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Beyond Check-In: Effectiveness of CRM 
Practices in Kerala’s Star Hotel Industry

‡

Abstract

The secret to hotel business success is building customer 
relationships rather than just providing high-quality products 
and services. Strong client relationships and higher customer 
satisfaction are mentioned as the main sources of income for 

business has experienced a remarkable transformation in the 

enhance the guest experience to increase occupancy rates and 
income. To attain these outcomes, hotel managers need to have 

and expectations of their visitors. Star hotels in Kerala have 

prospects for future business in the industry. To the core, the 

of Kerala, the use of BSC as an overall performance evaluation 

practices and performance indicators have remained unexplored 
in the academic context. Therefore, the present study has been 

practice aspects of the Hotel industry in Kerala. Hotel managers 

study’s targeted respondents. The study is useful in providing 
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practices for the improvement of overall performance of the 
Hotel Industry. 

Keywords:

1. Introduction
Considered a vital element of the tourism industry, the hotel sector plays 
a major role in the economic development of the nation. The Indian hotel 

by the increase in demand for commodities related to tourism. The country’s 

and the “Incredible India” tourism campaign. The Indian government has 

facilitating the search for alternative sources of income, particularly for those 
living in rural areas, encouraging the expansion of ancillary industries such 
as the provision of supplies of equipment and materials, and boosting both 
domestic and foreign tourism. The tourism industry’s rapid rise has led to 
an increase in the number of hotels. 

Data from Kerala’s Department of Tourism’s Statistics Division indicates 

of the hotel industry a top priority to support the state’s economy and other 

challenges despite the country’s best efforts, particularly for three-, four-, 
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experience to increase occupancy rates and income. 

the guest experience. Hotel managers must have a thorough understanding 
of their guests’ needs, behaviours, preferences, and expectations to achieve 

acceptance. In today’s competitive environment among these star category 

industry and their effects on performance aspects of hotels are undeniable, 

research.

2. Literature Review
The hospitality industry has seen a considerable evolution in customer 

strategy for raising customer happiness and loyalty. According to studies, 

(Garrido-Moreno et al., 2018). These technologies facilitate the real-time 

(Sigala, 2018). According to Agnihotri et al. (2017), personalisation of 
services based on past behaviours and customer preferences is still a crucial 

encourage repeat business.
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data, protecting data privacy and security is essential (Pires et al., 2016). The 

integration of blockchain technology for safe transactions, Internet of Things 
(IoT) devices for seamless customer experiences, and augmented reality for 
increased consumer interaction (Leung, 2019). Additionally, it is anticipated 

differentiation as the industry develops.

studies have found several trends, including the integration of blockchain 
technology for safe transactions, Internet of Things (IoT) devices for seamless 
customer experiences, and augmented reality for increased consumer 

role in fostering client loyalty and competitive differentiation as the industry 
develops.

of the customer relationship management dimension that is customer 

performance in the hotel industry.

Banga Gagandeep, Kumar Babita and Goyal Harshal (2013) studied 

and revenues by focusing on customer retention and customer loyalty. 
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practices. High/medium tariff hotels are practising it at a greater extent and 

Abu Kasim Nor Aziah, and Minai Badriyah (2009) explained the 

of customer performance measures. The customer performance measures 
are positively affected performance.

the use of training sessions the bigger hotel made regular training sessions 

to the hotel management.

comprehensive understanding of the research domain and conceptual 
relationships in the areas of performance evaluation in organisations that take 

industry are critical to enabling star hotels to compete in the environment 

of hotels. A performance evaluation of the effects of these practices has 
remained unexplored in academic research. Based on the literature it is 

a lack of empirical studies in the hotel industry in Kerala that explain the 
indirect effect of marketing capabilities. These studies are very limited in 
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3. Research Objectives 
 

in Kerala.

4. Research Hypothesis Development

national average. 

H0.2: Kerala’s hotel industry’s customer focus practice factors are on par 

hotels. 

Kerala’s hotel industry, there is no discernible variation in the star ratings 
of hotels. 

and there is no discernible variation in the star ratings of hotels based on 
these characteristics. 

H0.7: The degree of customer focus practices in Kerala’s hotel industry is 
distributed equally in proportions. 

are dispersed similarly in proportions. 

associated. 

5. Research Methodology

based on predetermined criteria provided the primary data needed for 

employed the multi-stage sampling technique. To examine the effects of 



241

general managers, and those in charge of the marketing, sales, revenue, and 

the hotel business in Kerala: mean, standard deviation, one sample t-test, 

Table 1: 

6. Results 

6.1. Factors of CRM Practice Aspects of the Hotel Industry in Kerala 

categorical factors of the hotel industry considered for the study are (1) Star 
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is attained using mean, standard deviation, mean ranking, one sample t-test, 

Table 2:
practices of the hotel industry in Kerala

Source: Authors’ computation based on Primary Data

0.01. The average results demonstrate that elements of the Keralan hotel 

practices characteristics based on mean score. It demonstrates that the 
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Table 3: 

Source: Authors’ computation based on Primary Data, Test Value: 3; ** denotes 

places a high priority on customer satisfaction. They closely examine the 
needs of their patrons, survey them, maintain customer support systems, 
offer after-sales care, analyse lost business, implement customised goods 

indicate that the hotel industry in Kerala places a higher priority on creating 

complaint resolution systems, toll-free call centres, and customer analysis to 
identify the reasons behind customer attrition.

Table 4:
Kerala are equal to the average level

Source: Authors’ computation based on Primary Data Test Value: 3; ** denotes 
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The null hypothesis that The Kerala hotel industry’s technology-based 

the factors of cross-functional integration, customer database management, 

value). 

of retaining personalised client information, hotels perform mediocrely. The 

hotel industry is the consolidation of all customer data into a comprehensive 

up-to-date databases to serve customers.

Table 5: ences among star ratings of hotels for 

Source: Authors’ computation based on Primary Data 

The data indicates a notable variatio
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Table 6:
factors of customer focus practices adopted by the hotel industry in Kerala

Source: Authors’ computation based on Primary Data

customer-focused practices like fast complaint resolution, customisation lost 
customer analysis, customer satisfaction surveys, commitment to meeting 
customer needs, and customer satisfaction mottos. 

in three-star hotels based on mean rank. It indicates that three-star hotels’ 
customer-focused policies are ineffective. In contrast, the most frequently 

in equal measure by the after-sales service, lost customer analysis, customer 
support system, and customisation, customer satisfaction survey, dedication 

hotels exhibit above-average levels of customer attention techniques across 
all variables. 

It indicates that four-star hotels successfully implement customer-

customer support systems, and customer satisfaction surveys. Equally 
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important is the commitment to meeting customer needs and providing 
after-sales service, customisation, and quick resolution of complaints. Every 

initiatives. The customer satisfaction survey is the most often used factor in 

meeting needs, customer satisfaction motto, quick resolution of complaints, 
after-sales service, customer support systems, analysis of lost customers, 
and customisation.

Table 7:

Source: Authors’ computation based on Primary Data

customer database management, personalised information, and strong 

support, cross-functional integration, customer database management, and 
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factors.

6.2 Level of CRM Practice Aspects in the Hotel Industry in Kerala

Table 8: Level of customer focus practices in the hotel industry

Levels Low 
level

Moderate 
level

High 
level Total

Chi-
Square 
Value

P value

Level of Customer 
focus practices

148
(20.6%)

299
(41.5%)

273
(37.9%)

720
(100%) 54.21 <0.001**

Source: Authors’ computation based on Primary Data

The P value of less than 0.01 indicates that the customer-focus practices 
of Kerala’s hotel business are not dispersed fairly. It suggests that there are 
notable differences in Kerala’s hotel industry’s customer focus practices. 

seen in 20.6 per cent of hotels (consumer satisfaction survey, customer 
satisfaction survey, customer support systems, after-sales service, lost 
customer analysis, customisation, and quick complaint resolution). Hotel 
adoption rates for moderate customer-focused practices are 41.5 per cent. 
Also, high-level consumer focus techniques are adopted by 37.9% of the 
hotel sector. Thus, it can be concluded that Kerala’s hotel sector uses a 
moderate degree of customer-focused techniques. It indicates that the hotel 
industry has moderate goals for customer satisfaction, closely monitors 
and attends to customer needs, regularly assesses customer satisfaction, 

pays attention to after-sales service, analyses the reasons behind customer 
attrition, offers customised goods and services for important clients, and 
promptly handles complaints.

Table 9:

Levels Low 
level

Moderate 
level

High 
level Total Chi-Square 

Value P value

Level of technology-
based CRM factor

212
(29.4%)

222
(30.8%)

286
(39.7%)

720
(100%) 18.217 0.002**

Source: Authors’ computation based on Primary Data
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hotel business are not evenly distributed, as indicated by the P value 

are present in 39.7% of the hotel business. Thus, it can be concluded that 

technology. It indicates that Kerala’s hotel sector has improved customer 
database management and information systems that integrate across several 

Table 10:
level of customer focus practices

Star ratings 
of Hotels 

Level of customer focus practices
Total

Chi-
Square 
value

P 
ValueLow level Moderate level High level

Three Star
100

(41.7%)
135

(56.2%)
5

(2.1%)
240

(100%)

574.127 <0.001**
Four Star

14
(5.8%)

95
(39.6%)

131
(54.6%)

240
(100%)

Five Star
34

(14.2%)
69

(28.8%)
137

(57.0%)
240

(100%)

Total
148

(20.5%)
299

(41.5%)
273

(38.0%)
240

(100%)
Source: Authors’ computation based on Primary Data

At the 1% level, the null hypothesis is rejected since the P value is less 

industry’s degree of customer emphasis and its star ratings. 41.7% of three-star 

customer focus practices, and 2.1% have high-level customer focus practices, 

that exhibit poor customer focus procedures, 39.6% that exhibit moderate 
customer focus practices, and 54.6% that display excellent customer focus 

and 28.8% have intermediate customer focus practices. All of these suggest 
that three-star hotels use less customer-focused techniques than four- and 

customer-focused procedures than do four- and three-star establishments. 
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keeping a close eye on and evaluating the level of customer needs, regularly 
measuring customer satisfaction, utilising customer support systems like 

services for key customers and providing fast complaints disposal facility.

7. Discussions

Kerala’s hotel sector is successful in concentrating on the demands and 

that is technology-based. The hotel industry’s goals are largely focused on 
providing excellent customer service. They carefully consider the needs of 
their patrons, survey them, maintain customer support systems, offer after-
sales care, analyse lost business, implement customised goods and services, 
and keep up a prompt complaint-handling procedure. According to the 

three-star hotels’ customer-focused policies are ineffective.

customer satisfaction, they closely assess customer needs, conduct customer 
satisfaction surveys, maintain customer support systems, provide after-sales 
service, conduct lost customer analysis, adopt customized products and 

customers and analysing the causes for losing a customer.  

The hotels are better at managing the cross-functional integration of the 

alized 
information about the customers. The study also indicates that consolidating 
all information acquired about customers in comprehensive and up to date 

serve customers.
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In contrast, the most commonly used customer focus factor is the customer 

techniques across all variables. Every aspect of customer focus techniques is 

customer-focused initiatives. Customer satisfaction surveys are the most 

to meeting customer demands and the customer satisfaction credo. Three-

above average. The technology-driven customer relationship management 

cross-functional integration and customised information.

practices on performance measures, approved star hotels in Kerala, should 

their performance level. Managers of approved star hotels in Kerala should 

have been analysed in this study, as these factors are found to be useful for 
making meaningful effects on performance aspects of hotels. Considering 

importance of implementing these factors, the factors of customer focus 

it is strongly recommended that managers of these hotels should focus on 

these hotels must be assigned and understood.
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by smaller or less opulent hotels in navigating the intricacies of complete 

The focus on customer satisfaction as a fundamental business purpose, 

trends that regard consumer contentment as a key measure of corporate 
success (Taylor, 2019). Proactive measures, including the administration of 

systems, and the personalisation of services to address client requirements, 

that although Kerala’s hotel industry exhibits a notable dedication to 

underscore the need for focused enhancements, especially in bolstering the 

service excellence throughout the sector. Managers ought to contemplate 

regardless of their star rating, attain elevated levels of client pleasure and 

8. Limitations of the Study

out the possibility that some other factors could have an impact on the 
outcome being studied. There’s a chance that response inaccuracies exist in 
the collected data because the study relies on the respondents’ subjective 
perceptions. 

9. Implications of the Study

are more successful in obtaining better and more advantageous outcomes 
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enable them to either maintain the status quo or enhance their performance 

are more likely to experience performance metrics improvements from 

should also make sure that the hotel’s marketing capabilities are given the 
utmost priority to achieve superior performance perspectives.

technological implementation but also on the amalgamation of extensive 
customer service protocols that guarantee outstanding guest experiences. 

according to individual preferences and anticipate future needs, thus 

generation potential. 

room occupancy rates, and augment cross-selling opportunities. This 

To extend these successful techniques to other sectors of the hotel 

This entails investing in staff training to enhance comprehension and 

for deeper insights into customer behaviour, and cultivating a culture that 
prioritises customer feedback to perpetually elevate service standards.  

objective, closely linked to performance measures. By meticulously analysing 
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tactics tailored to their unique operational requirements and consumer 

service offerings and attain superior performance results, thereby securing a 
competitive edge in the hospitality industry. 

10. Conclusion

practices as their primary business plan for raising their performance level, 

performance elements of these hotels, star hotels in Kerala should engage 

in hotels provide positive results.
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