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PART 1: Personal information
Gender:					 Male		 Female
Age:  20 - 25	 26 - 35 years	 36 - 50 years	 50 and above
Qualification: High school or below		 Intermediate 	 Bachelor’s degree    Postgraduate		 Doctorate 	Other, please specify……
Income range: Below 30,000	 Rs 30,001 and Rs 45,000 	Rs 45,001 to Rs 60,000	 Rs 60,001 to Rs 75,000 				 Above Rs 75,000
Number of visits:  Two	 Three	 Four		 More than four
PART 2: Questionnaire on relational bonds, customer engagement, and customer psychological ownership

1. Relational bonds (Independent variable)
a) Financial bond
a. The hotel provides great deals for customers (offers discounts). (FB1)
b. The hotel provides cumulative point programmes. (FB2)
c. The hotel offers me presents to encourage future stays. (FB3)
b) Social bond
a. The hotel keeps in touch with me and has established good relationships. (SB1)
b. The hotel is concerned about my needs. (SB2)
c. The hotel values my opinions regarding services. (SB3)
d. On special days I receive greetings from my hotel. (SB4)
e. Whenever I visit the hotel, they recognise me. (SB5)
c) Customisation bond
a. The hotel provides personalised services according to my needs. (CB1)
b. The hotel offers a range of service packages that meet specific requirements. (CB2)
c. The employees of the hotel communicate with me on a personal basis. (CB3)
d. The management takes remedial actions when I am not satisfied. (CB4)
e. The hotel management takes quick action when something goes wrong. (CB5)
f. If I change my current hotel, I wouldn’t get the customised products that I get now. (CB6)
d) Structural bond
a. The hotel offers post-stay follow-up (feedback). (STB1)
b. The hotel provides new information about its products and services through multiple channels (website, app, front desk). (STB2)
c. This hotel chain offers integrated packages to me as a regular guest. (STB3)
d. I receive a prompt response after a complaint. (STB4)
e. The hotel provides innovative services (mobile check-in, smart room controls) to enhance the guest experience. (STB5)
f. The hotel offers a flexible payment/booking system for guest convenience. (STB6)
2. Customer engagement (Dependent variable)
a) Cognitive engagement
a. Using this hotel gets me to think about it. (CE1)
b. I think about this hotel a lot when I use it. (CE2)
c. Using this hotel stimulates my interest in learning more about the brand. (CE3)
b) Affective engagement
a) I feel very positive when I use this hotel. (AFF1)
b) I feel good when I use this hotel. (AFF2)
c) I'm proud to use this hotel. (AFF3)
d) Using this hotel makes me happy. (AFF4)
c) Activation engagement
a) I spend a lot of time using this hotel compared to other hotel brands. (ACT1)
b) This hotel is one of the brands I usually stay in when I stay in a hotel. (ACT2)
c) Whenever I'm staying in a hotel, I usually stay in this hotel. (ACT3)
3. Customer psychological ownership (Mediator)
a) Although I do not legally own this hotel yet, I feel it is as if it is “my” hotel. (PSY1)
b) Although I do not legally own this hotel yet, I feel it belongs to me. (PSY2)
c) I feel personally connected to this hotel. (PSY3)
d) I feel a strong sense of closeness with this hotel. (PSY4)
e) It is easy for me to think of this hotel as mine. (PSY5)
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