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Abstract

This study assesses the impact of tourism infrastructure on visitor satisfaction in Shimla, one of India’s most popular hill
destinations. The research examines various attributes of infrastructure, including accommodations, food and beverage services,
transport facilities, basic medical facilities, and basic amenities, to determine their influence on the overall travel experience.
Findings reveal that tourists have high satisfaction levels with accommodations, diverse food options, and essential services
such as ATMs and local authorities. However, moderate satisfaction was reported with public transportation, prices of food and
accommodation and internet facilities, while parking facilities emerged as the most dissatisfaction factor for visitors,
particularly during peak tourist seasons. This research highlights the important role of infrastructure in shaping tourist
satisfaction and provides insights for policymakers and stakeholders to enhance destination management.

Keywords: Tourist Infrastructure, Tourist satisfaction.
I. INTRODUCTION

The tourism industry has grown rapidly over time and has consistently drawn attention from academics, professionals, and
policy-makers worldwide (Khizar et al., 2023). It acts as a powerful tool that can generate revenues, create jobs and boost the
overall economy of the country (Alsamawi, Yamano, & Kohli, 2024). Over the years, tourism has evolved into one of the
world’s most prominent industries and a major force driving growth within the service sector (Ghose & Johann, 2018). The
travel and tourism industry has an immense global & regional impact and reach within different sectors. Stakeholders in the
tourism industry comprise global hotel chains, Airlines, and Cruise liners which earn billions of dollars every year to small bed
& breakfasts, photographers or tour guides providing village tours (Sofronov, 2018). The advancement in aviation and
information technology has made travel more accessible, efficient, and enjoyable due to which more and more people are
engaging in tourism activities globally. According to the World Tourism Organization (UNWTO), international tourism is
growing exponentially as about 1.1 billion tourists indulged in international travel during the first half of 2024. In terms of the
economy, the Travel & Tourism sector has contributed 9.1% to the global GDP in 2023 and also created about 27 million new
jobs which makes it one of the biggest employment generators globally. This sector not only benefits economic activity but also
fosters cultural understanding and global connectivity, today people are travelling to new and unexplored regions to experience
diverse people and cultures which is benefiting those places that are conventionally not tourism destinations. In essence, tourism
is a dynamic and multifaceted industry that has various economic, cultural, and environmental implications. Its sustainable
growth will require a collaborative effort among governments, businesses, and travellers to ensure it continues to enrich societies
and contribute positively to the world.

II. LITERATURE REVIEW

The concept of tourism revolves around places and spaces that are deeply intertwined with the cultures, economies, and social
dynamics of communities. Within the realm of tourism, the processes of production, consumption, and experiential aspects are
closely linked to the specific characteristics of a given location that shape the overall tourism experience (Saraniemi & Kyladnen,
2010). Consequently, tourist satisfaction becomes an important measure of how effectively these interconnected elements align
to meet the expectations and desires of visitors. The past literature shows that customer satisfaction is among the most
extensively studied subjects in the tourism and hospitality sector because of its critical importance to the sustainability and
success of tourism products and services. (Gursoy, McCleary and Lepsito, 2003, 2007); (Kozak et al., 2003). Satisfaction is a
consumer’s response to fulfilment, reflecting their evaluation of whether a product or service or specific aspects of it, deliver a
pleasurable level of consumption-related fulfilment. This judgment encompasses experiences of both under-fulfillment and
over-fulfillment (Oliver, 1997). Tourists today are increasingly seeking high-quality experiences at their chosen destinations,
necessitating the development of unique tourism products and superior service standards. (Minh, 2023). Additionally, they
expect the facilities at their travel destination to be similar to those they use at home, especially for everyday recreation (Mandic
et al., 2018). Fundamentally, Tourist infrastructure includes all facilities in which tourist services are offered at a destination
(Zunic et al., 2023). The infrastructure at any destination serves both tourists and locals, making it hard to distinguish between
general and tourism-specific infrastructure. General infrastructure supports local living and enables tourism, while tourism
infrastructure enhances it, together, they influence accessibility, facilities, and service quality at a destination (Proti¢ et al., 2023).
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Different people will consider different qualities and attributes in a destination infrastructure (Camilleri, 2017), the use of this
tourist infrastructure shapes the experiences a visitor has at any tourist destination. Tourist infrastructure also reflects the
destination's competitiveness as it acts as an indicator of the type of tourism experience one can have after visiting the
destination. This highlights the importance of quality tourist infrastructure which can fulfil the needs and demands of tourists
effectively which will lead to their satisfaction and loyalty to the destination which is crucial in the survival of any destination.
Being a mature and well-established destination the tourist infrastructure in Shimla is well developed, but due to population
more than carrying capacity and over tourism the tourist infrastructure is under immense pressure which might be hampering the
tourist satisfaction. Therefore, the present study aims to understand the level of satisfaction of tourists with the basic tourist
infrastructure in Shimla.

II1. STUDY AREA

Shimla the capital of Himachal Pradesh is one of the most popular tourist destinations in India. It holds a unique combination of
natural beauty, heritage and soothing climate which attracts millions of tourists to this place every year. Established by Britishers
as a summer retreat for their officials and their families due to the climate resemblance to Britain and the unbearable heat of the
Indian plains they gradually developed it and made it the summer capital of India in 1864. After India gained independence in
1947, Shimla became the capital of East Punjab and then later became the capital city of Himachal Pradesh. The rise of tourism
in Shimla can be traced back to the 1980s when a large number of domestic tourists started visiting Shimla and it got famous
with the title of ‘Queen of Hills’. With the advancement in road connectivity and the development of hotels and infrastructure,
Shimla become a well-established tourist destination. Even today, tourism in Shimla continues to thrive, drawing visitors from
around the world. However, like many other popular hill stations in India, Shimla has become heavily urbanized and flooded
with tourism activities. Today, the city faces severe environmental and infrastructural challenges due to overpopulation and the
prevalence of mass tourism. Issues such as water shortages, deforestation, environmental pollution, rapid urban expansion,
insufficient accommodation facilities, and overpopulation (Das, 2014). For the survival of any tourist destination, it is important
to understand the satisfaction of visitors with the destination Therefore the current study is aimed to assess whether visitors feel
satisfied with the destination attributes or not. Factors such as the quality of infrastructure, natural beauty, hospitality, and
accessibility all play a vital role in shaping their perception. Evaluating tourist satisfaction can provide valuable insights into the
impact of these issues on Shimla’s appeal as a travel destination. The study will be conducted in Shimla city and nearby tourist
spots like Kufri, Naldehra, Mashobra and Tara Devi to capture a diverse opinion of tourists.

IV. RESEARCH METHODOLOGY

The study adopts a quantitative research design to systematically assess tourist satisfaction levels with various attributes of
Shimla's tourism infrastructure. A structured survey questionnaire was developed on a 5-point Likert scale ranging from 5
(Highly Satisfied), 4(Satisfied), 3(Neutral), 2(Dissatisfied) and 1(Highly Dissatisfied) which was administered to 400
respondents who were selected using convenience cum random sampling during both peak summer and winter seasons in Shimla
city and nearby tourists hotspots like Kufri, Naldehra, Mashobra and Tara devi. The sample size is determined by using the
Yamane, (1967) formulae. The respondents were asked to mark their level of satisfaction with the 14 destination attributes (See
Table 1) related to the basic tourist infrastructure in Shimla. Descriptive statistical tools, including mean, frequency distribution,
and standard deviation, were applied to analyze the data. The mean scores provided an average satisfaction level for each
infrastructure aspect, while the frequency distribution identified the proportion of respondents in each satisfaction category. The
standard deviation was used to assess the variability in responses, indicating the degree of consensus among participants.

V. RESULTS AND FINDINGS

The research findings provide useful insights into the satisfaction levels of respondents across various aspects of tourist
infrastructure at the destination. The results are divided into three categories i.e. High satisfaction (Mean=4 and above),
Moderate satisfaction (Mean=3.50-3.99) and Low satisfaction (Mean= Below 3.49) through a self-defined criteria to simplify the

interpretability of results.

Table 1: Attributes related to tourist infrastructure in Shimla.

Attributes Mean St. Deviation
1 Range of Accommodation Choices 4.26 0.771
2 Quality of Accommodation 4.12 0.717
3 Prices of Lodging and Food 3.77 1.045
4 Restaurants & Food and Beverage Options 4.11 0.850
5 Access to Basic Healthcare Services 3.94 0.914
6 Accessibility to authorities (Police) 4.01 0.883
7 Auvailability of Public and Private Transport 3.81 1.099
8 Parking Facilities 3.18 1.291
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9 Auvailability of Tourist Information Services 3.79 0.973

10 Access to Professional Tour Guides 3.70 1.004

11 Toilet & Sanitation Facilities 3.75 1.024

12 Waste Disposal Systems 3.68 1.088

13 Access to Banking and ATM Services 4.14 0.811

14 Internet and Communication Connectivity 3.79 0.988
High Satisfaction

The analysis highlights five attributes related to tourist infrastructure that received high satisfaction ratings from respondents, as
summarized below:

‘The Range of Accommodation Choices’ achieved the highest satisfaction score with a Mean score of 4.26. Shimla is visited by
people with different budgets for their staying requirements. The results indicate that tourists are highly satisfied with the variety
of accommodation options available in Shimla. Additionally, the low standard deviation reflects a consistent positive perception
across the sample.

Access to Banking and ATM Services The requirement of cash and other important banking services is also an important
requirement for tourists visiting a new place. The availability of banking and ATM services was rated highly, with a Mean score
of 4.14 by tourists which means that the majority of tourists are satisfied with the availability of banks and ATMs in Shimla.
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Figure 1. Frequency distribution and the Mean score of High satisfaction attributes.

Quality & Standard of Accommodation: Good quality accommodation is among the core tourism products that are considered
important by tourists, a high satisfaction score of Mean 4.12 indicates that the hotels and related infrastructure in Shimla are of
high standards and meet the expectations of tourists.

Restaurants & Food and Beverage Options Another important element of any tourist destination is the food and beverage
options it provides to tourists. A high satisfaction mean score of 4.11 indicates that the variety and good quality of food options
are available to tourists in Shimla which tourist perceived met their expectations.

Accessibility to Authorities (Police) Accessibility and responsiveness of the local law enforcement authorities like the Police
were also positively perceived by tourists with a Mean score of 4.01, reflecting a sense of safety and support among tourists.
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These high-scoring attributes reflect strengths in core areas of tourism infrastructure, particularly in accommodation variety and
quality, essential services like banking and security, and the availability of food options. The low standard deviations for these
attributes suggest that tourists have consistently positive experiences in these areas.

Moderate satisfaction

The analysis of these attributes indicates areas where tourists expressed moderate satisfaction, suggesting a need for focused
improvements to elevate the overall visitor experience.

Mean Satisfaction Scores for Moderate Satisfaction Attributes
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Figure 2. Frequency distribution and the Mean score of Moderate satisfaction attributes.

Access to Basic Healthcare Services Tourists showed a moderately high level of satisfaction with a Mean score of 3.94, with the
basic healthcare services they expected in Shimla, though slight variability points to occasional concerns regarding accessibility
or availability of medical assistance but overall tourists are satisfied with the services.

Availability of Public and Private Transport The tourists have rated moderately high with a Mean score of 3.81 for transport
services which is an important element of any destination, The high standard deviation indicates that the majority of tourists have
unsatisfactory experiences of limited availability or delayed transport services.

Internet and Communication Connectivity A high-speed internet is an essential requirement of modern-day tourists, Internet
services in Shimla are scored moderately with a Mean score of 3.79 by visitors, reflecting satisfactory but not exceptional
connectivity. Variability suggests that while some tourists experienced reliable and fast internet, others encountered challenges
such as inconsistent coverage or speed.

Prices of Lodging and Food Tourists were moderately satisfied with a Mean score of 3.77 with the quality of accommodations
they get in Shimla but are somewhere concerned with the prices of these accommodations, this might have happened as data was
collected during peak seasons when prices remained elevated. Additionally, a higher standard deviation indicates mixed opinions
among tourists. This suggests that while some tourists find the pricing reasonable, others may perceive it as higher than they
expected.

Toilet & Sanitation Facilities Toilet and sanitation facilities are essential basic infrastructure of any destination a moderately low
rating of Mean 3.75 reflects that tourist had mixed experiences with cleanliness, availability, or accessibility to toilet facilities.

Access to Professional Tour Guides Tour guides are important elements in heritage destinations like Shimla low mean scores of
3.70 and high standard deviation point to potential issues in accessibility or differences in the level of expertise and
professionalism provided by guides.

Waste Disposal Systems The lower satisfaction with a Mean score of 3.68 for waste management indicates a pressing need for
improvement. Tourists likely encounter issues with cleanliness or ineffective disposal mechanisms, which can negatively impact
perceptions of the destination’s overall hygiene.

Low satisfaction

Parking Facilities Among all the attributes assessed, parking facilities received the lowest satisfaction with a Mean score of
3.18, reflecting a high level of dissatisfaction among tourists. Additionally, a high standard deviation suggests a wide variability
in experiences, indicating that the majority of tourists faced challenges in accessibility, insufficient parking spaces, poor facility
conditions, or high costs of parking facilities.
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VI. CONCLUSION

The study assessed various attributes related to tourism infrastructure services to determine their influence on visitor satisfaction.
The findings of the study highlighted that Shimla being a popular tourist destination that caters to millions of tourists every year,
is still performing well in terms of satisfying tourist needs with its tourism infrastructure. Tourists were delighted with the variety
and quality of accommodations which is one of the most important requirements of tourists as it serves as the foundation of their
comfort and convenience during their stay. A different range of accommodation options allows visitors to select lodging that best
aligns with their preferences and budgets, Collectively, these factors enhance the perceived value of the destination, which
further contributes to the high tourist satisfaction and repeat visits. Tourists’ destinations are also assessed by the quality and type
of food that is available for tourists. Shimla being a global tourist destination is visited by people from different cultures and
culinary requirements which is very challenging to cater to, despite this, tourists expressed high satisfaction with the availability
of good quality restaurants and food and beverage options. Furthermore, the availability of banking services and ATMs and
accessibility of local authorities like the Police have also highly satisfied the tourists. Apart from the attributes which satisfied
most of the tourists some attributes like basic healthcare and availability of public-private transport have moderate satisfaction
levels. Basic medical assistance is crucial for tourists as it ensures visitors feel secure and well-cared for in case of emergencies
and a prompt and efficient transport system enables tourists to explore destinations conveniently and comfortably. Shimla the
capital town of Himachal Pradesh has a well-developed infrastructure for medical services and a transport system which has a
positive impact on tourists. Tourists also seem to be satisfied with more basic tourist amenities like high-speed internet
connectivity and the availability of tourist guides and toilet facilities. Tourists expressed a slightly low satisfaction with the
prices of food and accommodation which might be due to the peak season factor. The most dissatisfying attribute which has
affected the majority of the visitors is the parking facility. As during peak season, thousands of tourist vehicles enter into the
already overburdened parking infrastructure of Shimla. Despite many new parking areas established by the government in
different nearby locations, the parking areas near popular spots are still not able to accommodate the high demand of tourist
vehicles. Overall, the tourism infrastructure in Shimla is successfully meeting the essential needs of visitors, contributing to a
largely satisfying travel experience. However, there is an urgent need to address specific gaps and challenges, such as enhancing
parking facilities, improving public transportation, and ensuring better waste disposable systems. Additionally, with the growing
numbers of tourists visiting Shimla every year, the destination is already facing issues like severe traffic congestion,
over-tourism and environmental depletion. To sustain Shimla’s appeal as a top-tier destination, it is crucial to prioritize
infrastructure upgrades, expand capacity, and implement innovative solutions that can accommodate future growth while
preserving the city's charm and functionality.

VII. RECOMMENDATIONS

To enhance the tourist experience in Shimla, several recommendations can be made based on the study's findings. Addressing the
lack of adequate parking space, especially near popular tourist spots is highly important. Constructing multi-level parking
structures, introducing real-time parking availability systems, and encouraging off-site parking with shuttle services can improve
both the traffic congestion and the lack of parking spaces. Additionally, Public transportation requires substantial improvement
by increasing the frequency and routes of buses, promoting eco-friendly options such as electric buses will also help in reducing
pollution and will promote sustainability. Waste management systems need improvement through the installation of additional
waste bins. Furthermore, understanding the needs of modern-day tourists, and use of advanced technology can further enhance
satisfaction, services like providing free high-speed internet in tourist-heavy areas and developing a mobile app for Shimla
tourism, offering information on routes, restaurants, bookings, and emergency contacts which will add to tourist infrastructure
and will enhance the appeal of Shimla as a tourism destination.
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