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3.3.1. No of teachers recognize as a completed/ ongoing Ph.D. during the last five years. 

 

S.No Name of the 

Ph.D. scholar  

Department  Name of the 

guide  

Tittle of the thesis  Year of the 

registration 

of scholar  

Year 

of the 

award 

of 

Ph.D. 

States 

1 Mr.ChavanLa

kshaman 

Manik 

Geography Dr.Saprarshi 

Praveen G 

Ground Water management for 

Sustainable Development of Agriculture 

in the KarmalaTahsilof. Solapur District, 

Maharashtra 

31 may 

2009 

 4 

June 

2015 

completed 

2 Mr.JagdaleCh

aganbaban 

Marathi Dr.Hardikar 

Kalyani 

Itiyahasik Marathi 

KadnbratilPesavekalchiktasAbhyas 

4 October 

2007 

24 

Nove

mber 

2015 

completed 

3 Mrs.JainAnki

taChandrapra

prakash 

commerce Dr.Ashok 

kumar Mishra  

Working Capital Management of Housing 

and Urban Devlopment Corporation 

Limited 

 

2009 

20-

01-

2017 

completed 

4 Mrs.More 

Anita 

Balasaheb 

commerce Dr.GaikwadJ

oyotiJalindar 

A study on holy tourism and developing 

SERVPERF model in 

Pandharpurpilgrinmage 

26/04/2022  On going 

5 Mrs.Kasliwal

Supriyasubas

h 

commerce Dr.KulkarniR

amakant 

A study of marketing techniques and 

strategies of traditional Grocery business 

and impact of on the consumer retention 

in Ahmadnagar district     

30/08/2022  On going 

6 Mr.Kendare 

Ramji 

Shankar 

Political 

Science  

Dr.TanmaiA.

Paithankar 

BhartiyaRajyaSantheschiBhumika :UPA 

VA NDA KalatilTulnatmakAbyash 2004 

To 2019 

22/10/2021  On going 

7 Mrs. 

SalveSarikaK

antilal 

Economics Dr.Ghodake 

DattrayNivrut

irao 

Kovid 19 

chyaGharkamKarnaryaMahilanchaSamaji

kVaArtikJivnavarZalelyaParinamanchaAb

hyashVisheshSandharh Pune 

MahanagarPalika (Varsh 2018 To 2023) 

20/12/2022  On going 

8 Mrs.Gaikwad 

Ashwini 

Suresh  

History  Dr.D.R. 

Dubal 

NavbharatMasikEkChikakAbhayash ( 

1947 To 1990) 

24/8/2022  On going 



 

 

 

 



 

 

 

 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

 

3.3.1. Research Papers; No of papers published per teacher in the journals notified on UGC website during 
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3.3.2. Research paper Index:   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

S.No Tittle of Paper Name  of Author Page No 

1 A  Literature Review on Motivation Behind Holy 

tourism And Pilgrimage In India. 

Prof. A. S. Gore 28-32 

2 Bhartiya Swatantrya Chalval Ani Maharashtratil Striya 

 

Prof. A. S. Gaikwad 176-182 

3 Study Of E-Commerce For Growth Of Business 

 

Prof. S. S. Pathare 173-176 

4 ICT For Education During COVID-19   Prof.  A. R. Londhe 

Prof. D.T.Bansode  

01-04 

5 Study Of Customer Satisfaction In The Field of Holy- 

Tourism Services With The Application Of 

SERVPERF Model. 

Prof. A. S. Gore 05-09 

6 Impact on Tourism on Indian Economy 

 

Prof. S.K.Salve 01-06 

7 Impact on Demonetization on Indian Economy 

 

Prof. S.K.Salve 01-04 

8 Critical Review of the Suitability of the existing 

SERVPERF Model with reference to the Pandharpur 

Pilgrimage. 

Prof. A. S. Gore 

Dr.Ashok Pawar 

 

01-09 



 

 

 

ALITERATUREREVIEWONMOTIVATIONBEHINDHOLY-

TOURISMANDPILGRIMAGEININDIA. 

Prof.MoreAnita,Principalauthor,anitagore1984@gmail.comLateT.D.Pathareseniorcollege,Chandannag

ar,Pune. 

Dr.JyotiGaikwad,Co-

author,jyoti.g@hnimr.edu.inSmt.HirabenNanavatiInstituteofManagementforWomen’s,Pune. 

Abstract 

Holy-tourism attracts thousands of tourist every year from the world. The religious journey orvisiting 

holy-places is one of the motivation, which lead to satisfaction and inner peace. Manypeople visiting 

sacred sites, some of them are travelled for knowledge and pleasure but 

manyhumanbeingstravelledforwishtomeettheirreligiousgoalknownaspilgrims.InIndiancontextitisknown

asTirthYatra.Thereareverymanypositive effectsofthisformofholy-tourism.Noregion in the world ismore 

colourful and picturesque than India. Its ancient monuments 

andbuildingsdesignedbygreatcraftsmanofbygonedays,itstradition,culture,philosophy,festivals,religion 

and art testify to one of the oldest and richest civilization andare of absorbing interest.Thepresent 

studyisasmallcontributiontoHoly-tourismincontexttotheliteratureonhandandmotivesbehindholy-

tourism. 

Keywords:Pilgrimage,religion,Motivation,Religious,Travel 

Introduction 

Thegeneralmeaningofholy-

tourismistravellingwiththemotive.Themainmotivationfortravelistomeetspiritualandreligious 

needofpilgrims. 

TempleisaplacewherepeopleusuallygotosacredplaceslocatedinvariouspartsofIndia;attracta large number 

to pilgrims from within and outside the country. Theimportance in Indian 

epicsRamayanaandMahabharata,PuranasandUpanishadsarefilledwiththeaccountofpilgrimages.In 

Sanskrit,(Gupta & Krishnalal 1974) derived from atana that means going outside from 

hometootherplace.ThusParyatanameansgoingoutforenjoymentorforknowledgesake,Deshatanameansgoi

ngoutsidethecountryforeconomicgainandThirtatanameanstravelsforsatisfactionandreligiousmerits 

 
India each Pilgrimage is also a popular attribute of Indian historic culture with a long 

history.Indianholy-tourismisoneofthebestSourceforcountrydevelopmentespeciallyduetopresenceof many 

religious tourism places in India Economic, environment and social development 

oflocalresources.InIndiaitreflectsholy-tourismgeneratesopportunitiesfor revenuesIndia. 

"Pilgrimage is also defined as a spiritual odyssey. Its chief purpose is to gather religious merits(Punya) 

and absolve one sins (Papa) as well as to invoke the blessings of the particular deityenshrinedinthe 

religious place,"(SinhaAmita,1994). 

mailto:author%2Canitagore1984@gmail.com
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ImportanceofHoly- tourism. 

 Holy- tourismiskeypartofIndiandomestictourism.

 It helpsineconomicdevelopment ofthecountrybywayofmovementofpeople.

 Holy-tourismhelpsinNationalandInternationalintegrationandcooperationamongdifferentethnicgroup.

 Holy- tourismhelps inpreservationofcultureandourbuiltheritage.

 Holy-tourism helpstoearn foreign exchangebywayofvisitbyNRI'sandforeignerstoreligiouscentres.

 Holy-

tourismhelpspeopletoseekpeace,sanctity,salvation,contentment,amongthemandbuiltamodelcharacter

byfollowingidealthoughtsgroups.

MotivationsbehindHoly-tourism 

AccordingtoMaslowneedhierarchytheoryfollowingarethetypesofneed 

 BasicneedswhicharePhysiologicalneedslikefood,waterand

 Safetyneeds

 Socialneedslike loveandfriendship

 Esteemneeds

 Self-actualisationneeds.

Motive for visiting hoy-tourism sites different from person to person.Pilgrims may bemotivated towards 

self-actualisation needs, esteem needs etc.Pilgrims may attract due 

tophysiologicalneedslikefood,waterandshelter. 

Holy-tourismmeansvisitingimportant religioussitesandthemain motivationsare 

 Sense ofhope
 

Oneofthemajorreasonwhypeoplevisittempleis notjusttocomplaintoGodbuttoalso get relief and 

hope.In life whenever we get in to problems we always 

needsomeonewhobelievesyoutrulyandpilgrimsfeelstheGodisalwayswithustosolvethe 

problem. 

 MindConcentration
 

Temple is a place where people usually go to pray God.Where pilgrims can 

increasepowerofconcentrationandalsocansit,spend timealoneandthink positive. 

 ChargingCentre
 

Peopleusuallystartwithnegativethingsandslowlyconvertedintopositiveoneswithhelp of praying 

God .When we see many happy Faces around us in temple, we gethappyandthus actas 

chargingcentre 

 GratitudeandConfession When people feels crisis in life they visit the temple to thank the deity, God for 

thedivineinterventions 



 

 

 

IncreasePositivity
 

Visitingpilgrimagesites increasethepositivityamongthepeople 

 RelaxationandRecreation
 

Relaxationandrecreationaremainmotivationsthatinsistpeopletravel.Everypersonwanttorefreshf

romroutineworkafteracertainstressfullifepeopleneedsabreaksopeople preferpilgrimagesites. 

ThusSummary,themotivation forholy-tourismcanbe 

 Spiritual

 Curiosity

 Sense ofhope

 Mindconcentration

 Peace

 Increasepositivity.

 RelaxationandRecreation

 Understandingcultureandtradition

 Educationalpurpose
 

ResearchMethodology 

Papers published related to Holy-tourism taken into consideration. Random papers are 

selectedfromdifferentjournals;someofthebooksarealsotakenintoconsideration,tourismwebsiteand2 

books on religious tourism are included, Ph.D. thesis also included in the study. Books andjournals 

other than the English language are excluded; Encyclopaedia and magazines are alsoexcluded. 

LiteratureReview 

In India due to cultural diversity and beliefs human beings gives very much importance tospirituality 

and visits holy-places.India is second largest populated country in the world 

whichgenerateshugerevenue throughitspilgrimageplaces(Jha1978) 

India is knownas a country of fairs and festivals. It is said that there is hardly a day in the courseof a 

year when a fair or festival is not being celebrated in some part of the country. These fairsand festivals 

are a source of wonder and amazement to tourist and in turn provide a huge 

sourceofrevenueandemploymenttothecountry. 

The major source of revenue in India in tourism comes from holy-tourism. Themajor 

pilgrimdestinations like Tirupati Balaji, Shri Mata Vaishno Devi are two remarkable examples of 

welladministeredshrinesandhavean averagecrowd oftwocore annuallywhichinturncontributes 

alottotheemployment generationofthelocalandstrengthentheeconomyofthestate(Sushma,2004). 

Barber1993defined 

isas“Ajourneyforreligiouspurpose,externallytoholysitesandinternallyforspiritualpurposeandinternalunde

rstanding”aInmiddleagepilgrimagewasverypopularthattime journey was very long and dangerous.They 



 

 

 

could take several years and not considered asholiday.Nowadays it has been changed, people visiting to 

holy sites for holiday purpose and forenjoymentalso. 

Vokonic (1996) explains tourism known as religion.In other words in modern societies not onlyto 

spend free time but spend your time for the creative,a unity of thought and action,and this 

isanopportunityforpeopletorecognisetheirspiritualneeds 

Smith(1992)explains,holy-tourism andpilgrimageareconsideredtwoparallellines,onereligious and 

another secular. Atourist may travel by any way depending on personal need ormotivation. 

Smith(1972)explainsPilgrimageandtourismareverymuchsimilarbothpilgrimsandtouristhassame type of 

requirements tocomplete theirjourney ,mainly ,free 

time,sufficientcapitalresourcesandsocialsanctionandalsomakeuseof 

appropriatefreetimeneedsasocialapproval.sothemanypilgrimagesitesthestatusofreligioussymbol. 

 

Religioustourismisoneoftheearliestformsanditisfastgrowingmarket.InIndiamanynumberof religious 

places that people visit, the country has number of temples, Churches, Mosques andother religious 

places.Holy-Tourism is most common form of tourism Pilgrims possess strongspiritual perspective that 

make them to visit holy-places, their aspiration would get fulfilled andthey will able to provide 

solutions to problem.The various places to visit within country 

areVrindavan,Chardham,GoldenTemple,Amritsar,VaishnoDevi,Pandharpur,KashiVishveshwaretc. 

 
Indiahasit’sownimportanceintermsof pilgrimage.Howevermajorsources 

ofcrowdgenerationareKumbhmela,heldonceaftertwelveyearsinNasik,Ujjain,HaridwarandAllahabad, 

accumulate huge number of devotees in a single dayaround 8 million. 

SimilarlytwelvejyotirlingswhicharewidespreadalsohaveregularvisitorstotheseplaceslikeHaridwar,Mathu

ra-

Vrindawan,Varanasi,Puri,Madurai,Nasik,Tanjavar,Guruvayur,Kanchipuram,Dwarka,Rameshwaram,Na

thdwaraAjmer,Amritsar,AnandpurSahib,Jwalaji,Chitpurni,ChamundaDevi,MataVaishnoDevi,ShriAma

rnathji,Shivkhorianymanymore. 

 
Due to thediversity of their allocation, during 1988-1999 for the first time, Government of 

Indiaestablished tourism circuits for the better facilitation and development of these areas as well 

astoprovidemaximumcoveragetopilgrims(Raveendran,2003). 

IndiahasbeenthebirthplaceofmanyreligionslikeHinduism,Jainism,andBuddhismetc.leadingtothedevotion

ofGurus,MahatmasandPirsvisitingfarofplacesofreligiousimportancewith 

great hardships. The pilgrimage destinations and religious centres ought to have facilities andaesthetic 

requirements which not only meet the pilgrim‘s religious and spiritual needs 

butalsokeepthemgeneratinga desiretovisitthe destinationtimeandagain. 

 
Conclusion 



 

 

 

From thereviewof variousauthorsanddetailstudy aboutholy-tourism,Holy-tourismismotivated by many 

reasonslike religious,spiritual,self-actualisation,physiological 

needs,relaxationandrecreation,confessionreasonshavebeeninevidenceforcenturies.Thebrightsideof this 

form of holy- tourism is also creating economic growth and employment generation.People are 

becoming an entrepreneur and creating new business start ups in different religiousdestinations. holy- 

tourism is one of the very great forms of tourism and if this form is 

handledwiselyitgivesahugelotofopportunitiesforthefuture.Inthispresentcompetitiveenvironment,this 

industry has been looking always fornew customer segments and ways of improvingPilgrimage is one 

of the forms of motion” which in turn, is form of population transformation.Holy- tourism creates wide 

variety of impacts on the destination, there is need to evaluate thoseimpactsforthe 

developmentofreligious destinations. 
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ICTFOREDUCATION DURINGCOVID-19 

 
Prof.LondheAppaRamchandra 

LateT.D.PathareArts,Commerceand sciencesenior college,Chandannagar, Pune 
Prof.BansodeDhanashriTanaji 
LateT.D.PathareArts,Commerceandscienceseniorcollege,Chandannagar,Pune 

 

Abstract:- 

Use of ICT, now a day, has become part and parcel of Education system. After hit of 

theCOVID, awareness and use of ICT has become very common. Use of ICT helps both Teachers 

andlearners. It makes the teaching-learning process interesting and more fruitful. The invention of 

newtechnologies in our daily life made it possible to use ICT in education. Apps like Zoom, Google 

Meet,andGoogle Classroom can easilybeused bythestudents and teachers forpurposeof Education. 

IfweuseICTineffectiveway,beyondallquestions,itwillhelpustoprovidequalityeducationamong 

the students around the world. In order to make effective teaching-learning process, 

teachersshouldbetraineddigitally.TheyshouldawarethathowtheycanuseICTeffectivelyinteaching-

learningprocess. ICT helps the teachers to present their teaching. Attractively. On the other hand, ICT 

boostslearner’sknowledgeretention and interestlevel. 

Keyword:- 

E-learning,ICTtools,COVID-19,ICTInternet,SocialMedia,OnlineFacilities,Onlineplatforms,MobileApps. 

Introductionof ICT:- 

ICThasbecomemostpopularwordafterthehitofCOVIDin2019,ICTsimplymeansinformationand 

communication technology. ICT uses various devices as Internet, Cell phones, content, 

Satellite,Radio,and TV etc.All thesedevices areused to createcontent or dataand sharedata. 

Popular technologies used for communication such as radio, television and print media. We 

caneasily send learn about events and send messages instantly. Today, we all depend mainly on internet 

forentertainment and some people for information about electronic devices. It is connected to the 

internet inwhich some technology is used, only through this people can get every information and 

connect to theworld. 

TechnologycomesunderICT:- 

ICTisbeingstartedtobeusedwidelyinthefieldofeducationtoday.ICTcanteachstudentsofanyclass 

online from anywhere so that our students can study online and it is also very useful in academicfield. 

Due to information and communication tools, there have been many changes in 

examinationmethods,methodsofanalyzinginformation,henceanewwayisavailableforstudentstogetinformat

ion,to study it. Now students can access information at their convenience, study it in different ways, 

studydaily life events and thus learn the subject more deeply. The use of computers in addition to 

traditionaleducation can increase the quality of education. These are some examples of how the use of 

computershascreated interest in education amongstudents. 

ICTcomprisesof thethreecomponents. 
(I) Informationandcommunication 
(II) InformationTechnology 
(III) CommunicationTechnology 



 

 

 

As far as education is concerned, teacher is considered as vital part of it. A teacher is the one 

who canestablishafriendlyrelationshipwith thestudents.Nowaday,ICTaremakingepoch-

makingChangesinsociety. 

ICT can use in various way where it helps both teachers and learn about their 

respectivesubjects.IneducationICTimproveengagementandknowledgeretention.Technologyp

rovidesdifferentopportunitiestomakeitmorefun andenjoyable intermsof teachingthe 

somethingsin differentways. 

 

WhyICT? :- 

ICThelpspeoplecommunicatefasterandcheaperthaneverbefore. ICTFact:-

ICThasbecomeabasicneedofmodernsociety.BusinessorganizationsuseICTinmanywaystoimpr

ovetheirefficiency.ICT systems are introducing other smart or intelligent functionalities into 

existing technologies. 

Moderncommunicationnowcanalsobeusedtoimproveenterpriseadvertisinganddevelopment.M

anyproductsandservices relyonICTknowinglyor unknowingly. 

 

PMe-VIDYA:- 

PM e-VIDYA known as use of ICT under a comprehensive initiative by the 

department of 

schooleducation,ministryofEducation.Theschoolingmodelssawaparadigmchangesduringtheu

nprecedentedtimes of covid-19. 

AboutPMe-VIDYA:- 

The dilate of COVID - 19 which led to the nationwide lockdown, has also created a 

major impacton the education sector while the schools, colleges shut down and the way in 

which education can beimparted to students without disturbance. Hence, PM e-VIDYA, a 

unique and comprehensive initiativewaslaunched bythe ministryof Educationin May2020. 

Oneof theMajor initiatives ofPMe-VIDYAis12 e-VIDYA TV channels based on the line 

one- class one – channels for class 1 to 12, telecastingeducational content related to the 

respective class. The 13 e-VIDYA DTH channels are especially usefulforlearners in 

remoteareas wherestableinternet is not available. 

UseofICT:- 

In educational field, the standard of education has been raised. Be it school or colleges, 

students arebenefiting from ICT. When there was no computer, education was limited to 

books only with the adventof computers education has no boundaries. Now, education has 

come out of books. If students want 

tolearnitimmediatelyontheinternetwiththehelpofcomputerandthattooinlesstime.Nomatterhow

farstudentsor teachersarefrom each-other,throughvideoconference, with thehelp ofinternet. 

Therearesomelevels oftechnologyineducationasfollows: 
1) Presentation. 
2) Demo 
3) Drillandpractice 



 

 

4) Interaction 
5) Collaboration.                                     

Needof ICTinEducation:- 
1) Properlycommunicate toteachersandtheirstudents. 
2) ICTcanbeusedtoestablishpropercommunicationbetweenteacherandstudents. 
3) Theteachercanprovideinformationto the studentsimmediatelywiththehelpofICT. 
3) ICTplaysmostusefulroleinstudent’seducation. 
4) Theteachercan motivatethestudents andmakealearningprocessinterestingbyusing ICTs. 
5) Coursesprepared byteachers fromreputed institutesinIndiaareavailableabsolutelyfreeon 

portal 
 

6) Oneoftheadvantagesofonlineeducationisthatqualityeducationfromqualityteachersavaila
bleinthecitycan bemadeavailable to ourruralchildrenas well. 

Objectives:- 
1) Toimprovestheirattainmentlevel. 
2) TostimulatehigherlevelthinkingandcreativitythroughICT. 
3) Tomotivatethestudents forcreativethinkingthroughICT. 

4) ToDevelopment oflogicandthinkingabilityin students. 
5) ToInstructionalmaterialdevelopment. 

ResearchMethod:- 
1) Onlinecontentview 
2) Focus groupdiscussion withuserofICT 
3) Observation/Participantobservation/Interviews 

ResearchMethodology:- 

Methods,techniques,andoutlineoftheprocedureandemployedinaresearchstudyforthecollection,

analysisand interpretation of data. 

 

Methods 
1) Onlinelearning/teaching: 

 

Inthepresenttimemanyeducationalinstituteshaveadoptedtheoptionofonlinelearningso

asnot to harm the students. Parents and children were confused by the sudden change. But, 

the 

studentsslowlypracticedandlikedthismedium.Ifwewereteachingyesterday,andifwecontinuetot

eachtoday,wewillrobourchildrenoftheirfuture,JohnDewey,a 

greateducationalthinkerarerightevenintoday’scorona crisis. It is an enjoyable teaching 

method that improves the quality of education and exposesstudents to new knowledge 

beyond bookknowledge. E-learning toolsinclude computers, projects,mobiles,radios, 

televisions, PUP s, LED Monitors. 

 

2) FocusonGroup Discussion:- 
 



 

 

During the Covid-19 the focus on group discussion study was to understand the 

possiblestrength, weakness, opportunities and threats of ICT intervention the group 

discussion conducted 

onlineusingzoom,Googlemeet.Ifanyparticipantwantedtodiscuss,astudentraisedhand,thenallot

her’smicwouldbemuted unless hefinished talkinganother participantlooked for option 

 
3) Observation:- 

The COVID Pandemic and lockdown compelled the whole system of teaching-learning to 

change thetraditional method and adopt a new one. The lockdown shifts the focus from 

traditional teaching to usetechnology in education. Beyond all question, ICT helped learning 

and teaching the process during thelockdown. As ICT has benefits, on the other hand, it has 

some drawbacks also. Especially in remote andrural areas where internet network was not 

strong, the students and teachers faced many problems. Someexperts like Sunder Sarukkai, 

comments on the limits of the online learning.Sundar Sarukkai, says thatthefocus in 

learningshould be on useoftechnologyin education. 
 

:- 

Dataanalysisinsimplewords,isatechniqueusedtodescribeanddrawconclusionsfromeval

uatedata.Itis oneofthemethodwheredataiscollected andorganizeinsuchawaythat 

researchscholarwillbeable tounderstand it properly.On thebasisof data 

analysistherearetwotypes of Research. 

 
1) QualitativeResearch:- 

Qualitativeresearchasitsnamesuggests 

focusesonthequalitiesofindividualsorindividualsinthestudy. 

 

2) QuantitativeResearch:- 
 

As its name quantitative resource focuses on number and numeric reasoning. One can use 

surveys andmeasurementfor datacollection. 

 

WhyDataAnalysisusedfor:- 
 

Data Analysis is to draw conclusion on specific data. Researchers use these results 

to drawconclusionontheirstudy.Dataanalysisisrequiredtoallareasofresearch.Asfarasfieldof 

educationisconcerned, data analysis plays- very vital role not only for teachers but also to 

know impact of variousfactorsofeducation. 

In the study claim that more than 75% people considered that the use of ICT in 

education hashelped to make the teaching-learning process friendly. It helped the teacher to 

conduct their lectures andcarryonprocedurewithout disturbances,on theotherhand 

thestudentalsoweresatisfiedthattheycouldcompletetheir studies. 

Oneexampleofacademicachievementinstudents.SodataistakenfromonlineandShodhag



 

 

angawebsite. 

 

Conclusion:- 

Use of ICT in education, now a day has become common Online Teaching is one 

of the bestways to keep the teachers and students engaged and safe. During the lockdown, 

ICT helped the teachersandstudentstomaintain socialdistance.Itisthepriorresponsibilityofthe 

governmenttoprovidefreeofcostinternet servicetoeverystudents, in ordertomotivatethe 

studentsforonline-learning. 

The studies ascertain that use of ICT in education is highly advantages for teachers 

as well asstudents. The teacher should be trained to use ICTs in education, for the success of 

ICT in education areteachersand students who can used all thesedevicescomfortably. 

To sum up, without doubt use of ICT in education helped to continue teaching learning 

process duringCOVIDpandemic,otherwiseitright havedisturbed thewhole educationsystem 

ofthecountry. 

 

References: 
 

1. Digitaltechnologyduringthe COVID-19 pandemic. -[Google Scholar] 
2. ViewatOnlineData.(GoogleSearch) 
3. http://www.igi-global.com 
4. UGCformcommittee toencourageonlinelearning amidlockdown. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

http://www.igi-global.com/


 

 

STUDY OF CUSTOMER SATISFACTION IN THE FIELD OF HOLY- 

TOURISM SERVICESWITHTHE APPLICATION 

OFSERVPERFMODEL. 

 
Prof.MoreAnitaBalasaheb 

Principalauthor 
LateT.D.Pathareseniorcollege,Chandannagar,Pune. 
Dr.AshokPawar 

Co-author 
Smt.HirabenNanavatiInstituteofManagementforWomen’s,Pune 

Abstract 

Holy tourism attracts thousands of tourists every year from the world. The Holy tourism can 

lead todevelopment of service zone around them, focused mainly on visitors i.e. pilgrims. 

When tour does 

notmeetthetraveler’sexpectationsitdefinitelyaffectstheirsatisfaction.InToday’scompetitiveenv

ironment only those service sectors could survive which satisfy its customers, because 

satisfiedcustomersleadstoincreasetheprofit,soonlythosesectorsmaysurvivewhichregularlymod

ernizetheirquality of service by using new concept and technology. Frequently Pilgrims 

dissatisfaction leads tofailure which can be caused by service provider. In connection to 

Holy-tourism the quality of 

serviceseemstobemoresensitive,intangibleandmostdifficulttoassess.Presentpaperattemptstofi

ndouttherelationbetween thequalityofvarious elements ofSERVPERFmodeland 

customersatisfaction. 

Keywords:Holy-tourism,SERVPERF,pilgrims,customersatisfaction,service. 

Introduction 

In India each pilgrimage is popular attribute of Indian historic culture. Indian holy tourism is 

one of theexcellent source for the country development because of many religious tourism 

places in India. Innineteenth century, Holy- tourism segment of service sector reported 

highest growth in India. In thepresent era Pilgrims are very conscious of services, which are 

offered at holy sites. Due the 

emergenceofinformationtechnologyanddevelopmentofmeansofcommunicationtravelveryfast

anditisspeedyto get information of our desire place. Only providing good service quality of 

service is not enough forcustomers. Other factors such as security and safety, workers’ 

rights, economic impact, environmentimpactalso behandled properlybythe serviceproviderto 

creategoodwillin themarket. 

Tourism industry is fastest growing sector of business with large number of service provider. 

Goodquality,goodstaff,niceplace,reasonablepriceandeasilyassessableplace,butyouneedtobrid

getogetyourtargetcustomers.Mostoftourismindustryisdirectlyaffectedbyeconomicinstabilityb

utthisholy-tourism is less affected by economic factor due to the reason for travelling is very 

strong, spiritual andplays vital role in their lives that’s why economic factor does not play 

vital role to stop from visitingholy-sites. 



 

 

The term service is not new for us; it is old as human being. But in present era meaning of 

service haschanged. In this present era the world service is used as weapon to win over the 

competitors. In 

currentscenario,servicebecamevitalpartofourdailylife.Eachpersonconsumesvariouskindsofser

viceslikeeducational,banking, transport, postal, medicalandtourism services etc. 

Customersareveryimportantfactorofanybusiness.Customersarenotonlysourceofrevenue,butth

eycanspreadpositiveinfluenceonotherpeopletotryyourservices.Sobyincreasingcustomersatisfa

ctionlevelandensureyourcustomers remainwithyoursbusiness for yearsanddecades tocome. 

If your customers are highly satisfied, they will try to stay with your business for longer time 

makingrepeatpurchaseandleadstoincreaseprofit.Ifcustomerisnotsatisfiedwithyourservices,the

ywill 

Likely never return to your business after first purchase, customer’s life time value will low, 

so you willmiss potential revenue opportunities. Therefore customer satisfaction is very 

important factor in everyfield. 

Cronin and Taylor (1992) developed the SERVPERF scale. In this scale service quality is 

assessedthroughperformanceonly.Thismodelonlymeasuresexperiencenottheexpectationofther

espondents.In this model, the authors only look in to the measurement of quality services 

and its association withpurchase intension and satisfaction. The authors of model use only 

the computed difference scores 

ofperception,becausetheyarguedthattheobservationsaretheonlybetterpredictorofqualityof 

services.Theauthoralsoexplainedthatperceptionregardingrealservicereceivedisenoughtopredic

ttheservicequalityof a firm. 

 

Fivedimensionsof servicequality 

 
Determinants Example 

Tangibility Appearanceofphysicalfacilitiesi.e.Equipments’ 

,writtenmaterial etc. 

Reliability Capabilitytoexecuteservice perfectly 

Responsiveness Enthusiasmtoassistancecustomers 

Assurance Knowledge &courtesyofemployees 

Empathy Payindividual attentionandcaringtocustomers 

 

Tangibility: Tangibility dimension of the model represent the service physically. Tangibility 

refers 

tothephysicalfeaturesassociatedwiththeservice.Thephysicalfeaturesrepresentedbyobjectandsu

bjectlike interior design, modern looking equipment‘s and appearance of the employees. A 

service firmshouldprovide imageoftheirserviceto itscustomers to evaluatetheservicequality. 



 

 

Reliability:Reliabilitydimensionofthemodelrepresentthereliabilitytowardsservicesprovidedb

ythefirm.Thisdimensionofthescaleisconsideredasnecessarybecauseitaffectstheperceptionofpil

grimsregarding quality of services. This dimension includes consistency in performance and 

trustworthiness,execution of service at scheduled time, accuracy in billing and keeping 

records correctly. These are thefactors bykeepingthem in mind servicepromisesaremet. 

Responsiveness: The responsiveness dimension of the model is third key factor that affect 

perceptionof visitors regarding quality of services. This dimension mainly focuses on the 

punctuality in dealingwith pilgrim’s queries, grievances and difficulties of pilgrims. It 

contains statements like willingness 

ofemployeestoprovideservice,timeperiodforvisitorstowaitforassistanceandprovidingquickser

vicesto visitors. 

Assurance: The Assurance dimension in the model has a diverse feature that gives 

confidence to 

thepilgrims.Thisdimensioninspiredtrustandconfidenceinvisitors.Assuranceisimportantwhenvi

sitorsperceived services of high risk about to evaluate the results. The service firm has to 

build trust andloyaltyamongcontact person and pilgrims 

Empathy: This dimension of the model focuses on treatment of visitors as 

individuals. Every 

customerisspecialanduniqueanditbecomesnecessaryfortheserviceprovidingfirmstounderstand 
 

Requirementsofcustomer,becauseeachcustomerwishestofeeluniqueandspecialbyserviceprovi

der.Eachvisitor wants theserviceprovider toprovidepersonal service. 

LiteratureReview 

Pandharpur is well known pilgrimage town, on the bank of Chandrabhaga River near 

Solapur city inMaharashtra, India. Pandharpur is also known as Dakshin Kashi.Lakhs of 

pilgrims from Maharashtraandneighbouring 

StatesAndhraPradesh,Karnataka,Gujrat,GoaandMadhyaPradesharriveinPandharpuron the 

occasion ofAshadhi,Kartiki,Maghiand Chaitri Waris. 

As the Lord Vitthala, whose chief temple is situate in Pandharpur, is the venerable deity of 

the entireMaharashtra and particularly of the Warkari Sect, Pandharpur town has a good and 

reasonably longspiritual and sectarian heritage. Although pilgrims continue to visit 

Pandharpur throughout the year,thousands of them come to the town on the 11th day of the 

moon’s waxing phase every month.Particularly important for them is the Ashadhi Wari 

when about 10 to 12 lakh Warkaris flock to thetown. Next in importance is the Kartiki Wari 

when about 4 to 5 lakh Warkaris make a beeline forPandharpur.All theseWaris bringabout 

immensesocio-economicchangesin Pandharpurtown. 

During the Wari season, with all these pilgrims making a beeline to the temple of the 

LordPandurang,TheSeaofhumanitythatdescendsdownonthetown 

givesanimmenseboosttothetown’seconomy. There are large volumes of turnover in terms of 

trade and commerce as well as 

immenseopportunitiesoftemporaryemploymentaregeneratedtocatertothefood,shelterandother

needsoftheWarkaris. The interaction between the Warkaris themselves and with the local 



 

 

residents brings aboutsocio-economic changesin Pandharpurtown. 

India hasbeenthe birthplaceof many religionslike Hinduism, 

Jainism,andBuddhismetc.Thepilgrimage places and various religious centres have to provide 

facilities and aesthetic requirementswhich not only meets pilgrims spiritual and religious 

needs but also keep them generating a desire tovisitthedestination timeand again. 

Earlier motivation for travelling was just visiting the holy shrines and temples as pilgrimage 

to 

Mecca,KairouaninTunisia,Jerusalem,St.DavidsinWhales,whichdrewalargenumberofpilgrims

foroverahundred years (Robinson, 1976). If service providers satisfied their customers their 

positive word-ofmouth will generate more potential visitors and if they speak negative it will 

effect on business. Nowmarketers of these places should more conscious overall 

development of destinations so as to meetchangingneedsof visitors. 

ResearchQuestions 
1. Howtheservicequalitiesaffectcustomersatisfactionofthecustomersthosewhoareconsumingserv

icesatPandharpur, Maharashtrastate. 
2. Tofindout scopeforimprovement inservicequalities providedatPandharpur,Maharashtra State. 

Objectives 
1. TostudycustomersatisfactionofpilgrimswhoarevisitingthePandharpur,Maharashtrawiththehelp

of SERVPERFModel. 
2. Toprovide suggestions forimprovement in theservicequalityat 

thePandharpur,ResearchMethodology 

Theresearchisbasedonempiricalstudyconductedonthepilgrimsvisitingholyshrinesi.e.VitthalM

andirin Pandharpur, Maharashtra. 

PrimaryData 

Theprimarydataiscollectedfrom100pilgrimswhohavevisitedVitthalMndirinPandharpur.Thequ

estionnairewasdeveloped administeredonlineto thepilgrims from the Maharashtra. 
 

SecondaryData 

Papers published related to Holy-tourism taken in to consideration. Some of the books are 

also taken into consideration, tourism website, PhD thesis also included in study. Books and 

journals other thanEnglishlanguageareexcluded; Encyclopaediaand magazines are 

alsoexcluded 

 

SamplingMethod 
Simplerandomsamplingmethodwasusedtotargetthepilgrims. 

 

DataAnalysis 

DatacollectedbySimplerandomsamplingmethodandpoint5rankingscaletechniqueisusedfordata

analysis.ByusingSERVPERFmodelweanalysedthedataonthebasisof5factorsofSERVPERFscal

e 

i.e.Tangibility,Reliability, Responsiveness,AssuranceandEmpathy. 

Findings 



 

 

Social-demographicanalysis 
1. Gender 

Male-40% female -60% 
2. Age–20to30-10%respondent,Age31to40-20%respondent,Age41to50-

30%respondent,Age51to60-20%respondent,Age61 and above-20%respondent 
3. ItwasfoundthatthepilgrimsvisitingtheholyshrinesinPandharpurfoundthatthephysicalfacilityand

othertangiblefacilitieswereverysatisfied05%,45%.Satisfied,40% notsatisfiedand 
remaining10%areHighlydissatisfied. 

4. Thereliabilityof servicesand capabilityto executeservices at thePandharpur wereratedas40 % 
5. Theassistanceprovidedtothecustomerduringthevisitwasrated35%the 

knowledgeandsympathyofserviceproviders towards thepilgrims duringthestayis 40% 
6. 40%.people said that they were given individual attention remaining 60% pilgrims said they 

did notreceiveanyindividual attention. 

Scopeforimprovementin service 

There is scope for improvement as far as responsiveness and empathy is considered at the 

holy shrine,thepilgrims shall beaddressedat allpointsin thejourneywithproactivesteps 

withtechnologyenabledsolutions as e ticket facility. This will avoid confusion in the minds 

of pilgrim and waste of time andenergyas manypilgrimsvisitingthe shrine areelderly 

ManyWarkariesbathintoChandrabhagaRiver,alsowashtheirclothesatthebankofriver.Becauseo

flack of sufficient latrines and toilets, the Warkaris defecate and urinate on the sandy banks 

of the river;allthisexcreta directly flowsintothe rivercontaminating it.If wefocusedonhow 

toincreaseaccommodation, amenities, parking facilities and various different required 

services to pilgrims if weimproved and developed the service sectors at Pandharpur 

definitely economic source of pandharpurwillincreaseandenvironmentalpollution will 

decreasebyprovidingbest services. 

Conclusion 

From the above discussion, it can be concluded that before 1980,the word service Quality 

was not 

somuchimportantforcustomers,because,before1980serviceswerepurchasedandsoldwithoutco

nsidering quality of services. But after 1980,due to globalization, Holy tourism sector 

brought manychanges like advancement of technology many changes have been witnessed 

in Indian Holy-tourismoperations, so in order to meet customer expectation regarding 

quality of services the service providersneed to put lot of efforts to make pilgrims happy. It 

is further recommended that this sector may 

adopttheservicequalityscalei.e.SERVPERFdevelopedbyresearcherasstandardscaleofmeasurin

g 
 

Customersatisfaction.Thisstudyalsoconcludedthatservicequalityismostimportantfactortoincrea

secustomersatisfaction. 
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Abstract: ThetourismIndustryofIndia iseconomicallyimportant andgrowsrapidly. 

Theworld Travel and Tourism Council calculated that tourism generated INR 6.4 trillion 

or 6.6% of the nation’s GDP in 2012. It supported 39.5 million Jobs, 7.7% of its total 

employment. The sector annual rate of 7.9% from 2013 to 2023. Countries with the 

fastest growing India has a large medicalTourismsector which is expected to grow at an 

estimated rateof 30% annuallyto reach about 95 billion by 2015. This paper discusses 

how India is emerging as a popular Tourist destination in the world, driven by the Focus 

innovation and creating value for tourists. It aimed change the attitude and behavior 

towards Foreign tourists by stressing on the aspect that a guest has been held in high 

esteem in India since ancient times. 
 

 

INTRODUCTION: 
Tourism has become the world's largest industry, generating wealth and employment, 

opening the minds ofbothvisitors and the visited to different ways oflife. India has strong 

signs of becoming one of the emerging giants in world tourism. The most imperative 

factors for successful tourism development include product enhancement, marketing, 

regulations andhuman resource development. India’s tourism is one of the flourishing 

sectors in terms of its scope. Tourism in India is growing continuously to generate 

employment and earn large amount of foreign exchange in order to stabilise the country’s 

economic and social development. It also helps in preserving and sustaining the diversity 

of the India's natural and cultural environments. We should develop tourism industry with 
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government supports, new initiations, actions andplans to influence foreigners to sustain 

our position strongly. This paper explains the impact of tourism in Indian economy. 

Todaytourism is the largest service industry in India, with a contribution of6.23% 

to the national GDP and providing 8.78% of the totalemployment. India witnesses more 

than 5 million annual foreign tourist arrivals and 562 million domestic tourism visits. The 

tourism industry in India generated about US$100 billion in 2008 and that is expected to 

increase to US$275.5 billion by 2018 ata 9.4% annual growth rate. The Ministry of 

Tourism is the nodal agency for thedevelopmentandpromotionoftourismin India 

andmaintainsthe "Incredible India" campaign. 

According to World Travel and TourismCouncil, India will be a tourism hotspot 

from 2009-2018, having the highest 10-year growth potential. As per the Travel and 

Tourism Competitiveness Report 2009 by the World Economic Forum, India is ranked 

11th in the Asia Pacific region and 62nd overall, moving up three places on the list of the 

world's attractive destinations. It is ranked the 14thbest tourist destination for its 

naturalresources and 24th for its 

culturalresources,withmanyWorldHeritageSites,bothnaturalandcultural,richfauna,and 

strongcreative industriesinthecountry.Indiaalso bagged37thrank foritsairtransport 

network. The India travel and tourism industry ranked 5th in the long-term (10-year) 

growth and is expected to be the second largest employer in the world by 2019. The 2010 

Commonwealth Games in Delhi are expected to significantly boost tourism in India 

further. 

Moreover, India hasbeen ranked the "bestcountry brandfor value-for-money"in the 

Country Brand Index (CBI) survey conducted by Future Brand, a leading global brand 

consultancy. India also claimed the second place in CBI's "best country brand for 

history", as wellas appears among the top 5 in the best country brand for authenticityand 

art & culture, and the fourthbest new countryfor business. India made it tothe list 

of"rising stars"orthe countries that are likelyto become major tourist destinations inthe 

next five years, led bythe United Arab Emirates, China, and Vietnam.  

ObjectivesoftheStudy: 

1. Tounderstandtheopportunitiesintourism industry 

2.To know the Positive impacts of Tourism in India 

3.ToknowtheNegativeimpactsofTourismin India  

RESEARCHMETHODOLOGY: 

The entire study secondary data are collected from various Research Papers, 

Journals, & Publications, websites and many others. Books have also been referred for 



 

 

Year Arrivals % 

(Millions) change 

2015 8.03  4.5 

2016 8.80 9.7 

2017 10.04 14.0 

2018 10.56 5.2 

Year Earnings % Earnings % (US$ 
million) change (₹crores) change 

2015 21,071 4.1 135,193 8.8 

2016 22,923 9.1 154,146 14.3 

2017 27,310 19.1 177,874 15.4 

2018 28,585 4.7 194,882 9.6 

theoretical information on the topic as required.  
 

OpportunitiesinTourismindustry: 
 

India’s size and massive natural, geographic, cultural andartistic diversity offers 

enormous 

opportunitiesforthetravelandtourismindustry.Thepromotionandaggressivemarketing 

measures undertaken bythe government is expected to aid influxoftourists. The 

industrywould 

alsobenefitfromintroductionofnewformsoftourismanddevelopment.Medicaltourismin 

India has gained considerable popularityin recent years. India has a major cost advantage 

inthis field compared with other countries.In addition to cost advantages,Indian 

healthcareindustry offers state-of-the art equipment; technologicaladvancement qualified 

and experienced medical personnel and a blend of modern and traditional medicines. 

Thus, medical tourism has immense potential in India. Opportunities also exist in 

ecotourism, adventure tourism, and cruise tourism. Eco-tourismisincreasingin 

popularity,evidentin the developmentof eco-friendlyhotels and tourpackages. 

Withincreasingenvironmentawarenessandconsciousnessamongtouristsand 

giveneffortsundertakenbythegovernmentandprivateplayers,theecotourismsegmentis 

expectedtorecordhandsomegrowthinthecomingyears.Indiaholdsimmensepotentialin 

Adventure and cruise tourism. India’s greatest adventure tourism assets are Himalayas 

and its mighty rivers. The peak period for adventure tourism is the “lean period” of 

cultural tourism. Development of adventure tourism can make India a round-the-year 

tourist destination. The cruise industry is one ofthe most promising industries in India. 

However, strong efforts need to be made to develop this in dustry. Other forms of tourism 

such as agri tourism, pilgrimage tourism, heritage tourism, and MICE tourism also hold 

enormous potential. 
 

Foreigntouristarrivalsandforeignexchangeearnings: 
 

ForeigntouristarrivalsinIndia(2015–2018) 

 

 

(Source-“IndiaTourismstatisticsataGlance) 



 

 

Rank Country 

1 Bangladesh 
2 UnitedStates 

3 United Kingdom 
4 SriLanka 

5 Canada 
6 Australia 

7 Malaysia 

8 China 
9 Germany 

10 Russia 
Total of top 10 

Othercountries 

Grand total 

Number 

2,256,675 

1,456,678 

1,029,758 

353,684 

351,040 

346,486 

319,172 

281,768 

274,087 

262,309 

6,931,657 

3,626,272 

10,557,929 

Sharein% 

21.37 

13.80 

9.75 

3.35 

3.32 

3.28 

3.02 

2.67 

2.60 

2.48 

65.65 

34.35 

100 

Foreigntouristarrivalsbysourcecountry: 
Sourcecountriesforforeign touristarrivalsinIndiain 2018 

 

(Source-“IndiaTourismstatisticsataGlance) 
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IMPACTOFTOURISMONECONOMY: 
 

POSITIVEIMPACTS: 

 
1. GeneratingIncomeand Employment: 

Tourism in India has emerged as an instrument of income, employment 

generation, poverty alleviation and sustainable human development. It contributes 

6.23% to the nationalGDP and 8.78% ofthe total employment in India. Almost 20 

million people are now working in the India’s tourism industry.  
2. SourceofForeignExchangeEarnings: 

Tourism is an important source of foreign exchange earnings in India. This 

hasfavorable impact on the balance of payment of the country. The tourism industry 

in India generated about US $100billion in2008 and that is expectedto increase to US 

$275.5billion by 2018 at a 9.4% annual growth rate. 

 
3. DevelopingInfrastructure: 

Tourism tends to encourage the development of multiple-use infrastructure 

that benefits the host community, including various means of transports, health care 

facilities, and sports centers, in addition to the hotels and high-end restaurants that 

cater to foreign visitors. The development of infrastructure has in turn induced the 

development of other directly productive activities.  
4. PreservationofNationalHeritageandEnvironment: 

Tourism helps preserve several places which are of historical importance by 

declaring them as heritage sites. For instance, the Taj Mahal, the Qutab Minar, 

Ajanta and Ellora temples,etc, would have been decayed and destroyed had it not 

been for the efforts taken by Tourism Department to preserve them. Likewise, 

tourism also helps in conserving the natural habitats of many endangered species.  
5. PromotingPeaceandStability: 

Tourism industry can also help promote peace and stability in developing 

country like India by providing jobs, generating income & diversifying the economy. 
6. TheMultiplierEffect: 

The flow of moneygenerated bytourist spending multiplies as it passes 

through various sections of the economy. 
7. RegionalDevelopment: 

The underdeveloped regions of the country can greatly benefit from 

tourismdevelopment. Many of the economically backward regions contain areas of 

high scenic beauty and cultural attractions. 
8. EconomicValueofCulturalResources: 

Tourism provides monetary incentives for the development of many local 

crafts and culture, thus it has an effect onthe income of the local artisans and artists.  

9. PromotionofInternationalUnderstanding: 

Tourism can also become an effective tool to develop a better understanding 

and interaction amongst people of different countries. 



 

 

NEGATIVEIMPACTS:  
1. UndesirableSocialandCulturalChange: 

Tourism sometimes led to the destruction of the social fabric of a community, 

the more tourists coming into a place, the more the perceived risk ofthat place losing 

its identity. 
2. IncreaseTensionandHostility: 

Tourism can increase tension, hostility, and suspicion between the tourists and 

the local communitieswhenthere is no respect and understanding for 

eachother’sculture and wayoflife. 
3. CreatingaSenseofAntipathy: 

Tourismbrought little benefit tothe localcommunity. In most all inclusive 

package tours more than 80% oftravelers’ fees go to the airlines, hotels and other 

internationalcompanies, not to local businessmen and workers. 
4. AdverseEffectsonEnvironmentandEcology: 

One of the most important adverse effects of tourism on the environment is 

increased pressure on the carrying capacity of the ecosystem in each tourist locality. 
5. ImportLeakage: 

Thiscommonlyoccurswhentouristsdemand standardsofequipment,food, 
Drinks,andother productsthatthehostcountrycannotsupply, 
especiallydevelopingcountries.  
6. SeasonalCharacterofJob: 

The job opportunities related to tourism industry are seasonal in nature as they 

are available only during the tourist season. 
7. IncreaseinPrices: 

Increasingdemand forbasicservicesandgoodsfromtouristswilloften causeprice 

hikesthat negatively affect local residents whose income does not increase 

proportionately.  

CONCLUSION: 
 

Tourism is a major driver of economic growth globally. India's tourism 

industry is experiencing a strong period ofgrowth, driven by the burgeoning Indian 

middle class, growth in high spending foreign tourist and coordinated government 

campaigns to promote ' incredible India'. For a developing country like India which is 

on the path of modern economic growth 

throughstructuraltransformationoftheeconomy,tourismistherightvehicle. 

Withitsforward 

and backward linkages with a host of sectors like transport, hospitality, education, 

health, banking etc. India is allset to reap fullpotentialofthis vibrant sector. 

Tourismsector is not only a major contributor to the growth of the economy but a 

generator of employments opportunities as well. Various initiative have also been 

taken by the Tourism Ministry of India, the tourism minister's of various states and 



 

 

the private players to transform India into a lucrative tourist destination in the world. 

Let us hope that Indian tourism will have massive impact and will be a global leader 

by the year 2020.  
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“IMPACT OF DEMONETIZATION ON INDIAN ECONOMY” 

Prof. Salve Sarika Kantilal  
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Chandannagar, Pune-14  

INTRODUCTION:  

Demonetization means discontinuity of particular currency from circulation & replacing 

it with a new currency.The currency has been demonetized thrice in India.The first 

demonetization was on 12
th

 Jan,1946, second on 16
th

 Jan 1978 & the 8 Nov,2016 it was the third 

time when demonetization was announced in India by our honorable Prime Minister Shri 

Narendra Modi ji through which rs 500 & 1000 rs notes were scrapped from the economy.The 

objectives that were told by the government were four fold to curb corruption, counterfeiting the 

fake currency to stop the use of high denomination notes for terrorist activities and to prevent the 

accumulation of black money generated by income that has not been declared to tax authorities. 

(Economic survey V.1,2016-17)  

OBJECTIVE OF THE STUDY:  

The main objective of the study is to indentify the Impact of demonetization adopted in 

2016 on Indian economy.  

❖ RESEARCH METHODOLOGY:
 

 

The entire study secondary data are collected from various Research Papers, Journals, & 

Publications, websites and many others. Books have also been referred for theoretical 

information on the topic as required. 

➢ IMPACT OF DEMONETIZATION ON INDIAN ECONOMY -  
 

1. Effect on banks:  

Although liquidity of banks will increase as deposits will increase in the short term which 
may result in more lending and reduction in rates.  

2. Effect on Consumption:  

Decrease in money supply as a result of demonetization is also having an impact on 
production and consumption. Due to decrease in money supply production decreases and it affect 
the consumption negatively. 



 

 

3. Fall in the Prices:  

Prices for different goods will fall with demonetization of currency. The prices of 
consumer goods and the prices of real estate sector are expected to fall.  

4. Liquidity crisis:  

Demonetization gave rise to liquidity problem as people found it difficult to get sufficient 

amount of cash to fulfil their basic needs. Marginal section of the society mainly depends on 

cash to meet their daily transactions. Out of total currency in circulation 500 rupee notes 

constituted nearly 49% in terms of value. More the time is required to resupply Rs 500 notes, the 

more will be will be the duration of the liquidity crisis.  

5. Decrease in GDP:  

Withdrawal of highest currency notes reduces the growth rate of the economy. 

Demonetization reduces consumption pattern, income, investment etc. This may bring a 

slowdown in India’s growth rate as the liquidity crisis itself may last three-four months. 

6. Agriculture:    

There are various factors impacting agriculture such as sale, distribution, marketing and 

transport, such factors are dominantly cash-dependent. Further, demonetization disrupted the 
supply chains, this sector has severely been impacted by huge wastage of perishables. The small 

farmers selling their products on daily basis to the wholesale centres, mandis and to the 
consumers have also been impacted by demonetization.  

7. Automobiles:  

Demonetisation has also affected automobile industry The major decline in demand has 

been seen in two-wheelers business as compared to four wheelers/luxury cars because buyers 
prefer to pay in cash for buying a two-wheeler. The used car industry is another segment affected 

by a demonetisation where in sudden decrease in sales has been reported by several dealers. In 
this industry, payments are not regulated.  

8. Real estate and Property: 
 

This sector would be one of the most affected sectors by note ban. Demonetization has 

finished the businesses of the majority of the builders as a major portion of their transaction 

depends on cash rather than based on banks transfer or cheque transactions. As other sectors, 

marginal builders are adversely impacted reason being the high involvement of cash component 

in payment in this sector. Unorganised builders have been most affected. Builders will face a 

cash crunch due to the unexpected drop in sales, in order to attract buyers; builders are required 

to introduce lucrative offers & other benefits. Demonetisation will have a direct impact on resale 

and land segment as cash plays a major role in these transactions. Most of the accounted cash 

have been pulled out by demonetisation from the system. 



 

 

9. Impact on Gold:  

Demonitization of currency is making the investors go gold instead of consumption 

motives they are routing black money via gold purchases. This has escalated the demand for gold 

in economy.  

10. Retail:  

The cash crunch is leading to low consumer demand for the products. This ultimately 

leads to decline in their sales volume. Since cash is the favorable mode of payment in buying 

daily needs which in turn result in the number of cash transactions. The impact of 

demonetization on small and the unorganized traders is higher than the organized sector.  

11. Labor-intensive sectors:  

In order to pay daily wage labourers huge amount of cash is required, they have faced 

problems buying their routine stuff. Limitations on the withdrawal amount from the bank is 

affecting the weekly payment to contract personnel in mining, textile and leather industries. 

Additionally, daily requirements of the factory owners are being affected by the restrictions on 

cash withdrawal. This is adversely impacting the procurement and production in this sector. 

However, the situation will improve once the cash flow becomes normal.  

12. Luxury items:  

Demonetization will have a drastic impact on this sector. Majority of the people spend 

their unaccounted money on luxuries. After the note ban, luxury segments and allied business 

like clothing, electronics, and luxury car will have a huge setback.  

13. Black money: 
 

One of the main reasons behind demonetization move was to curb black money but only 

a small portion of the black money is actually stored in the form of cash. Most of the black 

money is kept in the form of land, gold and buildings etc. Hence the amount of unaccounted 

money deposited with the banks is only up to the amount of cash deposited. Countrywide 

awareness is created among the people to fight against black money  

❖ CONCLUSION :
 

 

The present study shows the impact of Demonetization on Indian economy‘s different 
sectors. GDP of Country slightly decreases as compare with the previous year but we cannot say 

it will be same in future also. This intervention is a one-time draining of this current stock of 
black money but unless the root causes of corruption are removed, corruption will continue. 

Demonetization in Indian economy is having negative impact on the different sectors of the 
economy. Majority of the negative effect are short run effects. All these effects are solved when 

the new currency notes are widely circulated in the economy. On the other hand people are 

facing some problems in the exchange of currency notes. Even though people are facing such a 
problem people are ready to bear these problems for its positive effect on the economy. If 



 

 

 

Government successfully clears all the problems, drawbacks associated with the 
demonetization, this demonetization will become the successful economic revolution in India 
and we can expect a better tomorrow with corruption free India. 
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Critical Review of the Suitability of the existing SERVPERF Model with 

reference to the Pandharpur Pilgrimage. 

 

  

Abstract 

 

Abstract 

In Pandharpur, Maharashtra, Ashadhi Wari attracts 10-12 lakh pilgrims, Kartiki Wari attracts 

around 5 lakh pilgrims, while Maghi and Chaitri Waris attract about 2.5 lakh pilgrims. These 

Warkaris are almost entirely dependent on the local people for meeting their every need - 

from transport, lodging and boarding, light snacks, Puja materials, religious artifacts, pictures 

of Lord Vitthala, bangles for female devotees, toys for children, and many other things. This 

will generate turnovers of crores of rupees and create temporary employment opportunities 

for the local area people. This economic change in Pandharpur is a significant factorin 

providing various services to pilgrims, and we can improve the service performance with the 

help of the SERVPERF Scale. This will increase customer satisfaction and profit and 

dissolve the pilgrim’s problems. Hence the  aim of the research paper is to study the 

Literature review of SERVPERF model with reference to the Pandharpur pilgrimage. 

Keywords- Pilgrims, SERVPERF, customer satisfaction, service performance. 

Introduction 

Religious tourism is where people travel individually or in groups for pilgrimage or spiritual 

benefit or to attain salvation or moksha. It is also called Faith Tourism. It is a journey 

undertaken for worship and to respect a site of special religious significance. People visit 

places like the places of birth or death of creators or saints, or to the places of their spiritual 

awakening, or to locations where miracles were performed or witnessed, localities where a 

deity is said to living or have performed the penance, or any site that is seen to have special 

spiritual powers. 

In Maharashtra and particularly as regards the Lord Vitthala,Pandharpur, this journey from 

the devotee’s residence to Pandharpur and back is popularly known as g ‘wari,’ and the 

devotees that undertake it are known as ‘warkaris.’ 

 With the increased number ofWarkaris, the demandsfor various Wari commodities and 

materials have increased, and a distinct Wari market has taken shape at Pandharpur. In recent 
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times, besides the regular elderly Warkaris, the youth are also participating in the Wari, and 

the local markets are trying to fulfill their needs. The growing number of warkaris has created 

problems regarding residential accommodation, water supply, public cleanliness, health, etc. 

Earlier, nearly all the warkaris could have been contained in the temporary tents erected on 

the banks of the river Chandrabhaga (Bheema). Still,these banks have been proving 

inadequate to accommodate them in recent years. Hence, many of them put up their tents 

surrounding Lord Vitthala’s temple and the bye-lanes in the suburbs. It means that the scope 

ofthe Wari is expanding year after year, and along with it, the demands for the various Wari 

commodities and supplies required by the Warkaris are also growing. This is the changing 

face of the Wari phenomenon at Pandharpur. It means an increasing number of visiting 

pilgrims, so there are many issues regarding services like accommodation, food, etc.These 

services can be improved with the help of the SERVPERF model. Hence, a new SERVPERF 

model for Pandharpur Pilgrimage is needed. 

Objectives 

1) To study the dimension of the SERVPERF model 

2) To study the suitability of the SERVPERF model with reference to the Pandharpur 

Pilgrimage 

Literature Review 

 According to Baad and Dhirajkumar, changes and effects of wari on various factors in 5 

parts, i.e., Impact of wari on turnover and demand of service, Income and Employment 

generation, local area employment generation, temporary and permanent employment 

generation during the wari period.(Economics of wari yatra acase study Pandharpur 

Baad,Dhirajkumar R 2007) 

The religious tourism Industry in India must be explored to its full potential. This sector will 

give new opportunities and provide a large number of employment in thecountry. Religious 

tourism shall support the business concern and help develop the local market.Spiritual 

tourism would lead to revenue generation and a escalation in the standard of living for the 

natives. It shall also inflowgrowth of the infrastructure of the locality, such as road and 

railconnectivity, electricity, drinking water, etc. (Online International Interdisciplinary 

Research Journal,  Volume-VI, Issue-III, May-June 2016 IssueG. Syamala, Shivam Kakoti,) 

The Pandharpur town has no swimming tanks or stadium, and there is a lack of amenities like 

a market,playground,parking, etc. Besides this,tourism development has also given rise to 

many problems like social and environmental pertaining to pollution, swage, hygiene 

facilities, and the important one is the slum problem, etc. To minimize the above 



 

 

disadvantages and increase the economic benefits of tourism, the study of tourism issues is 

needed for proper planning and suggestions.(V.L.Jawan and B.S.Naiknawarel J R S S I S,Vol 

V(1) Jan 2017) 

Torres Fragoso (12 August 2017 www.sciencedirect.com) evaluates the quality of services 

provided by important banks that operate in Mexico with the application of the SERVPERF 

model; he focused on five dimensions of the SERVPERF model, which assesses the 

perception of the clients based on five criteria: reliability, responsiveness, safety, empathy, 

and tangible elements. 

A.M.Navale (Pandharpur  -A study in pilgrimage tourism )the study deals with Pandharpur as 

a pilgrimage center. Pandharpur has been a town of religious importance since long back 

(516 A.D.). Every year, at the time of Ashadhi Ekadashi, the Palkhi processions, from 

different places of Maharashtra carry the padukas of various saints to Pandharpur. This 

tradition has been continued with the same fidelity. Allthese Palkhis assembled at Wakhari 

(village), but there are no sufficient facilities for pilgrims. Therefore, it is suggested that the 

temporary provision of sanitation blocks, drinking water, shelters, food facilities, and light 

arrangements should be made at Wakhari. The Pandharpur Devasthan Committee, with the 

help of the Pandharpur Municipal Council, may take the lead. 

The Government of Maharashtra should provide financial assistance and other help from 

various government departments. The Palkhi procession of Saint Pandharpur is now facing 

many problems due to the constant rush of people during the fair periods. Itcreates physical, 

economic, and socio-cultural impacts on the host population. Physical effects like 

overcrowding, congestion, noise and air pollution, river water pollution strain on public 

utility services, road conditions, etc., burden the destination. The socio-cultural impacts like 

the spread of epidemic diseases, crime, gambling, vandalism, prostitution, commercialization 

of traditions, etc., have created negative attitudes towards pilgrimage in residents' minds. 

Various benefits to the residents, such as employment generation, increasing opportunity for 

shopping business, demand for female labors, rental houses as a source of income, etc., are 

received. These impacts are measured here by the Likert Scale (page262). The effect is 

assessed by selecting sixteen indicators.  

Leena Kakkar and Sapna focus on the impact of tourism on the Indianeconomy. They mainly 

focus on how India is emerging as a global tourist center because of innovation and creating 

value for tourists. Theimpact of travel and tourism to the country's GDPwill grow as time 

passes, from 4.5% in 2011 to 4.9% in 2021.Simultaneously the contribution of travel and 

tourism towards employment will increase from 7.5%in 2011 to 8.17% by 2021.(Leena 

Kakkar and Sapna 2012). 



 

 

Suvidha Khanna and Nidhi Pathania (2014) focused on the influence of tourists' 

demographics 

on their travel motivation and choices. Also, they tried to find out the relationship between 

travel motivation and the choice of their destination. After analysis, they found no difference 

in the pilgrims' motivationbased on gender. There is a positive correlationbetween travel 

motivation and travel pilgrimage destination choices of the tourists visiting. 

S. Vijayanand (2015) focuses on the different issues and challenges of pilgrimage tourism, its 

importance, socioeconomic scope, communications issues present at the pilgrimage location 

ofTanjur. He suggests certain things like advertising pilgrimage tourism. The aim is to 

increasethe benefits of pilgrimage touriststo Tanjur's people in terms of foreign exchange, 

employmentgeneration, income, and government revenue. There is a need for widespread 

group efforts forpolicy making and encouraging pilgrimage tourism.Pilgrimage tourism 

provides factors acknowledged in the research, shows the need for overall group effort 

involving the public area, which is responsible for policy and encouragement of the 

pilgrimage site, which manages most of the tourism sector which provides the supporting 

amenities this underlines the significance of networking in the future growth of pilgrimage 

tourism. In developing new products and new markets, the pilgrimage tourism attractions of 

the area should think more critically about the pilgrimage tourism essentials of existing 

demand and in particular the expansion of new products of promising niches such as 

pilgrimage tourism.(S. Vijayanand 2015) 

Ramgopal Manpreet Singh Sushil Kalrasuggests that religious tourism is converting into 

mass tourism. It needs to be changed intoSustainable tourism to save natural resources. The 

bright side of this tourism is also creating economic growth and employment generation. 

People are becoming entrepreneurs and developing new business start-ups in different 

religious destinations. Religioustourism is one of the great forms of tourism, and if handled 

wisely, it gives a lot of opportunities for the future. In this competitive environment, this 

industry has always been looking for new customer segments and ways of improving 

competitiveness. Religious tourism requires a whole and independent area of research to 

access the customers' requirements and satisfy the spiritual needs in the accommodation 

industry. It can be taken into consideration in the marketing process as well. (Vol. 10, Issue 

40, October-December, 2020 Ramgopal Manpreet Singh Sushil Kalra) 

Various Modelshavebeendevelopedtoassessthedeterminantsofservicequality.TheworksofPara-

suramin,The contributions of Zeithaml and Berry (1985, 1988, 1991, and 1994) have led to 

the formulation of a service quality model known as SERVQUAL. This model involves 



 

 

comparing customers' expectations and perceptions of a specific service. Since its 

introduction by Parasuraman, Zeithaml, and Berry (1988), the SERVQUAL instrument has 

been widely utilized, expanded, and refined by numerous researchers in various sectors of the 

service industry. These researchers include Avkiran (1994), Babakus and Boller (1992), 

Buttle (1996), Cronin and Taylor (1994), Fick and Ritchie (1991), Newman (2001), and 

Smith (1995).The role of expectations and their inclusion in theSERVQUAL measuring 

instrument is a cause of significantconcern. 

To a certain extent, in SERVQUAL, there is anintersection between the technical and 

functional dimensions. Furthermore, using a perception scale isacceptable by the energetic 

character of the Indian client’sexpectations and by the more significant effort required by 

therespondents to complete two questionnaires, one 

beforeusingtheservices(i.e.,expectations)andanotherpost-experiencing (i.e., perceptions). That 

would markedlyreduce the number of respondents willing to respondto their genuine 

feedback in the study.The SERVPERFscale is superior not only as the scale is efficient in 

capturing the customer’s perceived service quality but also more effective in reducing 

thenumberofitemstobemeasuredbyhalf,viz.22items,incontrast to SERVQUAL’s 44 

items(Hartline and Ferrell,1996; Babakus and Boller, 1992; Bolton and Drew,1991). 

ByMohd.Adil,Dr.OdaiFalahMohammadAlGhaswyneh) 

Pribanus Wantara and S. Anugrahini Irawati highlight that a high level of service 

quality, when combined with the destination image produced by local communities, can 

undoubtedly increase tourist satisfaction so that tourists can convey positive 

information about the quality of servants and the destination image from religious 

tourism destinations on Madura Island. The results showed that customer satisfaction is 

the bridge between service quality and destination image to tourist revisit intention; 

meanwhile, service quality and destination image is the most critical predictor of tourist 

revisit intention. 

Thus, future research can explore the relevance and relative importance of various factors, 

including reliability, safety, and frequency, and provide accurate and accessible information 

in multi-cultural and multi-regional contexts. (EuropeanJournal of Business and Management 

Research)  

SERVPERF model is the updated version of the SERVQUAL model. The SERVPERF was 

proposed by Cronin and Taylor in the year 1992. In this model, like SERVQUAL, five 

dimensions are considered, but they exclude the expectation part; they only keep the 

perception of the service. The SERVPERF model sees quality as an attitude, not the 



 

 

customer's satisfaction. According to Cronin and Taylor, the way of performance minus the 

expectation is an inappropriate way of measuring the quality of the service. The SERVPERF 

model is tested in the banking, pest control, and fast-food industries, which give satisfactory 

results. The SERVPERF deals with only the perception of the service, so the questionnaires 

are accessibleto the respondent. Overall satisfaction is more correlated with the SERVPERF 

model. 

The SERVPERF is a modification of SERVQUAL and thus uses the same categories to 

assess service quality: 

 Tangibles 

 Reliability 

 Responsiveness 

 Assurance 

 Empathy 

 

In each category,some statements are evaluated on 7 step Likert scale. The SERVQUAL 

proposed 44 statements (expectations and performance related), while SERVPERF only 22 

(implementation related). 

Advantages of SERVPERF 

• The primary focus of this approach lies in evaluating the service's performance rather than 

solely relying on perceived quality. This enables a more accurate assessment of the service's 

actual performance. 

• Additionally, this approach provides organizations with a more precise measurement of 

customer satisfaction, as it directly correlates with performance. 

• Compared to SERVQUAL, this approach is more objective as it takes into account the 

tangible performance of the service, rather than relying solely on customers' subjective 

perceptions. 

Data Analysis and Interpretation  



 

 

According to Baad and Dhirajkumar  (Economics of wari yatra acase study Pandharpur 

Baad,Dhirajkumar R 2007),during wari season, total turnover and demand for services 

increases and it leads to employment generation, so it seems that there is a need to find out 

the gap between provided services and actual satisfaction level of customer and for this 

measurement of customer satisfaction will needful so we can offer better services. 

According to G Shyamala(Online International Interdisciplinary Research Journal,  Volume-

VI, Issue-III, May-June 2016 Issue G. Syamala, Shivam Kakoti), Holy-tourism in India must 

be explored to its full potential.This will help develop the local market and increase the 

standard of living for the locals; hence researchers feel that providing better services to 

pilgrims is necessary, and continuous service quality assessment will be required. 

V.L Jawan and B.S.Naiknaware (  J R S S I S, Vol V(1) Jan 2017) found that the tourism 

sector has given rise to many problems like social and environmental pollution, sewage,slum 

problem, etc.,and to minimize all these problems is needed proper planning and suggestions. 

Sowe need to plan the betterment of services provided in pilgrimage. 

Torres Fragoso (12 August 2017 www.sciencedirect.com)evaluates the quality of services 

provided by important banks that operate in Mexico by applyingthe SERVPERF model. He 

focused on five dimensions of the SERVPERF model, which assessed the clients' perception 

based on five criteria: reliability, responsiveness, safety, empathy, and tangible elements,and 

proved that the SERVPERF model would be the best for measuring all dimensions.Torres 

focused on bank sectors, not on the Holy-tourism, which means we can use SERVPERF 

model  for service provided at the Pandharpur pilgrimage. 

A.M.Navale (Pandharpur  -A study in pilgrimage tourism )the study deals with Pandharpur as 

a pilgrimage center. He found that wari increases the environmental problembut also gives 

rise to a source of income .wari has many impacts on Pandharpur, and the Likert scale 

measures these impacts but is not focused on SERVPERF if we apply the SERVPERF scale. 

The SERVPERF model's dimensions will get more accurate data about the Pandharpur 

pilgrimage. 

S. Vijayanand (2015) focuses on the different issues and challenges of pilgrimage tourism, its 

importance, socioeconomic scope, and communications issues present at the pilgrimage 

location ofTanjur. But he didn’t focus on customer satisfaction, and the dimension of the 

SERVPERF scale was not used; hence we can go further for the Pandharpur pilgrimage with 

all dimensions of the SERVPERF model. 

According to Ramgopal Singh,Sushil Karla (Vol. 10, Issue 40, October-December, 2020) 

Religious tourism needs a whole and independent area of research to access customers' 

requirements and satisfy theirspiritual needs. It can also be considered, but the author is not 



 

 

focused on identifying customer needs, and measuring customer satisfaction should be 

focused on further study. 

Hartline and Ferrell, 1996; Babakus and Boller, 1992; Bolton and Drew, 1991). By Mohd. 

Adil, Dr. Odai Falah Mohammad Al Ghaswyneh) focused on SERQUAL andthe SERVPERF 

model, and he found that the SERVPERF scale is more beneficial to measure customer 

satisfaction. He also proved that the SERVPERF scale is a superior one. Tangibility, 

Reliability, Responsiveness, Assurance, and Empathy are the five dimensions of the 

SERVPERF model, so they must be focused. 

Findings 

1. Some authors apply all dimensions of the SERVPERF scale in other sectors but not 

in the Holytourism sector so we can focus on pilgrimage centers. 

2. After analysis,it is found that the SERVPERF model is superior to any other means 

so we can apply the SERVPERF scale. 

3. All the dimensions of services can be studied with the help of the SERVPERF 

model, so     

    SERVPERF model is the most suitable model.     

Conclusion 

For the current research, the author examined two theses and reviewed nine research 

papers on Holy-tourism. The findings suggest that Holy-tourism has the potential to 

stimulate the growth of various service and business sectors. Additionally, it is 

believed that Holy-tourism can generate revenue and contribute to an improved 

standard of living for the local population. This particular form of tourism presents 

abundant opportunities for the future if managed effectively. Given the competitive 

nature of the industry, there is a constant search for new customer segments and 

strategies to enhance competitiveness. Consequently, assessing customers' attitudes 

and developing a new SERVPERF model tailored explicitly for the Pandharpur 

pilgrimage is crucial. 
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