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Tourism is the major revenue yielding industry of every economy, and a major contributor to the country’s economy. The 

tourists experience many services by the service providers which either turns to be in satisfaction of the visitors or 

dissatisfaction. The major role is of the employees as they direct interact with the visitors. This paper intends to study the 

factors affecting the improved deliverance of service by the employees. The identified factors include Training, 

motivation and awareness in performance deliverance through review. 
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1. Introduction 
Tourism sector is one of the advanced sectors of every country. It is a major industry which includes Transportation & 

Hospitality. The industry is majorly concerned about the visitors or tourists and the actual service deliverers are the 

employees. The workforce directly interacts with the tourists and makes them satisfied by their service. Another major part is 

the expectation and perception concept on which the visitors expect the level of service by the agencies and the perception is 
the actual experience by them.  

 

Objectives 

To study the factors affecting performance of employees in tourism industry in Uttar Pradesh. 

The study was casual in nature; the targeted elements were the trainees and employees of few private tourist agencies of 

Agra region. The study was done using secondary data. 

 

2. Review of the Literature 
Bowen, (1986) in his paper discussed the strategic trade-offs involved in interacting with customers, and the HRM practices 

that can influence the satisfaction and performance of customers within the service organization. The paper included that 

HRM practices that foster a service climate which provides customers the role clarity, ability, and motivation they require to 

contribute to service production and delivery. 

Schneider and Schechter (1991) analysed the development of personnel system for service jobs and stated that although the 

employee role in delivering memorably good services would appear to be somewhat random and relatively uncontrollable, 

further he stated that the organization can encourage positive behaviours and discourage negativities among employees. 

Recruiting and selecting employees with strong service orientation, building a strong service culture, empowering employees, 

supervising effectively, monitoring and quick 6 feed back to employees and the organization can control the randomness in 

spontaneity behaviours of employees to a great extent. 
Hayes (1992) identified some quality dimensions for staff support areas such as: the degree to which the customer can 

contact the provider (availability of support), the degree to which the provider reacts promptly to the customer 

(responsiveness of support), the degree to which the job is accomplished within the customers’ stated frame (timeliness of 

support), the degree to which the total job is finished (completeness of support) and the degree to which the provider uses 

suitable professional behaviour or manners while working with the customers (pleasantness of support). 

Schneider and Bowen (1993) highlighted that when an organization promotes an atmosphere for its employees that is 

fundamentally conducive to serve the customers, and then only the employees may yield better results 

Alison and Al Rainnie (2009) suggested delivering high levels of service quality; managers need to rethink their approaches 

to productivity and performance management.  

 

Performance Management 
While research and experienced practitioners have identified several characteristics that are prerequisites for effective 

performance management systems, there are also many decisions that need to be made to design a system ideally suited for a 

given organization’s needs. For instance, performance management systems can support pay decisions, promotion decisions, 

employee development and reductions in force. A performance management system that attempts to achieve too many 

objectives is likely actually delivers most better service.  
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Factors’ Influencing the Service Performance 

 

 
 

Training 

Companies can deliver the better service quality by providing training to their employees because well-trained employees 

help increase performance and profits. Investing in employee training should improve retention rates, customer satisfaction 

and creativity for new innovative ideas. Effective training saves labour as well as money by reducing time spent on problem-
solving and saves money in the long run by producing a better workforce. 

 

3. Saving Time and Cost 
Investment in training can improve a company’s financial standing. Poor performance often results when employees don’t 

know exactly what they’re supposed to do, how to do their jobs or why they need to work a certain way. Training can help 

solve these performance problems by explaining the details of the job. This should reduce duplication of effort in the 

workplace; the time spent correcting mistakes and the problem solving necessary to correct bad performances. Improved 
performance from employee training can reduce staff turnover, lower maintenance costs by reducing equipment breakdowns 

and result in minimise in visitors’ complaints. Better performance from employees typically creates less need for supervision 

and brings increased output. 

 

Employee Satisfaction 

Job satisfaction generally increases and self-esteem improves when employees better understand the workings of the 

company. Training can also enhance morale on the job and loyalty to the company. Workers who believe their company 

offers excellent training opportunities are generally less likely to leave their companies within a year of training than 

employees with poor training opportunities 

 

Expectations and Needs 

Training plays a key role in employee commitment, according to Scott Brum of the University of Rhode Island. The training 
program must meet expectations and needs of the employees, though. Companies are more likely to retain employees who 

view their training as relevant to their jobs and subsequently have a positive commitment to their company. A successful 

training program consists of management providing employees with accurate information and communication about the 

training as well as a program that ensures that training is relevant to their jobs. 

 

Training Factors 

Many factors determine whether a training program will be effective for a company that has lost employees, depending on 

how many workers are leaving. Management can determine if a training program will work out by looking at the increased 

workloads for employees caused by vacancies, the stress and tension from turnover, declining employee morale and the 

decreased productivity that results from high loss of employees. 
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Psychological Skills Training 

 

 
 

Arousal 

 Arousal is the amount of readiness or activation a person experiences when facing a task 
 The relationship between arousal and performance is known as the inverted U principle 

 For better performance, arousal has to be moderate. Further if Arousal is either High or Low, then it indicates that arousal 

has been compromised. 

 Under aroused: Tired or Poor concentration  

 Over aroused: Tense highly excited, anxious, poor co-ordination, poor movement 

 

 
 

4. Employee Performance Reviews 
One of the most frequently used tools to improve employee performance is the annual performance review. The review of the 

performance helps a business to align employee goals with institutional goals; help plan for employee training, development 

and promotion; and address performance issues. Although employers should be giving performance feedback to employees 

on a regular basis throughout the year, the annual performance review allows time for focused talk about how the employee 

can become more valuable to the company. There is no one set format for an employee performance evaluation. Individual 

businesses need to choose what particular employee skills and competencies will lead it to success. Typically, the employee 

responds to questions about his skills and competencies on a form, and the authority also answers the questions. Then they 

meet to discuss his work. Topics evaluations must address include what the employee was expected to perform; performance 

areas to improve; whether the employee was given the necessary required things to accomplish his tasks; and what the 
employee has not accomplished that was expected, and why,. Performance reviews have a lot of impact because salary 

increases and bonuses are frequently based upon their results and employees can be motivated by verbal praise from a boss 

for a job well done (Minnesota Council of Nonprofits). 

 

Discussions and Directions 

Discussions are nonjudgmental and interactive. According to the University of California, San Francisco, Human Resources, 

the manager and employee create a performance plan focused on one or two performance areas. During the work day, the 

manager asks questions and listens to the employee, providing feedback and support on his performance as needed. 

 
EVALUATION 
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According to Business & Legal Reports, Inc., direction highlights growth and development. A manager can help average 

performers perform better by determining their potential and understanding why they aren't meeting it, developing a plan to 

reach their potential and reinforcing their strengths. 

 

 
 

Motivation 

Motivated employees who understand their jobs and feel a high degree of professional satisfaction are more likely to provide 

high service levels than those who are unmotivated and indifferent about their jobs. The reasons why the employees are 

motivated are many, among them the major factors include: 

 

Job Knowledge 

Employees who understand the expectations of their employers and are motivated to perform their job functions well have a 

positive impact on visitors. These employees are typically knowledgeable about the company’s services, goals and objectives, 

and can communicate value to the visitor. Employees who are motivated to be effective company representatives take time to 

ensure visitor satisfaction at all levels by listening, providing information and advice and solving problems. This can help a 

company attract and retain a customer base. 
 

Customer Service Training 

The more employees know about the way a company operates and what its service expectation are, the more motivated they 

are to perform their job functions well. Employees who are trained on corporate policy and best practices in customer service 

and satisfaction have the tools to carry out the company’s mission with customers. Ongoing training introduces employees to 

new theories and ideas to ensure the company continually stays abreast of innovative customer satisfaction techniques and 

approaches. Employees with marginal knowledge of customer service techniques are not likely to be motivated to provide 

anything beyond basic service levels. 

 

Sense of Appreciation 

Employees are more motivated to do their jobs well and provide high service levels when they feel appreciated by their 
employers. Companies that recognize and reward employees for their efforts are likely to cultivate loyal employees who are 

motivated to help the company be a success. Employees who feel invested in the company -- through bonuses, profit sharing 

initiatives or recognition programs -- have the incentive to consistently provide service levels that keep customers satisfied. 

 

Ongoing Feedback 

Providing ongoing feedback and constructive performance critiques can motivate employees to excel in providing high 

service levels. This can be achieved by conducting regular performance evaluations with customer service representatives and 

encouraging open communication about service expectations. Let staffers know how they can best interact with customers. 

Employees who are empowered to act on behalf of the company in making customer service decisions are often motivated to 

work with customers to create positive outcomes that reflect positively on the organization. 

 

Suggestions on how the performance can be enhanced 
Raising and maintaining high performance among your work force is an essential element to your business reaching its goals 

and objectives. Your leadership team--supervisors, managers and executives--plays a vital role in ensuring employee 

performance levels remain high. This is a challenge for many leaders. Under the effective leadership, the workforce may 

actually prove to be the most valuable for the organization and highly impacting the visitors through better quality of their 

performance. 

 

 Exhibit Behaviour that your Employees will Emulate 

Modelling behaviour is likely the best way to train employees in the nuances of professionalism in the workplace. When 

workplace professionalism becomes standard procedure, employee performance improves because your work force is proud 

of the manner in which they perform duties and interact with visitors. Employees are most likely to exceed job expectations 

when they have a sense of pride in their work. In addition, praise employees for their efforts and for a job well done. 
Providing regular feedback to employees is another trait that true leaders and effective managers possess. 

 

 Communicate with your Work Force On a Continual Basis 
Do not leave your work force uninformed about work policies, organizational change and, importantly, job expectations. 

Employees who feel they are valued tend to have better performance records and work remarkably well in a collegial and 

MOTIVATION 
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cohesive environment. Without leadership communication, employees will feel unimportant and devalued even if the lack of 

communication is unintentional. Share all necessary company information that can help employees understand their role in 

overall business objectives. This technique ensures a fluid exchange of ideas and opinions between a manager and his 

employees. This will also trigger the fresh talents and ideas in the industry which will make a positive image in the eyes of 

the visitors as well as the employees. 

 

 Reward Employees 

Always reward the employees whose performance gets better and the deliverance gets the better satisfaction by the visitors. 

Work together with your employees to construct plans that will enhance skill sets and prepare them for future roles within 

your organization. Investing the time and energy in developing your work force has significant returns. In addition to 

improving performance, this leadership activity demonstrates you have a vested interest in your employees. This can increase 

job satisfaction, which can, in turn, raise the level of job satisfaction among your work force. 

Hence it is clear that the Motivation, Training and Review actually affect the service deliverance quality in the tourism 

industry.  
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