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CHAPTER ONE
1.0 INTRODUCTION
The tourism industry is a vital part of the global economy, contributing significantly to economic growth and development. Lagos State, Nigeria, boasts a rich cultural heritage and numerous tourist attractions, making it a popular destination for tourists. Travel agencies play a crucial role in the development of the tourism industry in Lagos State, serving as intermediaries between tourists and tourism bodies.
Travel agencies are businesses that assist individuals and groups in planning, booking, and organizing travel-related services, including flights, hotels, transportation, and activities. This study focuses on evaluating the operations of Salsumi Travels and assessing its impact on tourist growth in Lagos State. The study aims to identify the services offered, range of strategies employed, faced, and the agency’s potential impact on tourist patronage in Lagos State.
Tourism provides the largest opportunities in most developed countries and also a fast-growing vehicle for job creation for young people and women (Hitch and Battle, 2021). Tourism, which has expanded dramatically over the last 30 years, sets to continue growing as societies become more mobile and prosperous, obtaining more information on recreational services (Takes and Alamy, 2013).
The findings of this study will provide valuable insights into the operations of travel agencies in Lagos State, contributing to the existing body of knowledge on the tourism industry in Nigeria. The study’s recommendations will also benefit stakeholders in the tourism industry, ultimately enhancing the services offered by travel agencies in Lagos State.
1.1 BACKGROUND OF THE STUDY
The tourism industry is a significant contributor to the economic growth and development of many countries, including Nigeria. Lagos State, being the economic hub of Nigeria, has a rich cultural heritage and numerous tourist attractions that make it a popular destination for tourists.
Travel for leisure purposes has evolved from an expense reserved for only a few people into something enjoyed by many. The ability to travel was reserved for royalty and upper classes from ancient Roman times through to the 17th century, young men of high standing even encouraged to travel through Europe on a “grand tour” (Chowey, 2023). It was believed that the word “tour” comes from the Greek and Latin words for circle and turn, and that tourism and tourist represent the activities of excelling away from home and then returning (Theobald, 1998). United Nations tourism organizations (UNWTO, 2008) defined tourism as a social, cultural, and economic phenomenon which enables the movement of people to countries or places outside their usual environment for personal or business purposes. These people are called visitors (which may be tourists or excursionists, students or non-residents) and tourism has to do with their activities. Some of which apply tourism expenditure. For any trip to be categorized as tourism:
Tourism has been for a long time recognized as an important form in economic development in developing countries, contributing to foreign exchange earnings, gross domestic product, and employment opportunities (Etal, 1979). According to UNWTO (2014) in Tourism Barometer, international tourist arrivals grew by 5 percent in 2013, reaching a record 1.087 billion arrivals.
1.2 STATEMENT OF THE PROBLEM
The tourism industry in Lagos State faces numerous challenges including inadequate tourism infrastructure, poor marketing strategies, and limited access to financing. Travel agencies, which play a crucial role in promoting tourism in the state, also face significant challenges. Despite their importance, many travel agencies in Lagos State struggle to provide effective services to tourists due to limited resources, inadequate training, and intense competition.
Based on the foregoing, it is apparent that there is a need to control the perception of an average Nigerian on peak and peak tourist benefits derived from tourism. It’s an incontrovertible fact that there is a perceptible increase in the number of Nigerians engaged in tourism industry in recent times, particularly in Bankole (2002). Some cannot be however based on the patronage of tourism areas studies detailing the participation of Nigerians in the demand of tourism products over time and space are scanty. The supply of tourism products and services.
1.3 AIM AND SPECIFIC OBJECTIVES OF THE STUDY
The aim of the study is to reevaluate the operations of travel agencies for tourist patronage in Lagos State.
i. To describe the services offered by Salsumi Travels and Tours and their impact on tourist patronage.
ii. To examine the promotional strategies used by Salsumi Travels and Tours to attract tourists.
iii. To assess the level of customer satisfaction with the service offered by Salsumi Travels and Tours.
iv. To identify the challenges facing Salsumi Travels and Tours in its operations and their effects on tourist patronage.
v. To provide recommendations for enhancing the services offered by Salsumi Travels and Tours and Improving Tourist Patronage

1.4 RESEARCH QUESTIONS
i. What services does Salsumi Travels and Tours offer and how do they impact tourist patronage?
ii. What promotional strategies does Salsumi Travels and Tours use to attract tourists and how effective are they?
iii. What is the level of customer satisfaction with the services offered by Salsumi Travels and Tours?
iv. What challenges does Salsumi Travels and Tours face in its operations and how do they affect tourist patronage?
v. What recommendations can be made to enhance the services offered by Salsumi Travels and Tours and improve tourist patronage?
1.5 SIGNIFICANCE OF THE STUDY
This study is significant because it will provide valuable insight into the operations of travel agencies in Lagos State and their impact on tourist patronage. The study will also contribute to the existing body of knowledge on the tourism industry in Nigeria. Additionally, the study will provide recommendations for enhancing the services offered by travel agencies in Lagos State, which will be beneficial to stakeholders in the tourism industry. 
In short, there are not, there should not be, and there cannot be two categories of human beings; those who can be tourists and those who can only receive them. These two activities are in fact but two sides of one same human activity; both of them are noble and respectable and everyone is entitled to them (Pierret, 2011).
1.6 SCOPE OF THE STUDY
The study focuses on evaluating the operations of Salsumi Travels and Tours, a travel agency based in Lagos State, Nigeria. The study aims to explore the Services offered by the agency, the challenges faced, and its Impact on Tourist Patronage in Lagos State. Thus it will cover Salsumi Travel agencies alone. 
Another important reason is the fact that tourism as a product and services are still largely perceived as an “elitist goods or expense” in the Nigerian milieu. The study therefore limited the sample size to those who have the socio-economic (education as well as having the propensity to be involved in purchasing tourism products and services).
1.7 OPERATIONAL DEFINITION OF TERMS
To the end, these same occupational groups were identified and subsequently sampled for the purpose of the study.
i. TRAVEL AGENCY: refers to a business that provides travel related services to customers including ticketing, accommodation, tour transportation, and tour packages. In this study, Salsumi Travels and Tours is the specific travel agency being examined.
ii. TOURIST PATRONAGE: refers to the number of tourists who visit a particular destination or use the services of a travel agency.
iii. SERVICES OFFERED: refers to the various travel-related services provided by Salsumi Travels and Tours including ticketing, accommodation, transportation, and tour packages.
iv. CHALLENGES: refers to the obstacles or difficulties faced by Salsumi Travels and Tours in its operations including economic, social, and environmental factors.
v. PROMOTIONAL STRATEGIES: refers to the marketing techniques used by Salsumi Travels and Tours to attract tourists including advertising, public relations, and sales promotion.
vi. CUSTOMER SATISFACTION: refers to the level of satisfaction expressed by tourists with the services offered by Salsumi Travels and Tours
vii. TOURISM DEVELOPMENT: Tourism development refers to the growth and expansion of the tourism industry in Lagos State, including the development of tourist infrastructure and services.


CHAPTER TWO
2.0 LITERATURE REVIEW
Tourism research has shown that the tourism industry stands as one of the world’s highest employment or labour (Amalu and Ajake, 2012). Ashe (2005) noted that as tourism sector continues to grow, it has serious implications on the economy of destination areas. It also contributes immensely to the achievement of sustainable development in cities given their fragile ecological environments (Ashe, 2005).
This chapter presents a review of related literature on the role of travel agencies in promoting tourism development. The review aims to provide an understanding of the current state of knowledge, identify gaps in existing research, and inform the development of the conceptual framework for this study.
The review focuses on the concept of tourism development, the role of travel agencies in promoting tourism development, the challenges faced by travel agencies, and the promotional strategies used by travel agencies to attract tourists. The review also examines the impact of travel agencies on tourist patronage and customer satisfaction.
By reviewing existing literature on these topics, this study aims to gain insight into the role of travel agencies in promoting tourism development and identify areas for further research.
The tourism industry is considered one of the largest and fastest-growing industries in the world (Hunemeier and Pedoe, 2005; Cooper and Hall, 2008). Tourism as a worldwide occurrence forms a very important part of the global set on strongly influencing the economy. For the tourism industry to maintain or improve its current status, it is dependent on tourists’ travel destination Choice has always been an important aspect in tourism literature and there are various factors influencing travel decisions. These factors consist of cultural, travel motivation, finance and previous experiences, to name a few (Awokuse and Bakor, 1996). Cooper and Hall (2008) stated that tourism is subject to a collection of influence and features that determine its relative distribution.
Travel motivation from an integral part of travel behaviour and had been widely researched and applied in tourism marketing strategies.
The need to see the unseen and know the unknown drives people to travel to new places and motivate them to visit new destinations (Peakatesh, 2006). Tourism is made up of tourists’ activities that are taken within the destination (Domestic tourism strategy, 2006). Tourism is classified into two either domestic or international tourism. International tourism involves tourists consisting of visitors travelling from outside their borders to other countries for the purpose of leisure or business (Dekke, 2000). Awoke (2005) explained that over 600 million people travel internationally, hundreds of millions make journey within their home country doing so for both work and pleasure.
It is therefore important for tourism products such as resorts to understand the travel behaviour and more specific the travel motivations of tourists, as it may assist in product development, improved marketing strategies, enhanced service delivery approaches and the creation of a competitive advantage. Therefore, travel behaviour plays an important role in tourism as concept, industry and economy and demands investigation.
2:1 REVIEW IN SUB-THEMES
2:2 CONCEPT OF TOURISM DEVELOPMENT
Tourism development refers to the growth and expansion of the tourism industry in a particular region or country. According to the World Tourism Organization (2013), tourism development involves the planning, management, and marketing of tourism products and services to attract visitors and generate economic benefits.
Types of Tourism Development
i. Mass Tourism: large-scale tourism development that focuses on attracting large numbers of visitors.
ii. Sustainable Tourism: Tourism development that prioritizes environmental and social sustainability.
iii. Ecotourism: Tourism development that focuses on nature-based and conservation.

Benefits of Tourism Development
i. Economic Benefits: Tourism development can generate revenue and create jobs.
ii. Cultural Exchanges: Tourism development can promote cross-cultural understanding and exchange.
iii. Environmental Conservation: Tourism development can support conservation efforts and promote environmental awareness.
Challenges of Tourism Development
i. Over-Tourism: managing the negative impacts of excess tourism on local communities and environments.
ii. Sustainability: Balancing economic, social, and environmental considerations to ensure long-term sustainability.
iii. Infrastructure and Resources: Providing adequate infrastructure and resources to support tourism development.

Characteristics of Tourism Development
i. Economic Benefits: Generating revenue and creating jobs for local communities.
ii. Community Involvement: Involving local communities in tourism development and decision-making processes.
iii. Sustainability: Balancing economic, social, and environmental considerations to ensure long-term sustainability.
2.3 ROLE OF TRAVEL AGENCIES IN TOURISM DEVELOPMENT
Travel agencies play a crucial role in promoting tourism development by providing travel-related services to tourists. According to Kotler et al. (2019), travel agencies can help to increase tourist arrivals and revenue by offering competitive packages.
Functions of Travel Agencies
i. Information Provision: Travel agencies provide tourists with information about destinations and travel options.
ii. Booking and Reservation: Travel agencies book flights, hotels, and other travel-related services for tourists.
iii. Tour Planning: Travel agencies plan and organise tours and travel itineraries for tourists.
Benefits of Travel Agencies
i. Convenience: Travel agencies provide a one-stop shop for tourists, making it easier to plan and book travel.
ii. Expertise: Travel agencies have knowledge and expertise about destinations and travel options.
iii. Time-Saving: Travel agencies can save tourists time and effort by handling travel arrangements.
Types of Travel Agencies
i. Retail Travel Agencies: Sell travel products and services directly to clients.
ii. Online Travel Agencies (OTAs): Operate online platforms to book flights, hotels, and other related services.
iii. Wholesale Travel Agencies: Purchase travel components in bulk and create package tours.
iv. Tour Operators: Create and sell package tours, including transportation, accommodation, and activities.
v. Specialty Travel Agencies: Focus on specific types of travel such as adventure travel, luxury travel, or corporate travel.
2:4 CHALLENGES FACED BY TRAVEL AGENCIES
Travel agencies face various challenges including intense competition, changing consumer preferences, and economic uncertainty. According to Buhalis (2000), travel agencies must adapt to changing market conditions and consumer needs to remain competitive.
Types of Challenges
i. Market Challenges: Intense competition, changing consumer preferences, and economic uncertainty.
· Intense competition: Travel agencies compete with online travel agencies (OTAs), tour operators, and other travel providers.
· Changing consumer preferences: Travelers’ preferences and behaviors are changing, with many opting for online booking platforms and self-planned trips.
· Economic uncertainty: Economic fluctuations can impact travel demand and consumer spending.
ii. Operational Challenges: Managing day-to-day operations, including staffing, attracting, and retaining skilled staff who can provide high-quality services.
· Technology: Implementing and maintaining technology to manage operations, bookings, travel arrangements, including flights, hotels, and logistics.
· Coordination: Coordinating travel arrangements.
iii. Regulatory Challenges: Complying with regulatory requirements and managing risks associated with tourism operations.
· Compliance: Adhering to regulatory standards.
· Licensing/permits and industry trends.
· Risk management: Managing risks associated with tourism operations, including safety and security concerns.
Strategies for Overcoming Challenges
i. Innovation: Travel agencies can innovate and differentiate themselves through unique products and services.
ii. Digitalization: Travel agencies can leverage digital technologies to improve efficiency and reach new customers.
iii. Partnerships: Travel agencies can form partnerships with other tourism stakeholders to enhance their offerings and competitiveness.
2.5 PROMOTIONAL STRATEGIES USED BY TRAVEL AGENCIES
Travel agencies use various promotional strategies including advertising, public relations, and sales promotion to attract tourists. According to Kotler et al. (2017), travel agencies also use digital marketing channels such as social media and email marketing to reach potential tourists.
Types of Promotional Strategies
· Advertising: Travel agencies use advertising to reach a wide audience and promote their products and services.
· Public Relations: Travel agencies use public relations to build relationships with media influencers and other stakeholders.
· Sales Promotion: Travel agencies use sales promotions such as discounts and special offers to encourage bookings.
Digital Marketing Strategies:
· Social Media Marketing: Travel agencies use social media to engage with customers and promote their products.
· Email Marketing: Travel agencies use email marketing to communicate with customers and promote special offers.
· Search Engine Optimization (SEO): Travel agencies use SEO to improve their online visibility and attract organic traffic.
Benefits of Promotional Strategies
· Increased Visibility: Promotional strategies can increase visibility and awareness of travel agencies and their services.
· Competitive Advantage: This can help agencies stand out in a crowded market and attract more customers.
· Increased Bookings: Promotional strategies can incentivize bookings and drive revenue for travel agencies.
Characteristics of Promotional Strategies
· Targeted: Travel agencies use market research to identify their target market and tailor their promotional efforts accordingly.
· Multi-Channel: Travel agencies use a combination of channels.
· Creative and Engaging: Travel agencies use creative content to capture the attention of potential tourists and inspire them to book travel packages and services.
Function of Promotional Strategies
· Awareness Creation: Promotional strategies help create awareness about travel agencies, their products, and services among potential tourists.
· Customer Engagement: This can build brand loyalty and increase customer retention.
· Strong Sales: Promotional strategies can drive sales and revenue for travel agencies.
2.6 IMPACT OF TRAVEL AGENCIES ON TOURIST PATRONAGE
Travel agencies can have a significant impact on tourist patronage by providing high-quality services and promoting tourist destinations. According to Holloway (2006), travel agencies can help to increase tourist satisfaction and loyalty by offering personalized services and responding to customer needs.
Factors Influencing Tourist Patronage
· Service Quality: The quality of services provided by travel agencies can influence tourist satisfaction and loyalty.
· Destination Image: The image and reputation of a destination can influence tourist satisfaction and loyalty.
· Value for Money: The perceived value for money of travel packages and services can influence tourist patronage.
Strategies for Enhancing Tourist Patronage
· Personalization: Travel agencies can offer personalized services and tailor-made packages to meet customer needs.
· Customer Service: Travel agencies can provide excellent customer service.
Characteristics of Tourism Development
· For Tourist Patronage: Refers to the support and loyalty of tourists towards travel agencies, destinations, or tourism products and services. These are some key characteristics of tourist patronage.
· Loyalty: Tourist patronage is characterized by loyalty and repeat business, as satisfied tourists are more likely to return to a destination or use the services of a travel agency again.
· Satisfaction: Tourist patronage is influenced by satisfaction with the quality of services provided by travel agencies or destinations.
· Positive Word-of-Mouth: Satisfied tourists are likely to provide word-of-mouth recommendations to friends, family, and social networks.
Types of Tourist Patronage
· Tourist patronage can be categorized into several types based on the level of loyalty, satisfaction, and engagement. These are some possible types of tourist patronage.
· Loyalty Patronage: Tourists who consistently return to a destination or use the services of a travel agency due to high satisfaction and loyalty.
· Occasional Patronage: Tourists who occasionally visit a destination or use the services of a travel agency but may not necessarily be loyal or repeat customers.
· Referral Patronage: Tourists who recommend a destination or travel agency to others, either through word-of-mouth or online.

Function of Tourist Patronage
· Repeat Business: Tourist patronage can lead to repeat business and loyalty, as satisfied tourists are more likely to return to a destination or use the services of a travel agency again.
· Increased Revenue: Tourist patronage can lead to increased revenue to increased revenue for Travel Agencies and Destinations: As loyal tourists are more likely to book travel packages and services.
· Feedback and Improvements: Tourist patronage can provide valuable feedback and insights for travel agencies and destinations, helping them to improve their products and services.







CHAPTER THREE
3.0 INTRODUCTION
This chapter presents the research methodology used to investigate the role of travel agencies in promoting tourism development in Lagos State. This chapter discusses the research design, data collection methods, and methods of data collection used in the study. The purpose of the chapter is to provide a clear and detailed description of the research methodology, allowing readers to understand the research process and evaluate the validity and reliability of the findings.
3.1 RESEARCH DESIGN
This study employed a descriptive research design, which aims to describe the characteristics of travel agencies and their role in promoting tourism development in Lagos State. The descriptive research design was chosen because it allows for an in-depth examination of the research problem and provides a detailed understanding of the phenomena being studied.
3.2 DATA COLLECTION METHODS
This study used a combination of primary and secondary data collection methods. Primary data were collected through surveys and interviews with travel agencies, tourist stakeholders. Secondary data were collected from existing literature, government reports, and tourism industry statistics.
3.3 METHODS OF DATA COLLECTION
The source of information for this study is based on primary and secondary methods of data collection. Primary method: Extract the data collected from the source, e.g., interviews. Secondary method: Data collected from the source but directly not observed value, e.g., through transcription for document for existing records, e.g., magazines, journals, and library.







CHAPTER FOUR
4.0 INTRODUCTION
This chapter presents the results of the study on evaluating the operations of Salsumi Travels and Tours in Lagos State. This chapter discusses the findings, implications, and recommendations for improving the agency’s operations.
4.1 DATA PRESENTATION
Information of this study is gathered through face-to-face interviews with Mr. Wasiu, who is the manager of Salsumi Travels and Tours in Lagos State.
i. Interview: What Services does Salsumi Travels and Tours Offer and how do they Impact Tourist Patronage?
· Interviewee: Salsumi Travels and Tours helps individuals and groups with travel arrangements like booking flights and accommodations, organizing tours, and creating travel packages.
· Interviewer: How do they impact tourist patronage?
· Interviewee: Tourism patronage is significantly impacted by factors like the quality of services offered, the value added to the experience, and the overall marketing and communication strategies employed.
ii. Interview: What Promotional Strategies does Salsumi Travels and Tours Use to Attract Tourists and how Effective are they?
· Interviewee: Salsumi Travels and Tours use social media marketing strategies.
· Utilization: Platforms like Facebook, Instagram, and Twitter to showcase destinations, engage with potential customers, and run targeted advertising campaigns.
· Researcher: How effective are they?
· Interviewee: Highly effective for reaching a broad audience, building brand awareness, and driving direct bookings. Social media allows for visual storytelling and interactive engagement, making it a powerful tool for inspiring tourist trust.
Email Marketing
Strategy:
Building an email list and sending out newsletters with travel deals, destination information, and tips.
Effectiveness:
Effective for nurturing leads, re-engaging existing customers, and doing repeat business. Personalized email campaigns can be highly effective in converting subscribers into travelers.
Content Marketing:
Strategy:
Creating valuable and engaging content like blog posts, articles, videos, and infographics about travel destinations, tips, and experiences.
Effectiveness:
Builds brand authority, establishes the agency as a travel expert, and attracts potential customers through search engines and social media.
Influencer Marketing:
Strategy:
Partnering with travel bloggers, social media personalities, and other influencers to promote destinations and travel packages to their followers.
Effectiveness:
Highly effective for reaching a specific target audience and leveraging the influencers’ credibility and reach to generate interest and bookings.
Search Engine Optimization:
Strategy:
Optimizing the agency’s websites and content to rank higher in search engine results for relevant travel-related keywords.
Effectiveness:
Crucial for attracting organic traffic to the website as travelers often research destinations and travel options online.
Other Effective Strategies:
Events and Fairs:
Participating in travel events and fairs to connect with potential customers with Industry Professionals
· Interviewee: What level of Customer Satisfaction with the Services offered by Salumi Travels and Tours?
· Interviewee: In Salumi Travels and Tours Customer Satisfaction
· Business needs to understand Customer Expectations and Preferences
· To enhance Satisfaction and Loyalty
Interviewee: What challenges do Salumi Travels and Tours face in its Operations, and how do they affect Trust Patronage?
· Interviewee: Salumi Travels face lots of Challenges in Digital Transformation
· The rise of online booking platforms and direct booking
· Has created Intense Competition for Traditional Travel Agencies
· Agencies need to enhance their online Presence, offer unique digital Experiences, and effectively utilize Social media for marketing
· Dynamic Pricing and Competition
· Fluctuating Prices for flights and accommodations Coupled with Intense Competition make it difficult for agencies to offer Competitive Pricing and manage their profit margins
· Customer Expectations
· Today’s travelers have high expectations for personalization, Convenience, and Seamless experiences. Agencies need to adapt to these Changing demands by Providing tailored Services efficiently
· Interviewee: What recommendations can be made to enhance the Services offered by Salumi Travels and Tours and Improve Patronage?
· Interviewee: Salumi Travels and Tours (personalized Experiences)
· Tailored Suggestions:
· By analyzing past travel history, booking patterns, and Stated preferences, recommendation Services can Suggest destinations, activities, and accommodations that align with Individual Interests
· Relevant Content
They Can Provide Curated Content such as Blog Posts articles or videos that offer Insights into Specific destinations or activities, further enhancing the Planning Process.
Improved Decision-Making: help Tourists make more Informed, personalized recommendations leading to greater Satisfaction with their travel choices.
Increased Satisfaction and Loyalty:
Enhanced Trip Planning: 
By Streamlining the Planning Process and offering relevant suggestions, recommendations Services make travel Planning more efficient and enjoyable boost overall Satisfaction.
Positive Reviews and Word-of-Mouth: Satisfied Customers are more likely to leave positive reviews and recommend the Service to others, contributing to Increased Patronage.
4.2 Discussion
The findings suggest that Salumi Travels and Tours has a strong reputation for Customer Service and Operational efficiency. However, the agency faces Intense Competition in the Industry and needs to leverage technology to stay ahead. The Study recommends that the agency:
· Invest in Technology & implement online booking systems, mobile apps and other digital tools to enhance Customer experience and Streamline Operations.
· Enhance Marketing Strategies & Develop targeted marketing Campaigns to Increase brand awareness and attract new Customers.
· Expand Service Offerings & consider adding new Services such as Customized tour Packages to cater to diverse Client needs and Preferences.
CHAPTER FIVE
5:0 INTRODUCTION
This chapter concludes the Study on evaluating the Operations of Salumi Travels and Tours in Lagos State, highlighting the key Findings, provides actionable recommendations of the research. The chapter Operations, Marketing research, outlines for Improving the agency suggests for future research Customer Service, as well as suggestions.
5:1 SUMMARY:
The researcher conducted a Study on Salumi Travels and Tours, gathering Insights from respondents through the agency’s Views. The Study reveals valuable Information and areas for Improvement, Customer high Satisfaction rates for bookings.
Key findings included high demand for flight ticket bookings and Operational efficiency and recognition of the agency’s online presence. The Study’s results provide actionable recommendations for Salumi Travels and Tours to enhance its Services and Stay competitive in the Industry.
5:2 CONCLUSION
This Study evaluated the operations of Salumi Travels and Tours, highlighting its Strengths in Customer Service and Operational efficiency. The findings also revealed areas for Improvement such as leveraging Technology and responding to changing demands. The Study’s recommendations aim to enhance Service offerings. The agency’s competitiveness by implementing these recommendations, Salumi Travels and Tours can Improve its operational Increase trust Patronage and maintain its position in the Industry. This Study contributes to the existing body of Knowledge on travel agency operations and provides valuable Insights for Industry Stakeholders.
5:2 RECOMMENDATION
Based on the findings of this Study the following recommendations are proposed to enhance Salumi Travels
· Leverage Technology: Salumi Travels and Tours Should Invest in online booking systems, mobile apps, and digital payment options to streamline operations, improve customer experiences, and increase efficiency.
· Enhance online presence: Engage active utilization (SEO) techniques, website user experience, search-engine optimization to increase visibility and attract more customers.
· Diversify Salumi Travels and Tours should consider offering customized tour packages, travel insurance services, and other services to cater to diverse needs and preferences.
· Staff Training: The agency should provide ongoing training to the staff on customer service/industry trends and technology to ensure they are equipped to meet the evolving needs of clients and stay competitive in the industry.
· Customer feedback Mechanism: Salumi Travels and Tours should establish a systematic feedback mechanism to collect insights from customers, identify areas for improvement, and make data-driven decisions to enhance service quality and customer satisfaction.
· By implementing the recommended strategies, Salumi Travels and Tours can improve its operational efficiency, enhance customer service, and maintain its competitive edge in the travel agency industry.
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KWARA STATE POLYTECHNIC, ILORIN
DEPARTMENT OF TOURISM MANAGEMENT TECHNOLOGY
INSTITUTE OF APPLIED SCIENCE
Dear respondent 
This is national diploma project Evaluating the operations of travel agencies for tourists patronage in Lagos State ( A case study of salsumi travels and tours)
The questionnaire is to solicit your assistance regarding information on the above topic. All information given will be used for research purpose and will be treated with absolute confidence. 
Thanks in anticipation.
SECTION A (BIO DATA OF THE RESPONDENTS)
Instruction: Tick appropriately in the space presenting the option that is applicable to your specify your answer where necessary.
1 AGE (a) less than 20years( ) (b) 21-30( ) (c) 31-40( ) (d) 41 and above( )
2 GENDER (a) female ( ) (b) male( )
3 PROFESSIONS (a) student ( ) (b) civil servant ( ) ( c) Entrepreneur( ) (d) other ( )
   (Specify)....................
4 EDUCATIONAL BACKGROUND (a) SSCE ( ) (b) ND/ NCE ( ) (c) HND/BSC( ) (d) Others (specify).................
5 RELIGION (a) Christian ( ) (b) Muslim ( ) (c) Traditional ( )
6 MARITAL STATUS (a) single ( ) (b) married ( ) (c) divorced ( )
SECTION B EVALUATING THE OPERATIONS OF TRAVEL AGENCIES FOR TOURIST PATRONAGE IN LAGOS STATE (A case study of salsumi Travel And Tour)
1: what services does salsumi Travels and tours offer and how do they impact tourism patronage?
A:....…....................................
B:...........................................
C:...........................................
2:what promotional strategies does salsumi Travel And Tour use to attract tourists and how effective are they?
A:......................................
B:......................................
C:......................................
3:what are the level of customer satisfaction with the services offered by salsumi Travels and Tours?
A:...........................................
B:............................................
C:............................................
4:what challenges does salsumi Travels and Tours face in it's operations and how do they affect tourist patronage?
A:.........................................
B:.........................................
C:.........................................
5:what recommendation can be made to enhance the services offered by salsumi Travels and Tours and improve tourist patronage?
A:..........................................
B:..........................................
C:..........................................
