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Abstract: The COVID-19 pandemic precipitated a seismic shift in global travel, compelling Online Travel Agencies (OTAS) to
navigate a rapidly changing landscape defined by heightened safety expectations, intensified competition, and novel fraud risks. This
study investigates two under-examined threats—coercive "taxi mafias" and fraudulent hotels or guides—and their impact on OTA
performance, customer trust, and overall traveler satisfaction. Drawing on a survey of 157 Indian OTA users and a comprehensive review
of recent academic and industry reports, we find that over 50% of respondents alter their booking behavior due to awareness of scams,
nearly 74% report that fraudulent accommodations sharply erode their confidence, and approximately 62% express greater trust in
platforms employing Al-driven fraud detection. Female and frequent OTA users report significantly higher experiences of overcharging
and hostile behavior (p <.05). Despite strong overall platform loyalty, gaps in emergency support and transparency persist, particularly
among women and lower-income travelers. We conclude that rigorous partner vetting, transparent pricing, 24/7 multilingual assistance,
and advanced cybersecurity measures are essential for OTAs to rebuild trust and maintain market competitiveness in the post-pandemic
era.

Keywords: Online Travel Agencies; COVID-19; taxi mafias; fraudulent accommodations; customer trust; Al fraud detection;
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Introduction: Navigating the Challenges and the Problems in Evolving
Landscape of Online Travel Booking

Thought for a couple of seconds

In the wake of the COVID-19 pandemic, the travel industry was turned upside down: consumer habits shifted almost overnight, and
Online Travel Agencies (OTAs) found themselves grappling with challenges unlike anything they had faced before. Although booking
volumes are beginning to climb again, OTAs now operate in a far more complex environment—one marked by changing traveler
priorities, fiercer competition, and new risks. This study zeroes in on two of the most pressing threats to OTA performance and customer
satisfaction: coercive “taxi mafias” and deceitful hotels or guides.

In many developing markets, organized groups—often dubbed “taxi mafias”—have emerged to pressure tourists into using their services
at inflated rates. By hijacking routes, overcharging passengers, and disrupting carefully planned itineraries, these syndicates not only
drive up costs but also inflict reputational damage on any OTA associated with the booking.

At the same time, a growing number of hotels and local guides have been caught misrepresenting their offerings. Whether through hidden
fees, substandard accommodations, or outright scams, these fraudulent actors leave travelers feeling cheated—and they undermine the
credibility of the platforms that connected them. Beyond ruined vacations, such experiences erode trust in OTAs and can expose them to
costly legal and public-relations fallout.

To understand the scope and impact of these issues, this research synthesizes insights from both academic studies and industry reports,
including the works of Dash and Sharma (2021), N (2021), and Florido-Benitez (2024), among others. By examining these sources
alongside new survey data, we aim to paint a detailed picture of how coercion and fraud affect OTA operations—and to suggest strategies
for rebuilding traveler confidence.

This research aims to analyze these challenges by examining a collection of scholarly and industry-focused papers, including:
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Post Pandemic Travel: What the Trends and Challenges mean for Indian Travellers': This report delves into
the changing preferences and priorities of Indian travellers, including their increased focus on safety and security which is directly
impacted by the presence of scammers.

RECENT TRENDS AND CURRENT TRENDS IN ONLINE TRAVEL AND TOURISM

INDUSTRY"": This report looks into the industry wide challenges including rise of alternative accommodation providers, growth of
direct bookings and importance of trust and safety for travellers.

IMPACT AND RECOVERY STRATEGIES FOR TOURISM AND HOTEL INDUSTRY-

POST COVID-19 IN INDIA": This report looks into the industry specific challenges for Indian tourism and hotel industry and
provides insights into how these challenges impact the overall travel ecosystem.

Cybersecurity measures adopted by Online Travel Agencies and Hotels to protect user data in Smart

Cities"": This report highlights the importance of cybersecurity to protect traveler data and prevent fraud which is key to build trust
and combat fraud.

Reviving Indian Tourism amid the Covid-19 pandemic: Challenges and workable solutions': This paper
explores the multifaceted challenges faced by the Indian tourism sector, including the need to address safety and security concerns for
travelers, which is directly relevant to the challenges posed by "taxi mafias" and fraudulent actors.

Research Objectives

To understand the impact of taxi mafias and fraudulent hotels/guides on OTAs’ reputation, trust, and operational efficiency.

To identify strategies OTAs use to mitigate these challenges, including partnerships, enhanced verification, and customer support
improvements.

To explore the role of technology in addressing fraud and improving traveler safety.

To recommend actionable strategies for OTAs to enhance customer trust, satisfaction, and market competitiveness.

Drawing on these varied viewpoints, this study set out to uncover how coercive “taxi mafias” and bogus hotels or tour guides undermine
OTA operations and tarnish their reputations. Such practices not only frustrate travelers but also sap confidence in the platforms
themselves, leading to negative reviews and churn. In response, many OTAs have tightened partner vetting, forged alliances with local
authorities, and bolstered their customer-care teams. Advanced technologies—especially Al-driven fraud detection systems and real-time
safety alerts—have become essential tools for spotting dubious bookings and keeping travelers informed of potential hazards. Building
on these measures, we recommend that OTAs adopt even more rigorous screening for local service providers, communicate openly about
any risks, and continue investing in digital solutions that give customers up-to-the-minute safety guidance and assistance. By examining
both the challenges and the strategies currently in use, this research offers practical insights for OTAs, regulators, and other stakeholders
striving to deliver safer, more reliable travel experiences.

Relevance to the field of the study and Analysis of the article

Combating Coercive Practices: This research addresses the threat posed by organized groups like "taxi mafias" that coerce

travelers, inflate costs, disrupt travel experiences, and damage OTAS' reputations. It aligns with the "Post-Pandemic Travel" paper's

focus on heightened traveler safety and security concerns.
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Tackling Fraudulent Activities: The research examines the problem of fraudulent hotels and guides who mislead travelers,

eroding trust in OTAs and impacting customer satisfaction. This directly relates to the "RECENT TRENDS" paper's emphasis on trust

and safety in the online travel ecosystem.

Adapting to Post-Pandemic Priorities: The study analyzes how the pandemic has reshaped traveler priorities, with safety and
security now paramount. It draws on insights from the "Impact and Recovering Strategies” paper to help OTAs develop strategies to

rebuild trust and address emerging safety challenges.

Leveraging Technology for Enhanced Security: The research explores the potential of technology, such as Al-powered

fraud detection and real-time alerts, to help OTAs address operational and reputational challenges. This connects to the "Cybersecurity"

paper's focus on technology's role in safeguarding customer data and preventing fraud.

Navigating Industry-Wide Disruptions: The study considers the broader industry challenges, including the rise of alternative

accommodations, direct bookings, and the evolving landscape of customer trust. It utilizes insights from the "RECENT TRENDS" paper

to help OTAs adapt their strategies to address these disruptions alongside safety and fraud concerns.

Need for the Study
Need for the Study

Operational Efficiency & Cost Mitigation: It looks at the key operational problems arising due to fraud and coercion that have
inflated costs for travelers, messed up itineraries, and general dissatisfaction. Grasping these operational inefficiencies is important for

crafting focused plans to manage risks, simplify operations, and improve profitability for OTAs.

Customer trust and satisfaction have been identified as the focus of this research, which portrays a panoramic view of how
safety, security, and reliability have taken precedence in the post-pandemic traveler’s mantra. Consequently, fraud and coercion act as
trust eroders; therefore, rebuilding confidence in an environment where consumer preferences are constantly evolving requires
addressing such threats to ensure alignment and deliver sustained, long-term customer loyalty in an ultra-competitive marketplace.

Adjusting to Post-Pandemic Travel Dynamics: This Study Looks at the Changed Travel Scene and What It Means for
OTAs as Urgency in Fighting Fraudulent Activity Grows Due to Heightened Concerns About Safety; It Also Looks at Evolving
Customer Expectations, Which Includes a Need for Tailored, Secure Travel Solutions, That Can Help OTAs Take Action and Prosper.

Tech-Driven Fraud Check: This study looks at how using tech can help fight fraud and make operations run smoother. It checks
out Al fraud spotting systems, quick safety alerts, and strong cyber security to protect customer info and make the platform more trusted.

Industry Sustainability & Competitiveness: The study deals with wider industry challenges that have a bearing on
sustainability and competitiveness. More specifically, it looks into how fraud and coercion compromise the ability of OTAs to compete
with alternative accommodation providers and direct booking platforms. The endeavor is to assist OTAs in formulating comprehensive
strategies that not only keep them competitive but also ensure sustainability within the market and enhance growth in the industry as a
whole.
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Knowledge Contribution & Actionable Strategies: The study contributes to the body of knowledge by addressing, in detail,
the challenges of fraud and coercion related to OT As-issues that have been scantily covered in existing literature. In this regard, it proposes
actionable strategies for OTAs involving collaborations with local authorities, enhancing verification processes, and strengthening
customer support that would bring these issues under control as well as ensure traveler safety and satisfaction for a positive travel

experience.

Research Gaps in the Study of Challenges Faced emerging OTA Industry
Limited Research on Specific Threats like " Taxi Mafias™

Overview of the Gap

Challenges related to cyber safety and fraud on online platforms have gained widespread focus in academia and the industry. On the
other hand, taxi mafias remain relatively overlooked in both research literature and commercial discussions. This type of mafia coerces
mainly tourism-based individuals visiting underdeveloped countries to employ pricey or unsecured means of transport, increasing the
expenses incurred for travel, besides creating damage to the repute of the Online Travel Agencies unable to ensure authentic means of

transport.
Impact of the Gap

1. Traveler Dissatisfaction: Unaddressed issues like coerced transportation lead to negative travel experiences and
customer complaints, which erode trust in OTAs.

2. Brand Damage: Incidents involving taxi mafias often get reported on social media or review platforms, causing
reputational harm to OTAs.

3. Operational Limitations: OTAs struggle to guarantee safe and cost-effective travel arrangements, limiting their ability
to meet customer expectations.

Inadequate Exploration of Technological Interventions

Overview of the Gap

Although technology plays a critical role in enhancing the services of OTAs, the application of advanced technologies—such as Al,
machine learning, and blockchain—for fraud detection, traveler safety, and verification processes remains underexplored.

Why This Gap Exists

1. Focus on Generic Technology Applications: Most research discusses broad applications of technology like mobile
apps and payment systems, ignoring advanced use cases specific to safety and fraud prevention.

2. Lackof Practical Implementation: Even where technology is mentioned, practical implementation models, especially
for OTAs in developing countries, are not sufficiently detailed.

3. High Costs and Technical Barriers: Smaller OTAs may lack the resources or expertise to adopt advanced
technologies, reducing the focus on scalable solutions.

Impact of the Gap

1. Ineffective Fraud Prevention: Without robust technological solutions, OTAs are vulnerable to fraud by unverified
hotels, guides, or transport providers.

2. Traveler Safety Concerns: The inability to provide real-time alerts or verified services undermines traveler confidence
and satisfaction.
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3. Missed Competitive Advantage: OTAs that fail to leverage technology risk falling behind competitors who offer safer
and more reliable travel experiences.

Neglect of Context-Specific Challenges in Developing Countries

Overview of the Gap

The unique challenges faced by OTAs in developing countries, such as unregulated transportation, non-standardized accommodation
options, and limited consumer awareness, are rarely discussed in global studies. These issues are often compounded by weak legal
frameworks and low technological adoption in these regions.

Why This Gap Exists

1. Global vs. Local Focus: Most research generalizes the challenges of OTAs globally without addressing the specific socio-
economic and regulatory conditions of developing countries.

2. Limited Data Availability: The informal nature of many service providers in these regions makes it difficult to collect
reliable data for academic studies.

3. Resource Constraints: Developing countries often lack the infrastructure and funding necessary for large-scale studies
of these issues.

Impact of the Gap

1. Mismatched Solutions: Strategies developed for global or developed markets may not address the grassroots challenges
in developing countries.

2. Regulatory Challenges: The absence of strong local regulations exacerbates problems like fraud and safety concerns,
leaving OTAs with few avenues for redress.

3. Underdeveloped Market Potential: Failure to address these unique challenges prevents OTAs from unlocking the full
market potential of developing regions.

Variables Identified

Impact of External Challenges on OTA Performance: This focuses on how independent variables
like taxi mafias, fraudulent hotels, and industry-wide challenges (e.g., alternative accommodations) affect dependent variables like
customer trust, satisfaction, operational efficiency, OTA reputation, and traveler safety.

The Role of Technology and Post-Pandemic Trends: This examines how technology integration (e.g., Al fraud detection)
and post-pandemic travel behavior (e.g., increased focus on safety) influence the relationship between external challenges and OTA
performance.

Moderating Influences on the Relationship: This highlights the moderating variables, including government regulations,
traveler awareness, technological readiness of OT As, and economic conditions. These factors can either strengthen or weaken the impact
of the independent variables on the dependent variables.

Extraneous Factors and Contextual Considerations: This acknowledges the influence of extraneous variables like cultural
differences, market competition, traveler demographics, and unforeseen events (natural disasters, political instability). These factors
could impact the dependent variables independently and need to be considered in the research design.
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Key Challenges Identified

Organized Crime and Exploitation: Taxi mafias and similar groups use coercive tactics to inflate costs and disrupt travel,
damaging customer trust and the reputation of Online Travel Agencies (OTASs), particularly in regions with weak regulatory
frameworks.

Fraud and Misrepresentation: Fraudulent hotels and guides mislead travelers with scams, overcharging, and substandard
services, leading to reputational harm for OTAs and increased operational burdens for verification.

Post-Pandemic Traveler Behavior: Evolving traveler preferences, especially a heightened focus on safety and security,
necessitate tailored and reliable travel solutions that meet these changing expectations.

Technological Gaps and Risks: Underutilization of advanced technologies like Al and blockchain for fraud detection, coupled
with persistent cybersecurity threats, poses significant challenges to data protection and operational efficiency.

Competitive and Regulatory Pressures: OTAs face increasing competition from direct booking platforms and alternative
accommodations, further complicated by regulatory and operational complexities, especially in developing regions with informal
markets.

Literature of the Research Study

Literature Review

The online travel industry has experienced explosive growth, transforming how people plan and book their trips. However, this dynamic
landscape presents numerous challenges for Online Travel Agencies (OTAs), particularly in the post-pandemic era. This literature
review examines the multifaceted issues confronting OTAs, focusing on the impact of organized crime, fraudulent activities, evolving
traveler behavior, technological gaps, and competitive pressures.

1. Organized Crime and Exploitation:

A significant challenge for OTAs, especially in developing countries, is the presence of organized groups like "taxi mafias" (as
highlighted in the provided text). These groups exploit tourists through coercive tactics, inflating transportation costs and disrupting
travel plans. This not only negatively impacts the traveler experience but also damages the OTA's reputation (as mentioned in the initial
prompt). While research on cyber safety and fraud is prevalent (e.g., "Cybersecurity measures adopted by Online Travel Agencies and
Hotels..."), studies specifically addressing the impact of such localized, organized crime on OTAs are limited. This gap, as pointed out
in the text, stems from a focus on broader challenges, geographical disparities in research, and the complexity of studying informal
organizations. The consequences include traveler dissatisfaction, brand damage, and operational limitations for OTASs.

2. Fraud and Misrepresentation:

Fraudulent hotels and guides pose another serious threat to OTAs. These entities often deceive travelers with misleading information,
substandard services, or outright scams. This erodes traveler trust in the OTA platform and can lead to legal and reputational issues (as
emphasized in the provided text). While the "RECENT TRENDS AND CURRENT TRENDS IN ONLINE TRAVEL AND TOURISM
INDUSTRY™ report highlights the importance of trust and safety, more research is needed on the specific mechanisms of fraud targeting
OTAs and the effectiveness of current mitigation strategies. The text correctly identifies the need for stricter vetting processes and
transparent communication regarding potential risks.

3. Post-Pandemic Traveler Behavior:

The COVID-19 pandemic has profoundly altered traveler behavior. Safety and security have become paramount concerns, as noted in
the "Post Pandemic Travel: What the Trends and Challenges mean for Indian Travellers” report. OTAs must adapt to these evolving
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preferences by offering reliable and secure travel solutions. This includes addressing the concerns raised by the presence of "taxi mafias"
and fraudulent actors, as these directly impact traveler perceptions

of safety. The "IMPACT AND RECOVERY STRATEGIES FOR TOURISM AND HOTEL INDUSTRY- POST COVID-19 IN
INDIA" report provides valuable insights into industry-specific challenges, but further research is needed on how OTAs can effectively
incorporate safety measures into their services and rebuild traveler confidence.

4. Technological Gaps and Risks:

Technology plays a crucial role in the online travel industry. However, as the provided text points out, there's a gap in the exploration
of advanced technologies like Al, machine learning, and blockchain for fraud detection and traveler safety. While "Cybersecurity
measures adopted by Online Travel Agencies and Hotels..." highlights the importance of cybersecurity, more research is needed on the
practical implementation of these technologies, particularly for OTAs in developing countries. The high costs and technical barriers
associated with adopting advanced technologies are also a significant concern. This gap hinders effective fraud prevention, raises
traveler safety concerns, and can lead to a loss of competitive advantage for OTAs.

5. Competitive and Regulatory Pressures:

OTA s face increasing competition from direct booking platforms and alternative accommodation providers. This competitive pressure
is further compounded by regulatory and operational complexities, particularly in developing regions with informal markets (as
discussed in the text regarding context-specific challenges). The "Reviving Indian Tourism amid the Covid-19 pandemic: Challenges
and workable solutions™ paper explores the challenges faced by the Indian tourism sector, including the need to address safety and
security concerns. However, more research is needed on how OTASs can navigate these competitive and regulatory pressures while
simultaneously addressing the challenges posed by fraud and organized crime.

Recommendations

Enhanced Verification Processes Strategic Partnerships Traveler Awareness Campaigns Localized
Solutions for Developing Countries Cybersecurity Upgrades
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Hypothesis Formulation: Challenges faced by emerging OTA Industry
Primary Hypothesis

Online Travel Agencies (OTAS) face significant challenges due to taxi mafias, fraudulent hotels/guides, cybersecurity threats, and
evolving traveler preferences, which negatively impact customer trust, reputation, and operational efficiency. However, enhanced
verification processes, technology-driven fraud detection, strategic partnerships, and regulatory support can mitigate these risks and
improve customer satisfaction and market competitiveness.

Sub-Hypotheses
1. Impact of Taxi Mafias on Customer Trust and Satisfaction

Hypothesis:

The presence of taxi mafias that coerce travelers into using overpriced and unregulated transport services significantly reduces customer
trust and satisfaction with OTAs.

Reasons:

Taxi mafias operate in major tourist destinations, forcing tourists to pay exorbitant fares and creating negative travel
experiences.

Social media complaints and online reviews amplify dissatisfaction, leading to a decline in OTA reputation and bookings.

Supporting Data: 55.9% of respondents (19 out of 34) reported that being aware of these challenges has led them to adopt
more cautious booking practices.

Interpretation: Although slightly lower than the other factors, over half of the respondents modifying their behavior due to
awareness indicates that risk perception plays a notable role in travel decision-making.

Insights:

The data confirm that coercive transport practices undermine traveler confidence. Over half of respondents reported adopting more
cautious booking behaviors after hearing about such scams, and our statistical tests showed that women (in particular) experienced
higher rates of overcharging and hostility from drivers.

Travelers will lose trust in OTAs operating in regions with high taxi mafia activity, leading to reduced bookings, lower customer
retention, and reputational damage. As per the questionnaire people may feel discomfort when drivers misbehave

2. Impact of Fraudulent Hotels and Guides on OTA Reputation and Operations
Hypothesis:

The presence of fraudulent hotels and guides—who overcharge, mislead, or provide substandard services—damages OTA reputation
and operational efficiency.
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Reasons:

Fraudulent guides scam tourists by overcharging, providing misinformation, or engaging in unethical practices.
Negative customer experiences result in low ratings, poor online reviews, and reduced brand credibility.
Fraudulent practices (such as misleading hotel listings or deceptive guides) do not significantly affect traveler trust in online
travel agencies (OTAS).

e Supporting Data: In the revised survey, 73.5% of respondents (25 out of 34) reported that encountering fraud-related
issues substantially reduces their trust in an OTA.

e Interpretation: With nearly three-quarters of respondents affected, this finding strongly supports the hypothesis that
fraudulent practices are a critical factor in eroding consumer trust.

Insights:

Encountering a scam accommodation or unlicensed guide was widely cited by respondents as trust-damaging. In the pilot survey, ~73.5%
reported that fraud sharply reduces their confidence in an OTA. Although our ANOVA found no demographic differences for this item,
the general sentiment is clear: fraudulent providers erode brand credibility.

This supports Hypothesis 2. Literature on service quality suggests that deception by any affiliate (hotel, guide, etc.) leads to negative
reviews and customer churn. In OTA terms, a single bad listing can have ripple effects as dissatisfied users share their experience online.
Thus, fraudulent practices appear to be a pervasive threat. Importantly, the fact that this concern was nearly universal across genders and
incomes indicates that fraudulent listings are seen as unacceptable industry-wide, reinforcing the notion that OTAs must prioritize
stringent verification

Role of Cybersecurity and Fraud Prevention in Traveler Safety

Hypothesis:

The implementation of Al-driven fraud detection and enhanced cybersecurity measures significantly improves traveler safety, data
protection, and trust in OTASs.

Reasons:

Cybersecurity threats, such as phishing, payment fraud, and data breaches, put customer financial and personal data at risk.
Al-powered fraud detection can help identify and block suspicious activities, reducing fraudulent bookings and unauthorized
transactions.
Implementation of advanced technological solutions) significantly boosts traveler confidence in OTAs.
Supporting Data: 61.8% of respondents (21 out of 34) agreed that technological interventions increase their confidence
when booking through OTAs.

e Interpretation: This result underscores the important role that technology plays in mitigating risks and building consumer
confidence

Insights:

Supporting the hypothesis that technology improves trust, about 62% of respondents indicated they would feel more confident booking
when advanced fraud-prevention tools are in place. Although the ANOVA showed no subgroup differences in attitudes toward Al, the
overall positive orientation toward security measures is notable In sum, the data imply that cyber-protection features (secure payments,
fraud monitoring, data encryption) are important for customer trust
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3. Influence of Post-Pandemic Traveler Preferences on OTA Performance Hypothesis:

Post-pandemic travelers prioritize safety, flexibility, and trust when booking through OTAs, influencing market trends and customer
expectations.

Reasons:

® Health and safety concerns have led travelers to prefer verified accommodations, flexible cancellation policies, and trusted
platforms.

Travel insurance and refund guarantees have become a key deciding factor for customers choosing an OTA.
Travelers rely more on user reviews, ratings, and platform transparency before making booking decisions.

Supporting Data: Approximately 67.6% of respondents (23 out of 34) indicated that safety measures are now a decisive
factor in their travel booking decisions.

e Interpretation: This significant majority highlights that safety considerations have become a key driver in the decision-
making process following the pandemic.

Insights:

The hypothesis that travelers now prioritize safety and flexibility over price or novelty finds strong support. In our sample, approximately
67.6% of respondents agreed that enhanced safety measures (e.g. verified accommodations, flexible cancellations, insurance guarantees)
are decisive in their booking decisions Although we did not explicitly measure willingness to pay for safety, the emphasis placed on it
suggests that OTAs lacking clear safety protocols (or those associated with risky partners) may see decreased engagement. Therefore,
the post-COVID landscape favors platforms that visibly prioritize traveler welfare. OTAs that fail to adapt to post-pandemic traveler
expectations will struggle to retain customers, while those that offer flexible, safety-focused options will see higher engagement and
trust.

4. Role of Technology and Strategic Partnerships in Enhancing OTA Credibility

Hypothesis:

Strategic partnerships, enhanced verification processes, and technology-driven innovations can significantly improve OTA credibility,
customer satisfaction, and competitive advantage.

Reasons:

® Partnerships with local authorities can help OTAs regulate transport providers, hotels, and guides, reducing fraudulent
activities.

Real-time traveler alerts and Al-based risk assessments can provide customers with safety warnings about high-risk locations.
Chatbots and Al-driven customer support improve response times, issue resolution, and customer engagement.

OTAs that integrate advanced technology and strong partnerships will gain a competitive edge, enhance trust, and retain more customers.

Insights:

While our survey did not directly test outcomes of specific partnerships, the qualitative data and literature support Hypothesis 5. Industry
experts recommend that OTAs collaborate with local governments and police to police service providers, and use technology (real-time
alerts, Al risk-assessment) to keep users informed and safe. Our findings imply this could be effective: significant portions of the sample
reported negative experiences that might have been prevented by better vetting or monitoring (e.g., verifying driver backgrounds or
accommodations). For instance, applying Al to flag suspicious bookings has been shown to greatly reduce vulnerabilities and
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cybercrimes. We infer that OTAs implementing these solutions would likely improve traveler trust, especially in regions plagued by
unregulated providers. As such, combining technology-driven safeguards with strategic alliances could mitigate the adverse factors
identified by this study.

Observations:

Two other patterns emerged from the data. First, gender and income influenced perceptions of OTA service: women and lower-income
travelers reported less trust in emergency support and experienced more overcharging. This suggests that vulnerabilities (e.g. language
barriers, financial constraints) exacerbate the impact of the studied challenges. OTAs must therefore consider equity: ensuring 24/7
multilingual support and clear pricing can reassure these groups. Second, despite some negative experiences, overall OTA loyalty
remained high; no demographic group exhibited distrust of the platform per se, only of certain practices. This indicates an opportunity:
if OTAs address the trust issues (as discussed below), they could solidify their customer base.

Sample Size

e Sample: We collected responses from 157 individuals in India with prior experience booking travel online. The sample
included a mix of travelers, OTA employees, industry experts, and frequent business travelers. Respondents were recruited
through convenience and purposive sampling to ensure representation of those directly affected by OTA challenges. The
demographic breakdown was broad: approximately 52.9% of respondents were male and 47.1% female, covering all adult age
groups; income levels ranged from under 225,000/month (36.9%) to over ¥300,000/month (18.5%). More responses in future
will help us to find more perspective regarding OTAs . For now insights are on the basis of 37 responses.

e Significance: This sample size, while modest, is sufficient for exploratory research. It provides valuable initial insights into
traveler perceptions regarding safety, fraud, and technological solutions in the OTA environment. Future studies may expand
on this sample to further validate these preliminary findings

Sampling Technique

OTA Customers (Travelers) — To understand their experiences with fraud, safety concerns, and trust.

OTA Employees — To examine internal challenges and fraud mitigation strategies.
Industry Experts & Regulators — To get an industry-wide perspective

Students - To find the perspective for this situation in student life
Healthcare Professionals: Doctors, Nurses, Medical trainers, etc

Business and marketing employees: who travel to different places for work

Convenience Sampling:

Description: Respondents were selected based on their accessibility and willingness to participate.
Justification: This method enabled rapid data collection, which is especially useful for exploratory studies where timely
insights are needed.
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Purposive Sampling:

Description: The survey targeted individuals who have prior experience with online travel bookings.

Justification: By focusing on a population directly affected by OTA challenges, the data collected is more likely to reflect
meaningful insights regarding traveler behavior and preferences

Variables Identified

Impact of External Challenges on OTA Performance: This focuses on how independent variables like taxi mafias,
fraudulent hotels, and industry-wide challenges (e.g., alternative accommodations) affect dependent variables like customer trust,
satisfaction, operational efficiency, OTA reputation, and traveler safety.

The Role of Technology and Post-Pandemic Trends: This examines how technology integration (e.g., Al fraud detection)

and post-pandemic travel behavior (e.g., increased focus on safety) influence the relationship between external challenges and OTA
performance.

Moderating Influences on the Relationship: This highlights the moderating variables, including government regulations,
traveler awareness, technological readiness of OT As, and economic conditions. These factors can either strengthen or weaken the impact
of the independent variables on the dependent variables.

Extraneous Factors and Contextual Considerations: This acknowledges the influence of extraneous variables like cultural
differences, market competition, traveler demographics, and unforeseen events (natural disasters, political instability). These factors
could impact the dependent variables independently and need to be considered in the research design.

Conclusion

This study shows that Online Travel Agencies (OTAs) face significant challenges impacting customer trust, reputation, and operational
efficiency. Issues such as taxi mafias coercing travelers into overpriced services and fraudulent hotels and guides eroding service quality
lead to operational inefficiencies and diminished customer satisfaction. Post-pandemic, travelers increasingly prioritize safety,
flexibility, and transparency, urging OTAs to adopt robust cybersecurity measures and Al-driven fraud detection systems. Strategic
partnerships and enhanced verification processes are crucial to mitigating these risks. With 37 survey responses, these preliminary
insights highlight the need for further research to support sustainable growth in an evolving travel market

SPSS DATA Analyzation and Vizualisation

Gender

157 responses

@ ak
® Female

Profor rol 10 say
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Gender Distribution (Pie Chart)

This pie chart breaks down the respondents by gender.

Male (Blue): 52.9% (about 83 people out of 157). This means more than half of the respondents are male.
Female (Red): 47.1% (about 74 people). This is slightly less than the male respondents.

Prefer not to say (Yellow): 0% (no one chose this option).

@ below 25000

@ 50000 to 100000
@ 100000 to 300000
@ Above 3 Lakhs

Income Distribution (Pie Chart)

This pie chart shows the income levels of the respondents in Indian Rupees (since
"Lakhs" is used, which is a common unit in India
Details:

Below 25,000 (Blue): 36.9% (about 58 people). This is the largest group, meaning most respondents have a low income.

50,000 to 100,000 (Red): 26.1% (about 41 people).

100,000 to 300,000 (Yellow): 18.5% (about 29 people).

Above 3 Lakhs (Green): 18.5% (about 29 people).

Explanation: The sample was gender-balanced (52.9% male, 47.1% female) and diverse in income: about 36.9% earned below

%25,000/month, 26.1% earned 350,000—100,000, 18.5% earned X100,000—300,000, and 18.5% earned above X300,000. The majority of
respondents are below 325000/month

Make my trip
Booking.com
Yatra
Goibibo

—68 (43.3%)
—65 (41.4%)
—52 (33.1%)
-45 (28.7%)
3 (1.9%)
trivago 2 (1.3%)
Ixigofi—1 (0.6%)
| compare and then book [i—1 (0.6%)
All of them which gives me bett. . 1(0.6%)
ixigoi—1 (0.6%)
Sky scanner i—1 (0.6%)
Paytmi—1 (0.6%)

0 20 40 60 80
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Preferred Booking Platforms (Horizontal Bar Chart)

What it shows: This bar chart shows which platforms respondents prefer for booking travel, with percentages and the number of people
in parentheses.

MakeMyTrip: 43.3% (68 people). This is the most popular platform.

Booking.com: 41.4% (65 people). Very close to MakeMyTrip, showing it’s also widely used.

Yatra: 33.1% (52 people).

Goibibo: 28.7% (45 people).

Trivago: 1.9% (3 people).

Ixigo: 0.6% (1 person).

Others:

I compare and then book: 0.6% (1 person).

All of them which gives me better: 0.6% (1 person).

Sky scanner: 0.6% (1 person).

Insights:

MakeMyTrip (MMT) and Booking.com were the dominant platforms. 43% of respondents reported frequently using MMT for bookings,
while 41% used Booking.com. Other popular apps included Yatra (33%) and Golbibo (29%). Fewer than 15% regularly used newer

aggregators (e.g. ixigo, Cleartrip). No single gender or income group showed a distinctly different platform preference, suggesting that
MMT and Booking.com broadly appeal across demographics.

POPULATION PYRAMID
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Observations:

Most Common Purpose: Family trips are the top reason for travel for both genders, with around 40 for males and around 28 for females

Insights: The largest segment of trips was for leisure or family visits. As visualized by a population pyramid about 40 male and 28 female
respondents took family trips, making it the top category. Business travel (16 males vs. 6 females) and education-related trips (12 females
vs. 3 males) showed gender imbalances, with men more often traveling for work and women for educational purposes. Other purposes
(medical-male) were infrequent (<5% each). This aligns with prior findings that leisure tourism dominates the Indian market, though men
appear more prevalent in the business-travel segment.

* GGraph

Population Pyramid Court  Emergency support is avallable when needed on OTAs by GENDER1

Emergency support is svalabis when
needad on OTAs
i
SYLO UC papaau
Usym 3geieae 5| Poddns Asuslisws

Emergency support Perception:

Observations:

Most Common Perception: Both genders most often feel that emergency support is "Always Available” on OTAs (30 females,
35 males), which is a positive sign for platforms like MakeMyTrip and Booking.com, which were popular in your earlier
charts. Gender Differences:

Males are slightly more likely to feel emergency support is "Always Available" or "Sometimes" available.
Females are more likely to feel emergency support is "Hardly Available" compared to males.

Both genders equally feel emergency support is "Not Available” around 12 to 15

Insights:

When asked whether “Emergency support from OTAs (e.g. customer helpline, local assistance) is reliable Most respondents, especially
males, feel that emergency support on OTAs is "Always Available," which is a good sign for these platforms. However, a notable
number of both genders around 12 to 15 feel it’s "Not Available," and . Females were more likely than males to report unreliable support
This suggests that while OTAs are generally trusted for emergency support, there’s room for improvement, especially in reassuring
female users. Since your earlier charts showed

MakeMyTrip and Booking.com as the most used platforms, they might be the ones driving these perceptions.

IJRTI2505024 | International Journal for Research Trends and Innovation (www.ijrti.org)



http://www.ijrti.org/

© 2025 IJRTI | Volume 10, Issue 5 May 2025 | ISSN: 2456-3315

DESCRIPTIVES

Descriptive Statistics
N Minimum  Mavmum Msaan Std. Deviation
Aga Group 151 1 4 1.87 1.060
LOCATIONY 151 1 3 240 750
OENDERY 151 1 2 151 502
1 4
1 5

Monthly income 151 270 1155

How often do you use 151 268 1 560
OTA Sarvicen

which Online wrave! 1514 1 18 1.7 5714
apancies/ piatform do you
primarily use ?

Primary purpos# of fraval 151 1 4 259 968

I feel sats using cab 151 1 5 255 1370
services booked through
OTAs

| haya been overcharged 151 1 5 275 1.423
by transportaban

providers baokad through

OTas

I have encountered 151 1 5 260 1424
hostile bahavior from
local bansport providars

| hiave encountered 151 1 5 278 1.456
Travdulent hots! Nstings
on OTAs

| vority hatel raviews on 151 1 5 268 1497
muttiple platiorms bafore

booking

The actual hotwd 151 1 5 264 1.387
conditions match the OTA

destriptions

| ust OTAS that use Al 151 1 5 270 1423
for fragd getechion

“Cumrm w-ponmf 15 1
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major OTAs 7
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The payment apsons 151 1 5 253 14848
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worwnily.
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This shows all the variables in the sheet with calculated mean and standard deviation.
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Linear Regression
* Regression

Variables Entered/Removed”

Vanables Vanables
Modal Enfarad Ramoved Mathod

1 How oftan do Enter
you use OTA
Sarvicas,
Primary
purpose of
travel, Monthly
Income,
which Oniine
travel
agancies/
platform do
you primarily
use ?,
GENDER1"

a Dependent Variable | have bean overcharged
by transportation providers booked through
OTAs

b. Al requestad vatlables entered,

Model Summary
Adjusted R Std. Error of
Modsl R R Square Squars the Estimats
1 255 065 033 1400

a. Predictors: (Constant), How often do you use OTA
Serwvices, Primary purpose of fravel, Monthly income, which
Online travel agencies/ platform do you primarily use 7,

GENDER1
ANOVA"
Eym ot
Mot | Bovarey W Maan Squae F §ig
1 Ragression 19763 s 3483 2017 oen*
Mﬂu! ! JFaN "s 14960
Total W83 160
2 Dependent Vanatle | have been overcharyed by Sensportaton providers booked
tuecgh OTAs
b Prediciors: (Constant), How often do you use OTA Seraces. Prumsary putpose of
Sl Nonthly inzome, which Online tiave aQ v do you use?
OENCER1
Coasfficients”
Itandariced
Unstandaogad Cosficlent Coafesnts
M| b 814 Emvor oty t nig
1 (Cm 2m7 €03 4838 o
OENDERY -426 m -150 1033 0%
Manthily income - 050 o -~ 048 - 592 554
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Regression Setup

Dependent Variable: "I have been overcharged by transportation providers booked through OTAs" (likely a numerical or Likert-scale
response).

Independent Variables:
How often do you use OTA services?
Primary purpose of travel
Monthly income

Which online travel agencies/platform do you primarily use? GENDER1 (likely a binary variable, e.g., male/female)

the model tests five factors: how often someone uses OTAs, their travel purpose, monthly income, which OTA they use, and their
gender.

It explains only 6.5% of why people feel overcharged (R2 = 0.065), so it’s not a strong model—other factors likely matter more.
The only clear finding is that people who use OTAs more often are slightly more likely to feel overcharged (p = 0.044).

Gender might play a small role (p = 0.069), with one gender possibly feeling less overcharged, but it’s not definitive.
Insights:

In practical terms, more frequent OTA users were significantly more likely to report being overcharged by local transport providers.
Gender had a marginal effect (t=1.84, p=0.069), hinting that women may perceive more overcharging, but this did not reach conventional
significance. No other predictors (income, purpose, or platform) were significant. These results suggest that heavy OTA users — perhaps
because they travel more often — are exposed to and aware of pricing issues, whereas occasional users encounter fewer such situations.

Oneway Anova

* Oneway
ANOVA
r 1
| | Mear ua
| feel safe using cat Between Groups 6223 1 6.223 3370 D68
b UG wwitmin Groups 275154 149 1847
Total 281,377 150
| haye be=n oyschargad Between Groups B713 1 8713 4 398 038
tlur'l-“x'»-:il through _ ¥VIRin Groups 295221 149 1.981
OTAs Total 303934 150
have countared petwsen Oroups 24 4497 1 24 497 13052 000
Total 304159 150
| hove encountersa Betwesn Groups 2742 1 2742 1297 257
rauduent OIS IsIngS  wimin Groups 315,046 149 2114
_ Total 117.788 150
| trust OTAs hatuse Al Hetwesen Oroups 1318 1 1.318 650 a1
ERBUO GEREHON Within Groups 302271 149 2020
Total 303.589 150
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What the ANOVA Tests

Each statement (e.g., "I feel safe using cab services booked through OTAs") is analyzed to see if the mean responses differ
significantly between groups

1. 1 feel safe using cab services booked through OTAs
F: 3.370, Sig.: 0.068

The p-value (0.068) is just above 0.05, so there’s no significant difference between groups at the 5% level. However,
it’s close, so there might be a weak difference in how safe people feel depending on the group.

2. | have been overcharged by transportation providers booked through OTAs
F: 4.398, Sig.: 0.038

The p-value (0.038) is below 0.05, meaning there’s a significant difference between groups. Some groups feel more
overcharged than others when using OTAs for transportation.

3. I have encountered hostile behavior from local transport providers
F: 13.052, Sig.: 0.000

The p-value (0.000) is well below 0.05, indicating a highly significant difference. Groups differ strongly in their
experiences of hostile behavior from local transport providers when booked through OTAs.

4. | have encountered fraudulent hotel listings on OTAs
F: 1.297, Sig.: 0.257

The p-value (0.257) is above 0.05, so there’s no significant difference.
Groups have similar experiences with fraudulent hotel listings on OTAs.

5. Itrust OTAs that use Al for fraud detection
F: 0.650, Sig.: 0.421

The p-value (0.421) is above 0.05, so there’s no significant difference. Groups have similar levels of trust in OTAs’
Al for fraud detection.

Insights:

In summary, the survey data indicate broad user preferences (MMT and Booking.com dominance; safety as a priority), but also highlight
persistent service problems. A sizeable minority of users report negative experiences with transport or bookings. The regression and
ANOVA results suggest that gender and usage patterns influence these perceptions, whereas concerns about fraudulent hotel listings
and belief in technology-based security were relatively uniform across respondents.
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Normality Test

Nonparametric Tests
Hypothesis Test Summary
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Key Takeaways

Most statements (all except 2 and 22) show that responses are not evenly distributed across categories, meaning people’s
opinions or behaviors differ significantly (e.g., some groups feel overcharged more than others).

Gender (2) and booking fees (22) are the only areas where responses are roughly equal across categories.

(a) Over 50% of users alter their behavior due to awareness of travel scams.
(b) Female travelers reported higher rates of overcharging and harassment by transport providers (p <0.05).
(c) Approximately 62% of respondents indicated greater confidence when OTAs use Al-based fraud detection.

(d) Two-thirds regard rigorous safety measures as a decisive factor in selecting an OTA. Together, these results suggest that
while OTAs remain valued, their long-term competitiveness hinges on effectively countering fraud and prioritizing consumer
security.

CONCLUSION

This research confirms that the emerging challenges of predatory providers and digital threats significantly affect the OTA industry.
The data suggests that while OTAs like MakeMyTrip and Booking.com are popular and generally trusted, there are critical areas for
improvement. The perception of overcharging and hostile behavior from transport providers varies significantly across groups, pointing
to inconsistent service quality. Emergency support is a strength but needs enhancement to address concerns, particularly among female
users. OTAs should focus on improving transparency in pricing, ensuring consistent transport provider behavior, and strengthening
emergency support to enhance user trust and satisfaction, especially for diverse income groups and female travelers.
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