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INTRODUCTION
In a world characterized by globalization, cross-border mobility has become

an integral element of business operations (Vidani, 2015) (Vidani & Plaha, 2017).
The capacity to move across borders for work purposes allows entrepreneurs,
investors, and executives to access new markets, develop international
partnerships, and strengthen the organizational sphere (Vidani & Solanki, 2015)
(Vidani J. N., 2020). At the center of this international connectedness is the
business visa—a technical permit allowing temporary entry into foreign nations
for purposes of business engagement in the form of meetings, conferences,
negotiations, or investment-related matters (Vidani, 2015) (Vidani J. N., 2018).
But much as it has become increasingly important, its issuance process still
remains cumbersome, often entailing multiple regulatory demands, national
procedures, and voluminous documentation (Vidani, 2015) (Vidani & Dholakia,
2020) . This is a reflection of the necessity for the simplification and process
optimization of visa processes in order to enhance efficiency, transparency, and
customer satisfaction (Vidani, 2015) (Vidani, Meghrajani, & Siddarth, 2023)
(Rathod, Meghrajani, & Vidani, 2022).

A business visa usually has a non-employment purpose, which makes it
distinct from work permits (Solanki & Vidani, 2016) (Vidani & Das, 2021).
Depending on the period and intention, business visas may be categorized into
short-term, long-term, and multiple entries (Vidani J. N., 2022) (Saxena & Vidani,
2023). Short-term business visas are granted for short-term visits, usually with
the purpose of short-term engagements such as meetings or training sessions
(Vidani, 2016) (Vidani, Das, Meghrajani, & Singh, 2023). Conversely, long-term
business visas address people who set up a business or run global operations on
a long-term basis (Bhatt, Patel, & Vidani, 2017). Multiple-entry business visas are
particularly convenient for regular visitors, providing convenience to do
business in several jurisdictions (Niyati & Vidani, 2016).

While the basic requirements from country to country are analogous.
(Vidani, Das, Meghrajani, & Chaudasi, 2023) e.g., having an appropriate
passport, presenting an invitation letter, showing financial solvency, and having
a clear itinerary of business(Bansal, Pophalkar, & Vidani, 2023). The process of
application and regulations may vary considerably (Pradhan, Tshogay, & Vidani,
2016). For example, although the United States. B-1 visa is all about strong
connections with home and financial independence, yet the U.K.'s Innovator Visa
involves a workable business strategy and third-party validation (Modi, Harkani,
Radadiya, & Vidani, 2016). In the same vein, the Schengen Business Visa
facilitates better movement between European Union countries, while Canada
and Australia impose stringent visitor categorizations according to business
purpose and duration of stay (Vidani, 2016).
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Aside from the logistical and administrative needs, applicants commonly
experience setbacks like belated processing, rejection based on inadequate
documentation, or uncertainty in local immigration policies (Sukhanandi, Tank,
& Vidani, 2018). On top of that, recent worldwide disturbances —most notably
the COVID-19 pandemic—have layered complexity with changing health
protocols, travel bans, and digital compliance rules (Singh, Vidani, & Nagoria,
2016). All these factors together highlight the significance of possessing a well-
organized, clearly communicated, and client-oriented visa application
procedure, particularly for companies such as Voyage Planner that act as
intermediaries between applicants and consulates (Mala, Vidani, & Solanki,
2016).

This research is concentrated on workflow mapping and business visa
application workflow optimization at Voyage Planner with the vision of
discovering bottlenecks, enhancing digital touchpoints, and improving customer
satisfaction in general (Dhere, Vidani, & Solanki, 2016). With primary data
collection, customer feedback analysis, and process mapping methods, this
research seeks to discover areas where the efficiency of operations can be
enhanced (Singh & Vidani, 2016). Special emphasis is placed on age-based
perceptions of quality of service, clarity of communications, accessibility of
consultants, and automation expectations (Vidani & Plaha, 2016).

With a fast-changing global travel environment, organizations have to
adjust to satisfy shifting client and regulatory needs (Solanki & Vidani, 2016). By
grasping the present business visa environment and transferring research-
backed information into enhancing in-house processes, service providers such as
Voyage Planner can provide quicker, more effective, and easier-to-use visa
options (Vidani, 2016). Not only does this generate increased client loyalty and
confidence, but it also supports the firm's competitive advantage in the global
mobility services sector (Vidani, Chack, & Rathod, 2017) (Sharma & Vidani,
2023).

Additionally, the importance of this study is in its applicability to actual
practice in service delivery (Vidani, 2018) (Chaudhary, Patel, & Vidani, 2023).
Visa consultancy companies are in a competitive and time-sensitive context
where even small inefficiencies can cause client discontent or lost opportunities
(Biharani & Vidani, 2018) (Patel, Chaudhary, & Vidani, 2023). The visa
application process typically involves meticulous coordination among several
stakeholders such as clients, consultants, back-office personnel, and embassy
officers (Vidani, 2018) (Sharma & Vidani, 2023). By laying out the existing
workflow in detail and examining client engagements at every step, this research
is set to provide data-driven suggestions for increasing effectiveness (Odedra,
Rabadiya, & Vidani, 2018). Integration with statistical measures such as Chi-
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square tests and correlation analysis also enhances the research by determining
demographic-based service gaps and facilitating decision-making based on data
(Vasveliya & Vidani, 2019).

The basis of this study also lies in hands-on exposure under the Summer
Internship Project (SIP) at Voyage Planner, where firsthand observation of the
business visa application process provided key insights into internal workings
(Sachaniya, Vora, & Vidani, 2019). Responsibilities such as helping in
consultation, following up on client documentation, and processing survey data
using SPSS enabled an in-depth understanding of how client expectations
coincide—or conflict—with service delivery (Vidani, 2019) (Vidani, Jacob, &
Patel, 2019). This two-pronged view, combining conceptual frameworks with in-
field experience, allows the study to suggest implementable solutions that are
operationally viable and customer-oriented (Vidani J. N., 2016) (Vidani & Singh,
2017). Finally, the study is a step in the direction of optimizing the user
experience, eliminating redundancy, and facilitating the company's vision of
providing high-quality, streamlined visa consultancy solutions (Vidani &
Pathak, 2016) (Pathak & Vidani, 2016).

Research Objectivies

e To map the existing workflow of business visa applications at Voyage
Planner.

e To identify bottlenecks, redundancies, and customer pain points in the
current process.

e To assess customer satisfaction with the current business visa process.

e To evaluate the effectiveness of communication and support during the visa
process.

e To suggest process optimization strategies to improve efficiency and
customer experience.

LITERATURE REVIEW
R. Liu, Akhil Kumar (2020).

Business process redesign has garnered much interest because such
processes must be continuously improved to realize greater efficiency in the
midst of evolving changes in work practices, environment, and technology
(Vidani, 2015). This helps a business to stay competitive (Vidani & Solanki, 2015).
A process model may be redesigned by a rearrangement of various activities as
per best practices to satisfy predefined business rules and constraints for a
specific objective (Vidani, 2015). This objective is stated in terms of functional
goals like desired or acceptable process behavior, and nonfunctional goals such
as cost, time, quality of service, and flexibility (Vidani, 2015). Thus, many
potential improvement possibilities that emerge through restructuring can be
explored (Vidani, 2015). When many such alternatives exist, there is a need for a
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formal methodology for evaluating these designs on various metrics to gain a
deeper understanding of the tradeoffs involved (Solanki & Vidani, 2016). In this
article, we describe a novel, formal methodology for optimizing the cost-benefit
considerations within a space of possible redesigns to develop a cost vs. time
efficient frontier (Vidani, 2016). We also illustrate our approach with two case
studies, one based on a large, real dataset, and describe a proposal for
implementing it (Bhatt, Patel, & Vidani, 2017). Several managerial insights
emerge from our work (Niyati & Vidani, 2016).

T. Vo, Nhat-Luong Nhieu, Yu-Chi Chung, Chia-Nan Wang, H. Hsu, Nhut Tien
Nguyen(2024)

Purpose Business Process Reengineering (BPR) eliminates non-value-added
(NVA) and essential non-value-added (ENVA) waste through radical process
redesign to improve organizational operations (Pradhan, Tshogay, & Vidani,
2016). Comprehensive research integrating BPR tools is needed to understand
their benefits for manufacturing firms (Modi, Harkani, Radadiya, & Vidani,
2016). This research presents an integrated BPR-simulation framework tailored
to the manufacturing sector to maximize process improvements and operational
excellence (Vidani, 2016). Design /methodology/approach. The BPR design
methodology adopts a systematic, multi-stage approach (Sukhanandi, Tank, &
Vidani, 2018). The first phase involves identifying a specific improvement
process aligned with BPR's core objectives. This phase analyses and redesigns
workflows to optimize task sequences, roles, and stakeholder interactions while
eliminating redundancies and inefficiencies via Workflow Process Reengineering
(Singh, Vidani, & Nagoria, 2016). Visual process mapping tools, including VSM
and simulation, pinpoint areas of waste, delay, and potential enhancement (Mala,
Vidani, & Solanki, 2016). The second phase follows the workflow analysis and
aims to improve efficiency and effectiveness by redefining roles, rearranging
tasks, and integrating automation and technology solutions (Dhere, Vidani, &
Solanki, 2016). The redesigned process undergoes evaluation against key
performance indicators to ensure measurable improvements are achieved (Singh
& Vidani, 2016). The final phase validates the proposed changes through
simulation models, assesses the impact on key performance metrics, and
establishes the necessary infrastructure for successful implementation (Vidani &
Plaha, 2016). The proposed model is empirically validated through a case study
of a leading apparel company in Vietnam, confirming its effectiveness (Solanki
& Vidani, 2016). Findings The findings reveal that NVA activities are being
eliminated, and ENVA activities in key departments are significantly reduced.
This yielded a substantial improvement, reducing 25 out of 186 combined ENVA
and NVA operations in the sewing facility, involving a decrease of 15 ENVA
operations and the removal of 10 NVA operations (Vidani, 2016). Consequently,
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this led to an 8.5% reduction in the proportion of ENVA operations, accompanied
by a complete 100% elimination of NVA activities. Research
limitations/implications The single case study limits generalizability; thus,
expanded implementation across diverse manufacturing sub-sectors is required
to establish validity and broader applicability of the integrated framework
(Vidani, Chack, & Rathod, 2017). Originality/value The experimental results
highlight the proposed model's effectiveness in optimizing resource utilization
and its practical implementation potential (Sharma & Vidani, 2023). This
structured BPR methodology enables organizations to validate, evaluate, and
establish proposed process changes to enhance operational performance and
productivity (Vidani, 2018).

Ying Li, Lida Xu, Zhaohui Wu, Jianwei Yin, Yuyu Yin, Shuiguang Deng, Bin Cao
(2014)

In modern commerce, both frequent changes of custom demands and the
specialization of the business process require the capacity of modeling business
processes for enterprises effectively and efficiently (Biharani & Vidani, 2018).
Traditional methods for improving business process modeling, such as workflow
mining and process retrieval, still requires much manual work (Vidani, 2018). To
address this, based on the structure of a business process, a method called
workflow recommendation technique is proposed in this paper to provide
process designers with support for automatically constructing the new business
process that is under consideration (Odedra, Rabadiya, & Vidani, 2018). In this
paper, with the help of the minimum depth-first search (DFS) codes of business
process graphs, we propose an efficient method for calculating the distance
between process fragments and select candidate node sets for recommendation
purpose (Sharma & Vidani, 2023). In addition, a recommendation system for
improving the modeling efficiency and accuracy was implemented and its
implementation details are discussed (Vasveliya & Vidani, 2019). At last, based
on both synthetic and real-world datasets, we have conducted experiments to
compare the proposed method with other methods and the experiment results
proved its effectiveness for practical applications (Sachaniya, Vora, & Vidani,
2019).

S. Al-Fedaghi, Yazan Mohamad (2019)

Business process management (BPM) refers to process execution using
workflow engines, enterprise Application integration engines, and Web Services
(Vidani, 2019). It involves technology to automate processes (Chaudhary, Patel,
& Vidani, 2023). It is also an approach to change in an organization through
utilizing various tools that including business processes mapping (Vidani, Jacob,
& Patel, 2019). A process mapping is a diagrammatic representation that displays
a series of steps that occur within a given process (Patel, Chaudhary, & Vidani,
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2023). It leads to understand the organization set-up, departmental functions and
interrelationships and determines the scope of various operations (Vidani J. N.,
2016). This paper consists of applying modeling in process mapping in BPM
using a new diagrammatic representation called thining machine (TM) (Vidani
& Singh, 2017). We report about a case study of a real system that is currently
uses several heterogeneous flowcharts causing supervision and technical
problems (Vidani & Pathak, 2016). It is required to model an underlying
conceptualization that unifies the processers in an integrated whole (Pathak &
Vidani, 2016). The system also needs a more precise understanding for the its
details through understanding operations, identifying joints of sub-processes
and flow of information (Vidani & Plaha, 2017). The results points that TM
provides an alternative approach that can be used to develop more refined tools
in the area of business process mapping (Vidani J. N., 2020).

C. Ng (2018)

Process optimization is a key consideration in workflow management
(Vidani J. N., 2018). Implementing an efficient workflow may improve customer
satisfaction and enhance productivity of an enterprise (Vidani & Dholakia, 2020).
Many optimization tools have been introduced to solve scheduling problems in
the manufacturing environment, but most of them have not drawn much
attention of decision makers for workflow analyses (Vidani, Meghrajani, &
Siddarth, 2023) (Rathod, Meghrajani, & Vidani, 2022). This is mainly due to the
difference between business operations and manufacturing processes that the
process optimization tools cannot be directly applied for analyzing business
workflows (Vidani & Das, 2021). Scholars have associated the attributes of
workflow in the business environment with those of scheduling concepts to
facilitate the use of job shop scheduling techniques for solving workflow
problems (Vidani J. N., 2022). However, there is still not much discussion on the
use of metaheuristic algorithms for workflow analyses (Saxena & Vidani, 2023).
This paper proposes the use of a systematic approach that entails the ant colony
optimization algorithm for identifying the best task sequence in support of
processing time analyses (Vidani, Das, Meghrajani, & Singh, 2023). The
applicability of the proposed approach is demonstrated with a case example
(Vidani, Das, Meghrajani, & Chaudasi, 2023). The result shows that a better
operation sequence in terms of shorter processing duration can be obtained by
the proposed approach (Bansal, Pophalkar, & Vidani, 2023).
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Research Gap

Despite increasing relevance of streamlined visa facilitation services within
a globally integrated business setting, there is scarce academic scholarship
available on the particular workflow issues associated with private visa
consultancy companies such as Voyage Planner, particularly within regional
settings such as Ahmedabad city. A majority of current research on business visa
procedures addresses government processes, policy structures, or overall
immigration systems without considering customer experiences and operating
efficiency within third-party service providers. In addition, the empirical
evidence of how process mapping and optimization can directly affect client
satisfaction, turnaround time, and document handling accuracy in the private
sector is limited. This rift brings out the imperative of an in-depth primary study
that delves into the real visa application process from the customers' experience,
finds workflow pain points, and suggests practical improvements specific to the
context of Voyage Planner in Ahmedabad.
Hypothesis (Only list)
H1 : There is a significant association between age and the perception that the
initial consultation was informative and helpful.
H2 : There is a significant association between age and the clarity of the
communication regarding the list of required documents.
H3 : There is a significant association between age and receiving timely assistance
in preparing and verifying documents.
H4 : There is a significant association between age and being properly guided
through the online application process.
H5 : There is a significant association between age and ease of following the
process with the help of Voyage Planner.
H6 : There is a significant association between age and completing the business
visa process within the expected timeframe.
H7 : There is a significant association between age and not facing unnecessary
delays during the process.
HS8 : There is a significant association between age and experiencing minimal
back-and-forth communication.
H9 : There is a significant association between age and perceiving that each step
was well-structured and logical.
H10 : There is a significant association between age and experiencing
coordination issues between team members or departments.
H11 : There is a significant association between age and ease of contacting the
consultant in case of queries.
H12 : There is a significant association between age and receiving updates at each
stage of the application.
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H13 : There is a significant association between age and timely resolution of
concerns during the process.

H14 : There is a significant association between age and receiving excellent post-
visa support from Voyage Planner.

H15 : There is a significant association between age and the desire for more digital
tools (status tracker, email alerts, etc.).

H16 : There is a significant association between age and satisfaction with the
overall business visa assistance process.

H17 : There is a significant association between age and willingness to
recommend Voyage Planner to others.

H18 : There is a significant association between age and perception that pricing
was transparent and justified.

H19 : There is a significant association between age and intention to return to
Voyage Planner for future services.

H20 : There is a significant association between age and belief that the process
could be improved through automation or digital tracking.

Table 1. Validation of Questionaire

Statements Citation from JV citation file
(You can add more than 1
citation)

The initial consultation was informative and | (Vidani, 2015)

helpful.

The list of required documents was clearly | (Vidani & Solanki, 2015)
communicated.
I received timely assistance in preparing and | (Vidani, 2015)
verifying documents
I was guided properly through the online | (Vidani, 2015)
application process.
I found the process easy to follow with the | (Vidani, 2015)
help of Voyage Planner.
The overall business visa process was | (Solanki & Vidani, 2016)
completed within the expected timeframe.
I did not face unnecessary delays during the | (Vidani, 2016)
process.
The process had minimal back-and-forth | (Bhatt, Patel, & Vidani, 2017)
communication.
Each step in the process seemed well- | (Niyati & Vidani, 2016)
structured and logical.
I experienced coordination issues between | (Pradhan, Tshogay, & Vidani,
team members or departments. (Reverse | 2016)

scored)
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I was able to easily contact the consultant in
case of queries.

(Modi, Harkani, Radadiya, &
Vidani, 2016)

The team kept me updated about each stage
of the application.

(Vidani, 2016)

My concerns were resolved promptly during
the process.

(Sukhanandi, Tank, & Vidani,
2018)

Voyage Planner provided excellent support
even after the visa was issued.

(Singh, Vidani, & Nagoria,
2016)

I would appreciate more digital tools (status
tracker, email alerts, etc.) for better process
visibility.

(Mala, Vidani, & Solanki, 2016)

I am satisfied with the overall business visa
assistance process.

(Dhere, Vidani, & Solanki,

2016)

I feel confident recommending Voyage
Planner to others for visa services.

(Singh & Vidani, 2016)

The pricing was transparent and justified by
the quality of service.

(Vidani & Plaha, 2016)

I would return to Voyage Planner for future
visa or travel-related services.

(Solanki & Vidani, 2016)

I believe the visa process could be improved

(Vidani, 2016)

further through automation or digital
tracking.
*Source: Author’s compilation
METHODOLOGY
Table 2. Research Methodology
Research Descriptive
Design
Sample Non-Probability - Convenient Sampling method
Method
Data Primary method
Collection
Method
Data Structured Questionnaire
Collection
Method
Type of Close ended
Questions
Data Online through Google Form
Collection
mode
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Data Tables

Analysis

methods

Data SPSS and Excel

Analysis

Tools

Sampling 186

Size

Survey Area | Ahmedabad

Sampling Students, Private and government Job employees,
Unit Businessmen, Home maker, Professionals like CA, Doctor etc.

*Source: Author’s compilation

Demographic Summary

The study surveyed a total of 186 respondents. In terms of age, nearly half
(48.9%) were below 25 years, followed by 37.1% between 26-35 years, 10.8%
between 36-45 years, and only 3.2% aged 46 and above. Regarding gender, the
majority were female (48.9%), followed by males (44.1%), with 1.6% identifying
as other and 5.4% preferring not to disclose. Occupation-wise, 34.9% were
working professionals, 37.6% belonged to other categories, 17.2% were business
owners, and 10.2% were consultants.

Cronbach Alpha
Table 3. Cronbach Alpha
Cronbach Alpha Value No. of items
0.993 20

*Source: SPSS Software

The Cronbach’s Alpha value of 0.993 was obtained for the 20 items used in
the questionnaire, indicating an excellent level of internal consistency and
reliability. This extremely high value suggests that the items are closely related
and consistently measure the same underlying concept. In general, a Cronbach’s
Alpha value above 0.9 is considered excellent, reflecting that the scale is both
stable and dependable. Therefore, the questionnaire used in this study is deemed
highly reliable and appropriate for further statistical analysis.
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Add rows as per number of hypothesis you have created

Table 4. Results Of Hypothsis Testing

Sr. | Alternate Result | >/< | Accept/ R Relationship
No | Hypothesis p= 0.05 | Reject value
Null
hypothesis
H1 | Thereis a significant | 0.002 | < HO1 0.272 | Weak
association between Rejected
age and the (Null
perception that the hypothesis
initial consultation rejected)
was informative and
helpful.
H2 | There is a significant | 0. 002 | < HO02 0. Weak
association between Rejected 313
age and the clarity of (Null
the communication Hypothesis
regarding the list of rejected)
required
documents.
H3 | Thereisa 0.001 |< Ho 0.
significant Rejected 273
association between (Null
age and receiving Hypothesis
timely assistance in Rejected) Weak
preparing and
verifying
documents.
H4 | Thereisa 0.030 |< Ho 0.277 | Weak
significant Rejected
association between (Null
age and being Hypothesis
properly guided Rejected)
through the online
application process.
H5 | Thereisa 0016 |< Ho 0.252 | Weak
significant Rejected
association between (Null
age and ease of Hypothesis
following the Rejected)
process with the
help of Voyage
Planner.
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H6 | Thereisa 0.000 Ho 0.347 | Weak
significant Rejected
association between (Null
age and completing Hypothesis
the business visa Rejected)
process within the
expected timeframe.
H7 | Thereisa 0.027 Ho 0.279 | Weak
significant Rejected
association between (Null
age and not facing Hypothesis
unnecessary delays Rejected)
during the process.
H8 | Thereisa 0.006 Ho 0.330 | Weak
significant Rejected
association between (Null
age and Hypothesis
experiencing Rejected)
minimal back-and-
forth
communication.
H9 | Thereisa 0.002 Ho 0.275 | Weak
significant Rejected
association between (Null
age and perceiving Hypothesis
that each step was Rejected)
well-structured and
logical.
H10 | Thereis a 0.065 Ho 0.275 | Weak
significant Accepted
association between (Null
age and Hypothesis
experiencing Accepted)
coordination issues
between team
members or
departments.
H11 | Thereis a 0.002 Ho 0.250 | Weak
significant Rejected
association between (Null
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business visa
assistance process.

age and ease of Hypothesis
contacting the Rejected)
consultant in case of
queries.
H12 | Thereis a 0.036 Ho 0.286 | Weak
significant Rejected
association between (Null
age and receiving Hypothesis
updates at each Rejected)
stage of the
application.
H13 | There is a 0.005 Ho 0.278 | Weak
significant Rejected
association between (Null
age and timely Hypothesis
resolution of Rejected)
concerns during the
process.
H14 | Thereis a 0.005 Ho 0.290 | Weak
significant Rejected
association between (Null
age and receiving Hypothesis
excellent post-visa Rejected)
support from
Voyage Planner.
H15 | Thereis a 0.001 Ho 0.228 | Weak
significant Rejected
association between (Null
age and the desire Hypothesis
for more digital Rejected)
tools (status tracker,
email alerts, etc.).
H16 | There is a 0.081 Ho 0.265 | Weak
significant Accepted
association between (Null
age and satisfaction Hypothesis
with the overall Accepted)
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H17 | There is a 0.008 Ho 0.293 | Weak
significant Rejected
association between (Null
age and willingness Hypothesis
to recommend Rejected)
Voyage Planner to
others.
H18 | There is a 0.012 Ho 0.319 | Weak
significant Rejected
association between (Null
age and perception Hypothesis
that pricing was Rejected)
transparent and
justified.
H19 | Thereis a 0.009 Ho 0.282 | Weak
significant Rejected
association between (Null
age and intention to Hypothesis
return to Voyage Rejected)
Planner for future
services.
H20 | There is a 0.005 Ho 0.287 | Weak
significant Rejected
association between (Null
age and belief that Hypothesis
the process could be Rejected)
improved through
automation or
digital tracking.

*Source: Author’s compilation

RESULTS AND DISCUSSION

The outcomes of this research offer useful insights into customers'

experiences and age-based differences in perceptions within the business visa

application process at Voyage Planner. Generally, the outcomes reflect an

overwhelming customer satisfaction with strong agreement from most of the

respondents towards most service benchmarks. However, statistical analysis

through chi-square tests further reveals that age significantly influences

perceptions across many dimensions of the visa application process, suggesting
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that service delivery strategies may need to be tailored for different demographic
groups.

A large proportion of respondents found the initial consultation
informative and helpful, with 48.0% strongly agreeing and 17.7% agreeing. The
test of the hypothesis verified the age-related significant relation with this
perception (x2 = 30.387, p = .002) that suggests that older and younger clients can
differ in the assessment of the first interactions with consultants. Comparable age
variation was also found in the clarity of document requirements (x> = 30.872, p
= .002), where overall high satisfaction was reported (41.4% strongly agreed,
29.6% agreed), but perhaps it still needs to be tweaked for some age groups.

Prompt support during documentation was rated positively (48.4%
strongly agreed), with considerable variation according to age (x> = 32.755, p =
.001), and suggestions of the necessity for tailoring support. Similarly,
respondents strongly agreed that they were well-supported during the online
application process (50.0%), although perceptions differed significantly with age
(x% = 22.690, p = .030). This suggests a possible digital divide where older clients
may be helped with increased tech support or other forms of communication.

Simplicity of process observance (x? = 24.740, p = .016), completion of the
visa process on time (x? = 38.274, p = .000), and few delays (x? = 23.061, p = .027)
were also well accepted by over 50% of respondents in most instances, indicative
of operational effectiveness. Age once again seemed to have an impact on such
perceptions, potentially due to differences in expectations or previous experience
with visas.

Interestingly, 54.3% reported that coordination problems were present, and
the hypothesis test could not detect a significant age difference (2 = 20.092, p =
.065). This indicates a pervasive feeling of coordination problems across
departments, regardless of age, that serves as an area for improvement across all
processes.

Communication touchpoints like ease of contacting the consultants (x? =
31.201, p = .002) and getting updates at every stage of application (y? = 22.133, p
= .036) also indicated significant relationships with age, emphasizing the
necessity of customized communication strategies. Likewise, timely resolution of
issues and post-visa assistance—both highly valued by respondents—were
revealed to be age-influenced (x? = 28.133 and 28.438, respectively; p < .005).
These results highlight the need for continuity in service even after one is granted
a visa, particularly for elderly clients who might need more reassurance.

The demand for enhanced digital tools, including trackers and email alerts,
was strong (57.0% strongly agreed), and this desire varied significantly by age (x>
= 33.414, p = .001). This suggests that while tech-savvy clients are ready for
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automation, others may still prefer human interaction, necessitating a hybrid
model of service delivery.

Surprisingly, though overall satisfaction was high (51.1% strongly agreed),
no significant age-related difference existed (x> = 19.311, p = .081). What this
shows is that even though different perceptions exist on certain process aspects,
satisfaction is similar across age groups. Yet, willingness to recommend (x? =
26.777, p = .008), transparency of pricing (x? = 25.741, p = .012), and intent to use
services in the future (x> = 26.656, p = .009) were affected by age, and thus
retention and referral efforts need to be tailored appropriately.

Lastly, believing in the automation for betterment was strongly associated
with age (x? = 28.134, p = .005) and supported the discovery that digital literacy
has an effect on expectations of users.

Overall, although the general impression of Voyage Planner's business visa
process is extremely positive, our discussion identifies significant age-based
segmentation in customers' experiences. The above findings encourage a more
age-inclusive process design with customized digital and human support
interventions to improve overall service delivery.

Theoretical Implications

This research has a number of significant theoretical implications for the
areas of service quality, customer experience, and process improvement in the
travel and visa consultancy industry.

Secondly, the findings validate and enhance SERVQUAL theory, especially
the reliability, responsiveness, and assurance dimensions. The high consistency
in respondents' feedback on informativeness in consultation, document
communication clarity, prompt help, and process step organization confirms the
importance of consistent and reliable service to improve customer satisfaction.
This supports the theoretical assumption that service reliability is a significant
driver of customer perception and loyalty.

Secondly, the results are in consonance with Davis's (1989) Technology
Acceptance Model (TAM), which emphasizes that users' acceptance of digital
instruments is affected by perceived usefulness and ease of use. The need for
increased automation and digital instruments, along with age-based preference
variation, indicates demographic traits contribute significantly to technology
acceptance, supporting the theoretical hypothesis that age serves as a moderating
element of technology-facilitated service experience.

Third, the findings add to the customer satisfaction theory and service
encounter quality, more specifically the moment of truth concept, through which
every customer-service provider interaction constructs the overall perception.
The high correlation between age and perceptions at various stages of the
process —communication quality, responsiveness, and post-visit support—
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demonstrates that service encounters are experienced differently across people,
and customer segments explain them differently. This requires more intense
theoretical exploration of segmentation-based experience design.

Additionally, the null hypothesis rejection in the majority of chi-square tests
provides an empirical foundation for theorizing regarding customer
heterogeneity within service contexts. Age, specifically, as a significant variable
in explaining differential experiences, reinforces prevailing models in consumer
behavior theory that support demographic profiling as a factor in explaining
satisfaction and decision-making tendencies.

Finally, the study reveals a conceptual lacuna in applying digital
transformation theory across conventional service sectors such as visa
consultancy. The interest in tracking and automation tools indicates a change in
customer expectations, thus implying the necessity to revise service delivery
models and the related theoretical frameworks to incorporate hybrid service
experiences (human + digital).

In sum, this research not only confirms consolidated theories of service
quality but also encourages theoretical development through the introduction of
digital preparedness and segmented-by-age expectations as essential prisms to
analyze and improve customer satisfaction in consultancy services.

Practical Implications

The conclusions of this research hold several practical implications for
Voyage Planner and other such visa consultancy service providers, particularly
in regards to improving customer satisfaction, process streamlining, and taking
a more inclusive customer demographic-based service design.

Firstly, the fact that a very high proportion of the respondents strongly
believed that the first consultation was enlightening, the document process was
transparent, and the entire visa experience was seamless reflects that Voyage
Planner is providing a robust foundation experience. But since there is a
statistically significant link between the age factor and these aspects of service, it
is evident that people of different ages perceive the process differently. This
indicates a functional requirement for the business to adapt its service and
communication style to address diverse age segments by, for example, providing
simplified explanations for elderly customers and greater online self-service
provisions for younger customers.

Second, the need for timely support, transparent document
communication, and sequential steps indicates that process standardization and
operational efficiency are drivers of satisfaction. The firm needs to continue
strengthening its process workflows and staff training initiatives to sustain or
improve this rate of delivery. The fact that perceptions of no delays and meeting
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deadlines are important further highlights the relevance of process predictability,
which can be enhanced by internal coordination and real-time monitoring.

Third, the strong correlation between age and attitudes toward online
guidance and digital tool usage emphasizes Voyage Planner must implement a
dual-channel strategy. This is achieved by complementing traditional consultant-
guided support with improved digital experiences. Incentives like status
trackers, email/SMS reminders, chatbots, and online scheduling can make the
experience more transparent and streamlined, especially for tech-savvy
individuals, while keeping phone or face-to-face support for others.

The fact that more than half of the respondents enjoyed post-visa service
and convenient access to consultants reflects how critical after-sales service is in
establishing confidence and long-term customer relationships. This takes
concrete guidance for the company to offer its service even after issuing the visa,
for example, travel insurance support, hotel booking, or post-arrival service.

Additionally, since coordination issues between team members were
commonly perceived —though not significantly associated with age—the
organization must prioritize internal communication protocols and role clarity to
avoid customer-facing confusion or delays. Streamlining internal handovers and
using collaborative platforms can improve team alignment and customer
experience.

Lastly, the research highlights a real potential for service innovation. Since
57% of the respondents firmly agreed that the visa process can be streamlined
through automation, Voyage Planner needs to look into digital transformation
strategies such as CRM platforms, Al-powered document verification, and
workflow automation software. These technologies not only enhance efficiency
but also build customer trust in the brand's professionalism and responsiveness.

In summary, this research provides tangible and practical
recommendations for Voyage Planner to improve customer experience through
age-based personalization, digital integration, internal coordination, post-visa
service improvement, and process transparency. These tangible enhancements
can enable the company to further consolidate its market position and build
higher levels of client loyalty in a competitive visa consultancy environment.

CONCLUSIONS AND RECOMMENDATIONS
Conclusion

This study set out to explore the process mapping and optimization of the
business visa application workflow with customers of Voyage Planner in
Ahmedabad, with a particular focus on how customer age influences their service
experience. The findings indicate that overall customer satisfaction with the visa
assistance process is high, with a majority of respondents strongly agreeing that

469



Lulla, Vidani

the process was clear, timely, and well-structured. Customers similarly liked the
assistance provided during and after the visa process.

Yet, statistical analysis of the survey showed that age is a determining factor
in influencing customer attitudes at various service touchpoints. From
consultation and document readability to online advice and post-visa assistance,
substantial correlations between age and user experience were observed in all
sections. These findings indicate that whereas the process itself is satisfactory,
there is scope for making it better through age-related personalization and better
digital support.

Also, the survey emphasized areas needing attention, like department
coordination and the necessity of increased automation, which were the same
across all ages. These results underscore the significance of efficient processes,
sensitive communication, and service flexibility in the delivery of a high level of
customer experience.

In summary, the study emphasizes that there cannot be a blanket solution
anymore in delivering services. Through the application of specific quality
improvements based on customer demographics and changing expectations,
Voyage Planner is not only able to streamline its process but also create stronger
bonds and loyalty towards the brand. Both theoretical and practical knowledge
contribute to the enhancement of service quality for the travel and visa
consultancy sector through this study.

Recommendations For Future Research/ Future Scope of the Study

While this study provides valuable insights into the business visa
application process and its optimization, several avenues remain open for further
research and exploration.

1. Extend Demographic Variables Beyond AgeThis research mainly centred
on age as the independent variable that affects the customer perception.
The future research can broaden its scope by incorporating other
demographic variables like education level, profession, income, gender,
travel background, and digital literacy. This would give a more complete
perspective of how various customer segments behave with the visa
application process.

2. Geographical Expansion: Research was carried out only within
Ahmedabad city, which restricts the generalizability of results. The
research could be taken further to other cities or areas, both urban and
rural, for comparison of customer experience and regional differences in
service expectations and process efficiency.

3. Comparative Studies with Other Visa Consultants: Future studies can do
comparative analysis of Voyage Planner with other visa consultancy
companies to compare service standards, notice industry-level pain
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points, and comprehend what makes successful service providers when it
comes to customer satisfaction and loyalty.

4. Longitudinal Studies: A longitudinal study design could follow customer
experiences over time —beginning with the application and through the
end of the final visa issuance and post-visa assistance. This would assist
in detecting changes in processes, patterns of customer satisfaction, and
long-term effects of service enhancements.

5. Qualitative Research Methods Incorporation: This research is mainly
quantitative data-centric (e.g., survey, chi-square analysis). Subsequent
studies might incorporate qualitative approaches like interviews, focus
groups, and customer journey mapping to measure more profound
insights into emotional, behavioral, and experiential dimensions of the
visa process.

6. Assessment of Technology Integration: With increased interest in digital
solutions, future studies would assess the performance of certain digital
solutions (e.g., trackers of status, chatbots, and automated reminders) in
enhancing customer experience. Pilot research between manual and
automated processes would provide hands-on advice for digital
transformation.

7. Employee and Service Blueprinting Perspective: Although this research
was customer-centric, an equally important contribution to the study
would be the employee-side perspective—workflow, pain points, and
recommendations. This can assist in developing a complete service
blueprint for optimizing processes from both perspectives.

8. Measuring Return on Experience (ROX):- Future research can investigate
the extent to which enhancements in customer experience are turned into
tangible business metrics such as increased referrals, repeat service usage,
or positive word-of-mouth that add to the new notion of Return on
Experience (ROX).

Finally, this research can be developed further in future studies by
enhancing the understanding of demographic factors, enlarging geographical
scope, including technology assessments, and examining employee-customer
interface dynamics. These initiatives would enhance the ongoing service quality
improvement in the visa consultancy sector and assist companies in staying
competitive within a digitally dynamic context.
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