
Proceedings of 7th Global Business Research Conference 

28-29 April 2017, BIAM Foundation, 63 Eskaton, Dhaka, Bangladesh 

                                                                                          ISBN: 978-1-925488-36-4 
 

Declining Customer Satisfaction of Tourism and Hospitality 
Sector in Bangladesh: Findings and Solutions 

 

Zainal Abedin *and Mohammod Naymur Rahman** 

 
In the information age; customer satisfaction, customer perception and service quality 
have become a crucial area of attention to practitioners and academic researchers. 
Because the quality of service and the customer satisfaction depends on the interaction 
quality of service producer and service consumer. The study investigates and measures 
the service quality level and the customer satisfaction of Bangladeshi hotel industry. The 
study actually reveals the state of service quality level and the customer perception and 
satisfaction on this service and whether the service quality level, its standard and 
customer perceptions are able to make them loyal and retain them. The study also has 
the objective to find out and analyze the service gapsas well as on the basis of service 
gaps and other findings; comprehensive recommendations have been given. But this 
research is not showing the positive relation but trying to verify the impact of poor 
services with customer satisfaction which has negative relationship.Bangladesh has a 
great opportunity in hospitality and tourism sector. But therefore there are a lot of 
complications in this country’s hotel industry, like; their customer’s satisfaction is low.The 
hospitality industry is experiencing a boom across the world. Bangladesh is not an 
exception. A surplus of new hotels has opened in Dhaka, Chittagong, Sylhet and Cox's 
Bazaar.In Bangladesh there are a lot of well-known 5star, 4star & 3 star categorieshotels 
and other small sized hotels. Most of them are in Dhaka, Chittagong and Cox-Bazar.Most 
of the guests of hotels in Bangladesh are foreigners, who come to there for business, 
leisure, or for both purpose. But because of the lower satisfaction regarding the quality of 
these hotels and there services, they tend to change hotels if they comes next time. And 
this is how Bangladeshi hotel businesses fail to gain loyal customers and to retainthem. 
From observation it has been found that, there is a big difference in service quality in the 
hotels of Bangladesh and in other developed nations. That’s why the clients of 
Bangladeshi hotels are not that much satisfied and tend to change the hotel to seek for 
satisfactory service, if any time they come back again in our country.  
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