��9RO�����1R�����SS����±�����

%LRJUDSKLFDO� QRWHV�� 6�.�� *XSWD� LV� D� 3URIHVVRU� LQ� 7RXULVP� DQG� 'LUHFWRU� RI�
&HQWUH� IRU� 0RXQWDLQ� 7RXULVP� DQG� +RVSLWDOLW\� 6WXGLHV�� +1%� *DUKZDO�
8QLYHUVLW\��$�&HQWUDO�8QLYHUVLW\���6ULQDJDU�*DUKZDO��8WWDUDNKDQG��,QGLD��+H�LV�
WKH�HGLWRU�RI�-RXUQDO�RI�7RXULVP�±�$Q�,QWHUQDWLRQDO�5HVHDUFK�-RXUQDO�RQ�7UDYHO�
DQG�7RXULVP��DQG�KDV�SXEOLVKHG����UHVHDUFK�SDSHUV��ZKLFK�DSSHDUHG�LQ�QDWLRQDO�
DQG� LQWHUQDWLRQDO� MRXUQDOV� DQG� HGLWHG� ERRNV��+H� KDV� DXWKRUHG� WKUHH� ERRNV� RQ�
YDULRXV� DUUD\� RI� WRXULVP� PDQDJHPHQW� DQG� KDV� PDGH� SUHVHQWDWLRQV� DW� VHYHUDO�
LQWHUQDWLRQDO�DQG�QDWLRQDO�VHPLQDUV�DQG�FRQIHUHQFHV��

9LMD\�3UDNDVK� LV�D�5HVHDUFK�6FKRODU� LQ� WKH�&HQWUH� IRU�0RXQWDLQ�7RXULVP�DQG�
+RVSLWDOLW\�6WXGLHV��+1%�*DUKZDO�8QLYHUVLW\��$�&HQWUDO�8QLYHUVLW\���6ULQDJDU�
*DUKZDO��8WWDUDNKDQG��,QGLD��+H�KDV�SXEOLVKHG�VHYHUDO�UHVHDUFK�SDSHUV��ZKLFK�
DSSHDUHG�LQ�QDWLRQDO�DQG�LQWHUQDWLRQDO�MRXUQDOV�DQG�HGLWHG�ERRNV��+H�KDV�PDGH�
SUHVHQWDWLRQV�DW�VHYHUDO�LQWHUQDWLRQDO�DQG�QDWLRQDO�VHPLQDUV�DQG�FRQIHUHQFHV��
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&RPPXQLW\�%DVHG�7RXULVP�'HYHORSPHQW��$�&DVH�VWXG\�RI�(FR�9LOODJH
6DUL�LQ�.HGDUQDWK�6DQFWXDU\�5HJLRQ

6�.��*XSWD
$VVRFLDWH�3URIHVVRU

&HQWUH�IRU�0RXQWDLQ�7RXULVP�	�+RVSLWDOLW\�6WXGLHV�
+1%�*DUKZDO�8QLYHUVLW\��6ULQDJDU��8WWDUDNKDQG��

$QG�
9LMD\�3��%KDWW
5HVHDUFK�VFKRODU

&HQWUH�IRU�0RXQWDLQ�7RXULVP�	�+RVSLWDOLW\�6WXGLHV
+1%�*DUKZDO�8QLYHUVLW\��6ULQDJDU��8WWDUDNKDQG�

$EVWUDFW���7KH� SDUDGLJP� VKLIW� IURP� FRQYHQWLRQDO� PDVV� WRXULVP� WRZDUGV� WKH� QDWXUH� EDVHG� WRXULVP��KDV�
SURYRNHG� ZRUOG� FRXQWULHV� WR� FRQFHQWUDWH�PRUH� RQ� GHYHORSLQJ�VXVWDLQDEOH� WRXULVP� SUDFWLFHV��HVSHFLDOO\� LQ�
QDWXUH�ERXQG�DUHDV��,QGLD�DV�SDUW�RI�DFFRPSOLVKLQJ�VXVWDLQDEOH�WRXULVP�KDV�GHYHORSHG�PDQ\�VWUDWHJLHV�DQG�
IUDPHZRUN�ZKLFK�LV�KLJKO\�UHFRJQL]HG�DQG�H[HFXWHG�E\�DOO�VWDWHV��8WWDUDNKDQG�EHLQJ�D�PRXQWDLQRXV�VWDWH�
DQG� UHFRJQL]HG� IRU� LWV� ULFK� XQWDSSHG� QDWXUDO� UHVRXUFHV� SURYLGHV� ULJKW��VSDFH� IRU� GHYHORSLQJ� FRPPXQLW\�
EDVHG�WRXULVP��&%7��DV�D�WRRO�IRU�DWWDLQLQJ�VXVWDLQDELOLW\�LQ�SUDFWLFLQJ�WRXULVP��7KH�SUHVHQW�SDSHU�DWWHPSWV�
WR�ILQG�RXW�WKH�LPSDFW�RI�WRXULVP�RQ�VRFLR�HFRQRPLF�GHYHORSPHQW�RI�FRPPXQLW\�PHPEHUV�DQG�UHYLHZ�WKH�
RSSRUWXQLWLHV�DQG�FKDOOHQJHV� IRU�GHYHORSLQJ�&%7�LQ�YLOODJH�6DUL�LQ�WKH�YLFLQLW\�RI�.HGDUQDWK�0XVN�'HHU�
6DQFWXDU\�� ,W� LV� IRXQG� WKDW� WKHUH� LV� D��SRVLWLYH� ORFDO� FRPPXQLW\� GHYHORSPHQW� E\� KDYLQJ� WRXULVP� DV� DQ�
LPSRUWDQW�WRRO��7KH�LQIRUPDWLRQ�ZDV�FROOHFWHG�WKURXJK�VWUXFWXUHG�TXHVWLRQQDLUH�DQG�GLUHFW�LQWHUDFWLRQ�ZLWK�
WKH�ORFDO�FRPPXQLW\�PHPEHUV��
.H\ZRUGV�� &RPPXQLW\�EDVHG�WRXULVP��6XVWDLQDELOLW\��.HGDUQDWK�VDQFWXDU\��9LOODJH�6DUL��'HRULDWDO��

,QWURGXFWLRQ

7RXULVP��LV��QRZ��DIIHFWLQJ��WKH��OLYHV��RI��UXUDO��SHRSOH��DQG��LV��RIWHQ��VHHQ��DV��D��WRRO��IRU�
GHYHORSPHQW� �$VKOH\�DQG�5RH�� ������1HWR�� ������+DUULVRQ������� DQG� LV� WKHUHIRUH� YLHZHG�
DV�D�FRPPXQLW\�DQG�HFRQRPLF�GHYHORSPHQW�WRRO�WKDW�VHUYHV�FHUWDLQ�HQGV��0F&RRO�HW��DO��
������ 'DYLV� DQG� 0RUDLV�� ������� 7KH� FRQFHSW� RI� &RPPXQLW\� %DVHG� 7RXULVP� �&%7�� KDV�
FRPH� XS��DIWHU� HFRWRXULVP��LQ� SDUWLFXODU��KDV� FRPH� XQGHU� LQFUHDVLQJ� FULWLFLVP���:HDYHU�
������ %DUNLQ�� ������ DQG�&DWHU�� ������� &%7� LV� WKH� RWKHU� SRSXODU� DOWHUQDWLYH� RIIHUHG� WR
WUDGLWLRQDO�� WRXULVP��GHYHORSPHQW�� VW\OH�� DQG�� LW��FDQ��EH��GHILQHG��DV��³7RXULVP��EDVHG��RQ�
QHJRWLDWLRQ� DQG� SDUWLFLSDWLRQ�ZLWK� NH\� VWDNHKROGHUV� LQ� WKH� GHVWLQDWLRQ� �6DDULQHQ� ������� ,Q�
&%7��WKH��KRVWV��SOD\��D��FHQWUDO��UROH��LQ��GHWHUPLQLQJ��WKH��IRUP��DQG��SURFHVV��RI��WRXULVP�
GHYHORSPHQW�� � �7LPRWK\�� � ������� &RPPXQLW\� PHPEHUV� EHLQJ� WKH� UHDO� FXVWRGLDQ� RI� DQ\�
GHVWLQDWLRQ��PXVW��JHW WKH��FHQWUDO�� UROH�� LQ��GHFLVLRQ��PDNLQJ��SURFHVV�� UHJDUGLQJ�� WRXULVP�
GHYHORSPHQW� LQ� RUGHU� WR� EHWWHU� �KDQGOH� WKH� LPSDFWV�� &RPPXQLW\� LQYROYHPHQW� LQ� WRXULVP�
KDV� EHHQ� UHFHLYLQJ� LQFUHDVLQJ� DWWHQWLRQ� �EHFDXVH� RI� WKH� VXFFHVV� DQG� VXVWDLQDELOLW\� RI� WKH�
GHYHORSPHQW�� GHSHQGV� RQ� WKH� DFWLYH� VXSSRUW� RI WKH� ORFDO� SRSXODWLRQ� DQG� KLJKHU� OHYHOV� RI�
LQWHJUDWLRQ��OHDG��WR��VRFLR�HFRQRPLF��EHQHILWV��IRU��WKH��FRPPXQLW\� �0LWFKHOO��DQG��(DJOHV�
������� )XUWKHU�� WKURXJK� WUDLQLQJ� LW� DOVR� HQKDQFH� WKH� VNLOOV� RI� FRPPXQLW\� PHPEHUV� IRU�
EHWWHU�LQWHUSUHWDWLRQ�RI�ORFDO�QDWXUDO�DQG�FXOWXUDO�DVSHFWV�WR�WKH�WRXULVWV�

5RFKDUXQJVDW�� �������KDV�VXPPDUL]HG� WKH� FULWHULD� WR�HYDOXDWH� WKH� VXFFHVV�RI�&%7� LQ�
WHUPV�RI�WKH�IROORZLQJ�IDFWRUV�
� %HQHILWV���JDLQHG���IURP���&%7���VKRXOG���EH���GLVWULEXWHG��� HTXDOO\�� WKURXJKRXW���WKH�

GHVWLQDWLRQ�FRPPXQLW\�
� *RRG�DQG�FDUHIXO�PDQDJHPHQW�RI�WRXULVP�LV�VLJQLILFDQW�
� &%7��VKRXOG��KDYH��VWURQJ��3DUWQHUVKLSV��DQG��VXSSRUW��IURP� ZLWKLQ��DQG��RXWVLGH��D�
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�,QWHUQDWLRQDO�-RXUQDO�RI�+RVSLWDOLW\�	�7RXULVP�6\VWHPV 9ROXPH���,VVXH�������

2QOLQH�DFFHVV�#�ZZZ�SXEOLVKLQJLQGLD�FRP ��

(&2120,&�,03$&7�2)�9$,6+12�'(9,�
3,/*5,0$*(��$1�$1$/<7,&$/�678'<

6�.�*XSWD
5HDGHU��&HQWHU�IRU�0RXQWDLQ�7RXULVP�DQG�+RVSLWDOLW\�6WXGLHV��+�1�%�*�8�

5DMHVK�5DLQD
$VVW��0DQDJHU��6KUL�0DWD�9DLVKQR�'HYL�6KULQH�%RDUG��-DPPX

$EVWUDFW��
,Q�UHFHQW�\HDUV��6KUL 0DWD�9DLVKQR�'HYL�6KULQH�KDV�
EHFRPH� YHU\� SRSXODU� GHVWLQDWLRQ� DPRQJ� SLOJULPV��
3LOJULPDJH� 7RXULVP� WR� 9DLVKQR� 'HYL� 6KULQH�
FRQVWLWXWHV�DQ�LPSRUWDQW�FRPSRQHQW�RI�WRWDO�WRXULVP�
LQ� -DPPX� DQG� .DVKPLU� DQG� KDV� FRQWULEXWHG�
HIIHFWLYHO\� WR� WKH� JURZWK� DQG� GHYHORSPHQW� RI� WKH�
SODFH�� (YHU\� \HDU� DURXQG� �� PLOOLRQ� SLOJULPV� YLVLW�
WKH�6KULQH�ZKLFK�LV�LQIOXHQFLQJ�WKH�VRFLR�HFRQRPLF�
HQYLURQPHQW�RI�WKH�UHJLRQ�DQG�WKH�SUHVHQW�SDSHU�LV�
WKURZLQJ� OLJKW� RQ� WKH� HFRQRPLF� LPSDFW� RI� WKH�
6KULQH� UHODWHG� WRXULVP��7KLV� SDSHU� LV� EDVHG�RQ� WKH�
PHWKRGRORJ\� DGRSWHG� IRU� HVWLPDWLRQ� RI� HFRQRPLF�
LPSDFW� RI� WKH� 6KULQH� UHODWHG� WRXULVP� RQ� WKH�
HFRQRP\� RI� NDWUD� WRZQ� E\� HVWLPDWLQJ� WKH� LQFRPH�
DQG� HPSOR\PHQW� JHQHUDWLRQ�� ,Q� WKH� SUHVHQW� SDSHU��
WKH�PHWKRGRORJ\�DGRSWHG�IRU�HVWLPDWLRQ�RI�LQFRPH�
DQG� HPSOR\PHQW� LV� EDVHG� RQ� H[WUDSRODWLRQ� RI� WKH�
VDPSOH� UHVHDUFK� ILQGLQJV��7KH� ILJXUHV� IRU�XQLYHUVH�
SRSXODWLRQ� ZLWK� UHVSHFW� WR� WKH� VDPSOH� KDYH� EHHQ�
WDNHQ�IURP�WKH�0XQLFLSDOLW\�RI�.DWUD��6KULQH�%RDUG�
DQG�RWKHU�*RYHUQPHQW� DV�ZHOO� DV� SULYDWH� DJHQFLHV�
OLNH� YDULRXV� EXVLQHVV� DVVRFLDWLRQV�� 7KH� LQFRPH�
JHQHUDWHG� LV� WDNHQ� IURP� DOO� WKH� ILYH� EDVLF�
FRPSRQHQW� � � � RI� LQGXVWULHV� RU� VHWV� RI� SHRSOH��
SULPDULO\�DW�.DWUD��ZKLFK�DUH�GLUHFWO\�DQG�PRUH�RU�
OHVV�WRWDOO\�GHSHQGHQW�RQ�WKH�WRXULVP�YL]��WKH�+RWHO�
,QGXVWU\�� 7UDQVSRUW� ,QGXVWU\�� YDULRXV� FRPPHUFLDO�
HVWDEOLVKPHQWV� LQFOXGLQJ� DOO� W\SHV� RI� VKRSV�
RSHUDWLQJ�DW�.DWUD��3LWKRRV�DQG�3RQ\ZDOODV�

.H\� :RUGV� �� 6KUL� 0DWD� 9DLVKQR� 'HYL� 6KULQH��
6KULQH� %RDUG�� (FRQRPLF� ,PSDFW� +RWHO� ,QGXVWU\��
7UDQVSRUW�,QGXVWU\��3LWKRRV�DQG�3RQ\ZDOODV�

,1752'8&7,21

3LOJULPDJH� LQ� ,QGLD� LV� DOPRVW� DV� ROG� DV� ,QGLDQ�
FLYLOL]DWLRQ�� +LQGX� SLOJULPDJH� KDV� UHWDLQHG� PDQ\�
FRPPRQ�IHDWXUHV�WKURXJK�WLPH�DQG�VSDFH��LQFOXGLQJ�
WKH�SUDFWLFH�RI�WUDYHOLQJ�WR�EDWKH�DQG�SUD\�DW�VDFUHG�
SODFHV�DQG� LW�KDV� VRPH� IHDWXUHV� WKDW� OLQN� LW� WR� IRON�
WUDGLWLRQV�� ,QGLDQ� FXOWXUH� KDV� HPSKDVL]HG� WKH�
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Abstract  

Since, accommodation and food outlets are the core component of Tourism along with 

attractions at destinations, accessibility (Road, water and Air) towards the destinations, 

amenities throughout the tours and touristic activities over the destinations. Therefor it is very 

important to ensure the complete satisfaction of visitors towards food service outlets and 

accommodation units. (Kumar & Agarwal, 2020) suggested that while entertaining tourists 

thorough any for the tourism products, it is necessary to have well groomed soft skills in all 

the service providers who are directly or indirectly dealing with visitors. Along with the food 

and services quality, number of enough food and accommodation units are also equality 

significant to satisfy the needs, wants and desires of the visitors.   

Therefore, this research paper primarily assesses and evaluate the role of food service outlets 

in overall tourist’s satisfaction which are located at Rishikesh region of the Uttarakhand. It is 

a quantitative as well as qualitative assessment based on survey research design in study area. 

Data was collected through self-administered questionnaires from 350 visitors which includes 

both domestic and International and were analyzed by quantitative methods. Descriptive 

statistics (Frequencies, Percentages, Means, and Standard Deviations) and inferential statistics 

(one sample t-test, Independent t-test and correlation) were performed to assess and analysis 

visitors’ satisfaction with reference to food service outlets in the study area.   

Keywords: Perception, Satisfaction, Food- outlets, Regional cuisines, Service quality.   

  

Introduction  

 

Food and accommodation units play a significant role in the overall tourist’s satisfaction 

towards food- tourism and local cuisines at any destination therefore there should be enough 

food services outlets with good service quality are at tourism destinations. As these outlets 

would enhance satisfaction level of tourists towards overall tourism development. In view of 

assessment and evaluation role of food service outlets in overall tourists’ satisfaction towards 

overall tourism development in the Rishikesh region of Garhwal Himalaya, following 

objectives and hypotheses are formulated;   

“To find out the level of tourists satisfaction towards food and beverage service outlets in the 

study area”.   

H1 There is significant role of food service outlets in the overall tourists’ satisfaction towards 

food and beverage services experiences in the study area.   
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The hospitality industry is one the core component for tourism growth and development along with other 

components such as destination attractiveness, accessibility, amenities and tourism activities over the 

destinations. However, accommodation sector keep growing with greater pace even at extent tourism places 

and catering needs and wants of visitors significantly. All kinds of tourist whether it could be adventurous, 

religious, explorer, and drifter etc. use to travel with specific travel and hospitality demands from the service 

providers. Therefore, it is much needed and most important to ensure fullest satisfaction to visitors’ through 

better service and product quality. (Arora, Wadhwa, & Kumar, 2020) studied the visitors’ satisfaction and 

suggested that in order to develop responsible and sustainable tourism at any destination, visitors’ feedback 

and satisfaction play a significant role towards to make sure repeat visit, enhance travel propensity and 

economic, social, cultural and comprehensive development of destination and local communities. Therefore, 

this research paper has assessed and measured satisfaction of visitors along famous pilgrimage sites 

Gangotri and Yamunotri route in Uttarakhand state of India. Sample of 500 domestic tourists were collected 

through self-administered questionnaires and analyzed through descriptive (Frequencies, Percentages, 

Means, and Standard Deviations) and inferential statistics.    

Keywords:  Satisfaction, Pilgrimage, Service quality and Tourism Development.  

 

*Assistant Professor, Centre for Mountain Tourism & Hospitality Studies (CMTHS), H.N.B. Garhwal University Srinagar 

Uttarakhand- 246191  

**Associate professor, Centre for Mountain Tourism & Hospitality Studies (CMTHS), H.N.B. Garhwal University Srinagar 

Uttarakhand- 246191   

***Associate professor, Centre for Mountain Tourism & Hospitality Studies (CMTHS), H.N.B. Garhwal University 

Srinagar Uttarakhand- 246191   

 
INTRODUCTION:   

Tourist satisfaction is conceived as the resultant 

outcome of tourist motivations, their activities, 

expectation and perceptions of various product 

elements available/consumed by the tourist during 

their journey to a destination area. The responses 

of tourist about their satisfaction regarding 

various destination attributes were recorded with 
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Over the years, visitors have been changing their needs, wants and desires along with development of new 

tourism trends, destinations and varieties of tourism products and sources. Food and culinary tourism are in 

Centre of focus and developing with faster pace over the period of time which lead to enhanced both gross 

and net travel propensity towards food tourism destinations. However, visitors are also so peculiar in view 

their food and services quality experiences with reference to ambience over the destinations and so much so 

they are very specific and particular in order to selection, experiences and satisfaction towards food and 

beverages in the hotels and restaurants. Uttarakhand is one of well-known and most popular state of India in 

context of adventure, religious, wellness and culinary tourism. (Kumar, 2019) studied the role played by 

these components such as visitors perception and satisfaction in overall development of responsible and 

sustainable tourism at any destination. Therefore, this research paper would measure the perception and 

satisfaction of visitors towards food and beverage services in Rishikesh region of the Uttarakhand. The 

sample of 350 visitors which includes both domestic and International was collected and analyzed 

statistically with the help of descriptive and inferential statistics.  

Keywords:  Ambience, Perception, Satisfaction, Food and Culinary Tourism 
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Introduction 

The ambience of restaurants and food service 

outlets play a significant role in overall tourism 

perception and satisfaction. Therefore, it is great 

sense of concerns for policy makers, tourism 

planners, Destination development organizations 

(DMOs), Destination Management companies 

(DMCs), and hotel & restaurants stakeholders 

need to focus on ambience of food service outlets. 

In view of measurement of perception and 

satisfaction of visitors towards ambience of 

restaurants in the Rishikesh region of Garhwal 
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                                                                ABSTRACT 

The dependence of tourism on the accommodation industry has already been cleared and specified earlier 

and hence it is true that the hotel industry is responsible to a great extent, for growth, development, strength 

and weakness of the tourism industry.  This research paper is a sincere attempt to bring out the exact 

position of Gangotri and Yamunotri Pilgrimage Yatra route through analyzing travel profiles of visitors. To 

do so, primary and secondary data of 500 domestic tourists were collected and analyzed statistically in order 

to draw meaningful conclusions and achieve the framed objectives of the study. The travel profile of visitors 

includes demographic profile, purpose of travel, duration of stay, expenditure, source of information, travel 

group composition and travel arrangement etc. It is a quantitative as well as qualitative analytical study 

based on survey research design of study area. The appropriate proportion of total population has been 

collected in the form of data through self-administered questionnaires from 500 domestic. After making all 

the changes collected data has been analyzed with the help of descriptive (Frequencies, Percentages, Means, 

and Standard Deviations) and inferential statistics. Furthermore, based the findings, appropriate 

recommendations were also made for the tourism planners, policy makers and stakeholders.  

Keywords: Travel Profile, Tourism Development, Visitors satisfaction, Pilgrimage Tourism    
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INTRODUCTION  

Tourists are the moral and legitimate stakeholders 

for growth and development of tourism at any 

destination through their active participation and 

support, we cannot even think about tourism and 

hotel industry without them. Therefore, it is 

necessary to measure their travel profiles, 

requirements, demands and supply on a serious 

note. There are thousands of tourists visiting the 

Gangotri and Yamunotri pilgrim sites every year 
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                                                                ABSTRACT  
The food and beverage outlets are the important component of tourists’ satisfaction in tourism and hospitality industry 

as it is fulfill one the fundamental need of visitors. Over the period time food and beverages outlets are so niche and 

specialized as per the requirement of visitors.  Therefore, there is need to have well qualified, knowledgeable and 

groomed service personnel in view to cater all kind of requirements and needs of visitors. Along with hard skills, soft 

skills are also equal important for food and beverages staffs in order to ensure the comprehensive and complete 

visitors satisfaction. (Kumar & Agarwal, 2020) worked on soft skills and how these skills help while providing 

services and dealing with customers. As these skills are based on intrinsic and extrinsic factors in the restaurants and 

hotels and can be developed and improved too through training and supervisor. The present research paper assesses 

and measure soft skills of service personnel working in restaurants in Rishikesh region of Uttarakhand towards 

perception and satisfaction of visitors.  The study is both quantitative and qualitative in nature and conducted through 

focus group interview and based self-administered questionnaires. The collected data has been analyzed statistically 

via descriptive (Frequencies, Percentages, Means, and Standard Deviations) and inferential (one sample t-test) 

statistics. On the basis of results and findings appropriate recommendations were also suggested.  
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INTRODUCTION  

In order to ensure complete, comprehensive and 

highest level of perception and satisfaction to 

visitors towards food and beverage services in 

restaurants, soft skills of service personnel play a 

significant and collective role. As these skills 

would reflect technical and non-technical qualities 

of working personnel related to tourism and 
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and measure soft skills of service personnel working in restaurants in Rishikesh region of Uttarakhand towards 

perception and satisfaction of visitors.  The study is both quantitative and qualitative in nature and conducted through 

focus group interview and based self-administered questionnaires. The collected data has been analyzed statistically 

via descriptive (Frequencies, Percentages, Means, and Standard Deviations) and inferential (one sample t-test) 

statistics. On the basis of results and findings appropriate recommendations were also suggested.  

Keywords: Perception, Satisfaction, hard and soft skills, Food and Beverage Outlets.   
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INTRODUCTION  

In order to ensure complete, comprehensive and 

highest level of perception and satisfaction to 

visitors towards food and beverage services in 

restaurants, soft skills of service personnel play a 

significant and collective role. As these skills 

would reflect technical and non-technical qualities 

of working personnel related to tourism and 


