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Abstract  
The travel sector is increasingly using fintech solutions to enhance customer satisfaction by offering distinctive, 
seamless, and personalised experiences. This study examines how fintech is changing travel services, with a focus on 
how digital payment methods, dynamic pricing algorithms, and travel financing options improve customer 
satisfaction. By offering enhanced security, personalised suggestions, and seamless transactions, fintech integration in 
travel services is revolutionising customer experiences. This study examines the effects of digital payment methods, 
dynamic pricing algorithms, and travel financing options on customer satisfaction in the travel industry. The study 
used a mixed-method approach, incorporating both qualitative and quantitative data. 200 participants from a 
variety of professional backgrounds in the National Capital Region (NCR) and West Uttar Pradesh, India, were 
given a standardised questionnaire. Reliability was examined using statistical tests such as Cronbach's Alpha, and 
the effect of fintech adoption on customer satisfaction was evaluated using one-sample t-tests.The findings indicate a 
substantial positive correlation between improved customer experiences and fintech-driven advancements, 
particularly in the areas of transaction convenience, affordability, and service personalisation. In addition to 
pointing out significant challenges like security and usability issues, the paper offers recommendations on how to 
maximise fintech applications in the travel sector. 

Key words: Fintech Solutions, Travel Industry, Consumer Satisfaction, Digital Payment Method, Dynamic 
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INTRODUCTION 
E-tourism platforms facilitate the smooth and effective online booking of flights, lodging, vehicle 
rentals, and other travel-related services. Due to the digital nature of e-tourism, a larger pool of potential 
tourists can be reached by destinations, hotels, and tour operators marketing and promoting their 
offerings to a global audience through a variety of online means. As social media and instant messaging 
platforms have grown in popularity, e-tourism has made it easier for travellers and service providers to 
communicate, enabling prompt help and support while travelling. A tourism recommendation system 
generates recommendations for travellers based on their preferences and the planning resources that 
will allow them to organise a trip. 

The term "e-tourism system" has rapidly changed in recent years to represent the growing use and 
dependence on tourism-related businesses and services via ICT (information and communication 
technologies). By examining the circumstances and elements that contributed to the development and 
expansion of e-tourism, the essay seeks to develop and put into practice a conceptual framework for an 
e-tourism system. It looks into how satisfied travellers are with e-tourism services. The ease of organising 
and scheduling travel has significantly increased as a result. E-tourism platforms can improve the entire 
travel experience by providing personalised experiences and suggestions based on user preferences by 
utilising data analytics and personalisation algorithms. 

The competition is fiercest in today's service industry. Gaining clients and outperforming rivals are the 
goals of every service provider sector. The activities, advantages, or satisfactions that are given in 
exchange for or in conjunction with the sale of products are referred to as services. The qualities of 
intangibility, invariability, and inseparability are what distinguish services from products. Customers 
choose certain goods or services because they make the decision. According to the comparative norms, 
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the item most closely matched the performance and emotional requirements. Customers assess 
performance based on how successfully the person, product, or service fulfils their expectations and 
perceptions.  

LITERATURE REVIEW 
According to G. Jatin, et. al, 2024 E-tourism, sometimes referred to as electronic tourism, is the use of 
information and communication technologies (ICT) in the travel, tourism, and hospitality sector. It 
includes an extensive array of web-based activities and services designed to improve travellers' overall 
experience, effectiveness, and efficiency. E-tourism refers to the utilisation of diverse digital platforms 
and tools to streamline and improve all aspects of tourism, such as booking, reservations, ticketing, 
lodging, and destination details. Information and communication technologies are essential to e-
tourism because they provide real-time information sharing, online booking platforms, personalised 
marketing, virtual tours, and smooth contact between travellers and service providers. It includes a 
broad range of services and activities that are made possible by digital technologies and internet 
platforms to improve travellers' overall travel experiences. It has fundamentally changed how people 
organise, reserve, and enjoy their vacations. 

According to K. Pawan,2023, Online travel booking has grown in popularity in India in recent years. 
However, despite its convenience, a number of barriers still keep many people from using it. This study 
set out to identify the barriers to online travel booking in India and provide recommendations for 
overcoming them. The study, which also included a comprehensive review of the body of recent 
literature and a poll of 500 people, asked questions of 20 travellers who had booked their trips online 
in the preceding year. The results showed that concerns about privacy and security, difficulties using 
and navigating online booking sites, and a lack of confidence in online payment methods were the 
main barriers to online trip booking.  

According to Dr S. Murugan, et. al. 2023 The most recent development in India's travel environment is 
internet travel. The travel industry has seen some significant changes as a result of the introduction and 
widespread use of computers as well as the growing acceptance of using the Internet. In India, internet 
travel is still in its infancy. Travelling hasn't been a focus area; rather, it's just another way to engage 
users who are seeking immediate results. The majority of users have also shown low levels of 
engagement, loyalty, and infrequent use. All of this is changing, though, since the emphasis is now 
firmly on full travel arrangements. The conventional methods of obtaining airline tickets and related 
travel plans are evolving quickly. 

According to Prof R. Rohit et. al. 2020, The last ten years have witnessed a spectacular increase in the 
online travel retail sector. The growth of the internet travel sector is the consequence of the appearance 
of new competitors and the expansion of available options. This quick expansion also gave rise to the 
idea of personalisation in the tourism industry. With the growing demand for safe and convenient 
travel, travellers are now looking to tailor every trip to their own requirements. Technology and social 
media have undoubtedly contributed to the rise of young travellers in the online travel retail sector. Ten 
years ago, the tourism business looked completely different thanks to Facebook, Instagram, and travel 
blogs. Reading blogs, following Instagram travel pages, or receiving real-time updates from friends, 
family, and coworkers can all serve as instant travel inspiration for consumers today. 

According to Garcia et al.2021, The study was constrained by the Scimago Journal's and Country 
Rank's journal rankings in the tourism, leisure, and hospitality management subject group. The most 
common study method in the region is field research. However, using the information created by clients 
of online travel firms, interest in experiments and content analysis is growing. This study aids in the 
writers' decision-making process with regard to the methodology to be employed and the authors to be 
negotiated for further research. The findings highlighted new trends to be investigated and 
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demonstrated how the topic has changed, as well as shifts in strategies and the way online travel 
companies communicate with their partners (sometimes in a conflictual manner) and clients.  

OBJECTIVES OF RESEARCH 
Here are following Research Objectives: 

1. To examine how fintech innovations might improve client happiness in the travel services 
sector. 

2. To determine which important fintech-driven elements affect consumer experiences, such as 
digital payments, dynamic pricing, and travel financing. 

3. To look into usability issues and security concerns as well as other obstacles to the use of 
fintech solutions in travel services. 

RESEARCH METHODOLOGY 

Population 
The study's target population spans all age categories, from those under 18 to those over 55. 

Geographical area 
The study will be carried out in a certain region of India's west Uttar Pradesh and National Capital 
Region. There were 200 participants in all. 

Tool 

Questionnaire: Designed in “Google Form” sent to different individuals working in various area, 
education, business, industrial, farming.  

Sample design 
The particular population under study and practical limitations lead to the adoption of non-probability 
snowball sampling. 

Data collection 
Primary and secondary data pertaining to customer satisfaction in travel services will be gathered for this 
study. Questionnaires will be used to gather quantitative data. Focus groups will be used to collect 
qualitative data. 

Hypothesis 
H₀: Fintech innovations do not significantly improve client happiness in the travel services sector. 
H₁: Fintech innovations significantly improve client happiness in the travel services sector. 

H₀: Fintech-driven elements, such as digital payments, dynamic pricing, and travel financing, do not 
significantly affect consumer experiences in the travel services sector. 
H₁: Fintech-driven elements, such as digital payments, dynamic pricing, and travel financing, 
significantly affect consumer experiences in the travel services sector. 

H₀: Usability issues, security concerns, and other obstacles do not significantly hinder the adoption of 
fintech solutions in the travel services sector. 

H₁: Usability issues, security concerns, and other obstacles significantly hinder the adoption of fintech 
solutions in the travel services sector. 
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Conceptual framework 
The conceptual framework demonstrates how customer satisfaction in travel services is directly 
impacted by fintech-driven elements like ease, dynamic pricing, security, rewards, and financing. 

 

                                             Figure 1 

As per the conceptual framework diagram 1.0 demonstrates how different fintech-driven components 
and customer satisfaction relate to one another in the travel industry. Key independent variables are 
identified, including dynamic pricing mechanisms, security concerns, integration of loyalty rewards and 
incentives, travel finance choices like EMIs or BNPL, and the convenience, speed, and ease of use of 
fintech solutions. It is suggested that these elements directly affect consumer happiness, the dependent 
variable. According to the framework, customers are more likely to be satisfied with their trip planning 
and booking experiences if fintech services are easy to use, safe, and financially helpful. 

Analysis and Interpretation  

How often do you travel?   

   

 

                                                              Figure 2 

Interpretation  
As per the diagram 2.0, the 200 respondents' travel frequency is depicted in this diagram. Travellers are 
probably categorised by the data into groups like frequent, infrequent, or uncommon travellers. This 
inquiry aims to determine the frequency of people's interactions with the travel ecosystem, which 

  

  

   

 
 

 
   



International Journal of Environmental Sciences  
ISSN: 2229-7359 
Vol. 11 No. 2s, 2025 
https://www.theaspd.com/ijes.php 

797 
 

influences their exposure to fintech products. Due to their frequent interactions with travel platforms, 
frequent travellers are often more likely to use digital solutions for booking, payment, and planning. 
However, infrequent or infrequent travellers might depend less on fintech, which could limit their 
knowledge and comfort level with these resources. Comprehending the frequency of travel aids in 
placing the respondents' potential level of familiarity with fintech-enabled services in context. 

Are you aware of fintech solutions such as digital payments, dynamic pricing, and travel financing? 

                              

 

                       Figure 3 

Interpretation  
As per the diagram 3.0 the respondents' knowledge of the many fintech applications in the travel sector 
is evaluated by this diagram. According to the analysis, most participants said they were aware of travel 
financing alternatives, dynamic pricing, and digital payments. According to this research, fintech is 
becoming far more well-known and visible to tourists. But awareness by itself does not ensure use. 
Despite being aware of fintech solutions, some users might not actively use them for a variety of reasons, 
including mistrust, perceived complexity, or worries about data security. The graphic demonstrates that 
users have a solid base of knowledge, which is crucial for promoting additional adoption. 

Which of the following fintech services have you used while planning or booking travel?   

          

 

Figure 4 

Interpretation  
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Diagram 4.0 shows how different fintech services are actually used while making travel arrangements or 
reservations. According to the data, the most widely utilised digital payment methods are UPI and 
mobile wallets, which suggests that people have a high degree of trust and ease in these technologies. 
Due to variations that could lead to consumer displeasure, dynamic pricing platforms have enjoyed 
moderate utilisation, demonstrating their expanding but occasionally contentious position in travel 
pricing. Among the least popular travel financing choices are EMI and BNPL services, which may 
indicate a lack of knowledge or reluctance because of worries about eligibility requirements, hidden 
expenses, or repayment responsibilities. This discrepancy between utilisation and awareness suggests a 
chance for fintech companies to improve openness, clarify jargon, and highlight the advantages of 
underutilised services. 

 

One-Sample Statistics Table 

 

 

 Figure 5 

 Interpretation 
An overview of the respondents' average evaluations for the many fintech-driven factors influencing 
travel experiences can be found in the One-Sample Statistics Table. "Fintech solutions make travel 
bookings faster and easier" (mean = 4.06) has the highest mean score among the six factors. "Fintech 
solutions provide better customisation options" (mean = 3.92) and "Fintech improves the overall 
booking experience" (mean = 3.85) are next in line. According to these numbers, the majority of 
respondents concur that fintech significantly contributes to the simplification and personalisation of 
their travel preparation and reservation process. However, "Travel financing" had the lowest mean 
(3.21), suggesting that it was used or valued less than other categories. On a 5-point scale, however, all 
mean values are significantly above average, indicating that fintech features are usually favourably 
received in the travel industry. 
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Reliability Statistics  

 

 

 

 

 

 

 

 

 

 

 

 Figure 6 

Interpretation 
According to the Reliability Statistics Table, diagram 6.0, the Cronbach's Alpha score for the survey 
items' internal consistency is 0.862. According to established benchmarks, this score denotes good 
reliability; values above 0.90 are regarded as excellent, and values between 0.80 and 0.89 are 
regarded as good. This indicates that the survey questions used to evaluate different fintech features 
measure the same underlying construct—customer satisfaction impacted by fintech solutions—
consistently. As a result, the findings may be relied upon to accurately represent the respondents' 
general experiences with fintech in the tourism sector. 

1. T- test from one sample Test 
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Interpretation 
By assessing whether the mean evaluations of the fintech-driven components deviate statistically 
substantially from a neutral benchmark (test value = 0), the One-Sample Test Table expands on the 
earlier conclusions. The p-values (Sig. 2-tailed) for every fintech feature evaluated were 0.000, 
significantly lower than the standard alpha threshold of 0.05. This suggests that there are statistically 
significant disparities between the neutral value and the observed means. Furthermore, there is a high 
degree of agreement among respondents, as seen by the high t-values (48.467 for "faster and easier 
bookings" and 47.885 for "customisation options"). The conclusion that participants view fintech 
technologies as helpful in enhancing their travel experience is further supported by the 95% confidence 
intervals for all variables that do not include zero. 

A more thorough explanation of how each survey item affects the scale's overall dependability may be 
found in the Item-Total Statistics Table. All six questions' corrected item-total correlation values are 
greater than 0.5, indicating a significant and robust link between each question and the overall scale 
score. Furthermore, with values ranging from 0.825 to 0.86, the "Cronbach's Alpha if Item Deleted" 
column shows that eliminating any item would not much raise the reliability score. This further 
demonstrates the survey's coherence and affirms that each item added enhances the accuracy and 
dependability of the data gathered. 

FINDINGS AND SOLUTIONS 
Key conclusions regarding the effect of fintech on customer satisfaction in travel services are highlighted 
in the paper based on the analysis. Below are the recommendations that match to the difficulties that 
have been identified. 

Increased adoption of digital payments, but security concerns remain. 

 Finding: Digital payment systems such as UPI, mobile wallets, and BNPL are popular due of their 
convenience. However, security threats, fraud, and transaction failures remain serious problems. 

 Solution: To improve security, fintech companies and travel platforms should use AI-powered fraud 
detection, two-factor authentication, and real-time transaction monitoring. Clear refund procedures and 
effective dispute resolution might help you build customer trust even further. 

Dynamic pricing influences travel decisions, but might lead to customer frustration. 

 Finding: While dynamic pricing can help organisations maximise income, frequent price changes 
might contribute to customer unhappiness. 

 Solution: Travel platforms should provide price protection features or allow clients to lock prices for a 
limited time. Transparent pricing algorithms and real-time updates on price changes can boost client 
confidence. 

Fintech-driven financing options improve affordability, but require greater awareness. 

 Finding: BNPL plans, travel EMIs, and personal travel loans make travel more affordable, particularly 
for young people. However, many customers are ignorant of these possibilities, or they are concerned 
about hidden fees.  

Solution: Fintech companies should employ upfront pricing, explicit terms and conditions, and AI-
powered recommendations to provide personalised financing choices based on customer spending 
behaviour. 

Personalisation improves customer satisfaction, but requires better data privacy measures. 

Finding: AI-powered personalisation helps travellers find better deals and curated experiences, 
increasing satisfaction. However, questions about data privacy and misuse continue.  
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Solution: Travel fintech platforms must strike a balance between personalisation and strong data 
privacy policies. Giving clients power over their data sharing preferences and ensuring compliance with 
data protection rules can help establish confidence. 

Refund and Cancellation Policies Affect Customer Trust and Loyalty 
Findings: Customers frequently experience refund delays or strict cancellation rules, resulting in 
unhappiness. 

 Solution: Implementing speedier automated refund processes, providing flexible cancellation policies, 
and keeping clear information about refund timescales will boost customer confidence in fintech-
enabled travel platforms. 

CONCLUSION 
Fintech's integration into the travel sector has considerably increased customer happiness by providing 
smooth, secure, and personalised experiences. Digital payment options, dynamic pricing, and travel 
financing solutions all help to increase the efficiency and simplicity of trip bookings. However, concerns 
about security, accessibility, and a lack of understanding continue to impede fintech adoption in the 
travel industry. 

The findings imply that fintech has a significant beneficial impact on customer experiences, with 
fintech-driven features playing an important role in determining travel decisions. To fully realise the 
benefits of fintech in travel services, industry players should prioritise security, transparency, and 
accessibility. Fintech can revolutionise the travel business and improve customer satisfaction by tackling 
these difficulties and innovating consistently. 
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