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ABSTRACT
Tourism is an established industry to promote trade and economic of a country in recent
years. It is an organization, which is assigned the task to provide facilities and services to the
visitors and tourists at entertaining and recreational destinations. This paper aims to
investigate the chief factors in wider context to investigate the attitude and organizational
behaviour of the employees working in the tourism and hospitality industry in Pulau Pinang,
Malaysia. Drawing upon the basic philosophy of tourism and hospitality industry, the attitude
and behaviour of the employees have been explored. Through documentary analysis, the
attitude and behaviour has been examined to set criteria for the selection of employees in
tourism and hospitality industry. Some recommendations have been made that would help
new researchers and academic institutions to broader their research panorama and
administration and management of the tourism and hospitality industry in resolving the
employees’ problems.
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Introduction
According to Etymological Dictionary, the word tour was derived in 1640s from
Old French word ‘tourn’, which literally means to take a turn, shift on duty, trick,
round, circuit, or circumference. The term of tourism, generally, is sensed as a
travelling around from place to place or have a long journey especially with an
organized group led by a guide to visit a number of places in a consecutive sequence
(Harper, 2013a). Actually, the word ‘tourism’ has been originated from The Bible, in
the Book of Numbers (13:17) in a sense of viewing, discovering and exploring the
world created by Allaha. Therefore, tourism is a socio-economic phenomenon that
assists to promote social, economic and environmental change (Smallman, & Moore,
2010).
Some major concepts such as leisure, entertainment, recreation, and hospitality
are associated with the term of tourism (Tribe, 2009). Different stakeholders such
as tour operators, travel agents, food and beverage firms, transport companies,
souvenir shop keepers in tourism industry assist to promote the various strings of
cultural and life-style of multi-ethnic, and multi-racial community (Musa, 2000).
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Generally, tourism is known as an organization, which is assigned the tasks to
provide facilities and services to the visitors and tourists at entertaining and
recreational destinations (Kusluvan, 2003).
Tourism consists of the activities of people to travel to and stay in the
destinations outside their permanent environment for not more than one
consecutive year. Tourism is generally related to leisure and recreational activities
without any type of remuneration purpose from within the place visited (World
Tourism Organization, 2013).
Some definitions of tourism included the concept of earning through tourism
activities. Such type of tourism will be called business tourism, as the people are
involved in providing infrastructures, goods and services tourists and visitors.
However, the word tourism is associated particularly with the concept of leisure and
entertainment (Wahab, Al-Momani, & Noor, 2010). According to Medlik (2003),
tourism is regarded as an industry that is a major factor in promoting trade and
economic of a country in recent years. It assists to generate capital to make the
community prosperous. It also strengthens social, environmental, political and
cultural values. An annual report of World Tourism Organization (2013) also stated
that tourism is known as provider of employment, a tool for development, and a
driver of economic growth. As regards the study regarding tourism, in a broader
sense and scenario, different aspects of tourism such as characteristics, major
concepts, important factors and determinants for establishing relationships
between the tourists, tour operators, governments and local communities are dealt
in this respect.
With reference to the tourism in Malaysia, it is full of charming and fascinating
visiting sites. There are thousands visiting destinations in Eastern and Western
parts of Malaysia that attract the visitors from all over the world. The Malaysian
tourism industry is growing rapidly for the last three decades that is a mega source
to increase the infrastructure and foreign exchange (Allen, Long, Perdue, &
Kieselbach, 1988; Kasim, 2007; Látková, & Vogt, 2012; Tang, & Tan, 2013).Malaysia,
it is one of the most attractive and favourable destinations in the South Asian region
due to its peaceful environment, political stability and charming sites in spite of
multi-ethnic, multi-cultural, multi-lingual, and multi-racial community. Hospitality
and cooperative attitude and behaviour of Malaysian people are other factors that
attract the foreigners to visit Malaysia (Samah, Ahmadian, Gill, & Hendijani, 2013).
Tourism is lucrative business globally being fastest growing economic sectors in
the world that involves different elements such as tour operators, travel agents who
provide goods and services as well to the tourists. Each stakeholder consists of
thousands of employees to run the system. These employees deal with the tourists
in terms of facilitating and providing services. The rationale of the present study is
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to ascertain the attitude and behaviour of the employees associated with tourism
industry and hospitality organizations in order to determine the positive attitude
and behaviour for all stakeholders affiliated with the tourism industry. It will also
assist to understand the organizational behaviour of employees working in tourism
and hospitality industry.
Literature Review
Tourism is an industry that involves different concepts. First of all, the basic
concepts in conjunction with the tourism implied in the present study are described
below that are helpful to make sense.
Attitude
Attitude is a psychological term that means an evaluative reaction to any object
event or any person. It includes negative and positive feelings about any object. It
guides one’s experiences and effects on behaviours (Schneider, Ashworth, Higgs &
Carr, 1996). Hogg and Vaughan (2009) defined attitude as a relatively persistent
collection of feelings, behavioural tendencies and beliefs towards any significant
general feeling, evaluation (negative/positive), event, symbol, person, object or
issue or group. Generally, attitude is related to any important social issue. As
regards the attitude with reference to the present study, it is the positive or negative
responses and feelings of the employees working in the tourism and hospitality
industry.
Behaviour
Behaviour represents the feelings of any leader, supervisor or manager that
expresses his/her interest regarding any organization, or organization’s goals, tasks,
resources, and effectiveness and/or the motivation, or job contentment (Einarsen,
Aasland, & Skogstad, 2007). As regards the concept of behaviour regarding the
present study, behaviour is the approaches or expressions of the employees
working in tourism and hospitality industry regarding the nature of their work.
Basically, it is feeling of the employees to gauge the job contentment level of the
employees working in tourism and hospitality industry.
Determinant
A determinant is a cause or factor that leads directly to make a decision about
something. In other words, determinant is an influencing element or individual
characteristic of a worker that expresses his or her feelings to establish a belief (Liu,
& Wall, 2006). The determinant represents the relationship between the
occupational condition and level of contentment (Miller, 1980). With reference to
the present study, the determinants are those factors which will help to decide
about the negative or positive belief of the employees working in tourism and
hospitality industry reading their work experience.
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Employee
According Etymological Dictionary, an employee is a person working for
another person or a business firm for pay (Harper, 2013b).
Hospitality Industry
Hospitality industry is the field that provides services to its customers or
clients. The hospitality industry makes sure whether the customers are being
treated well to enjoy their leisure time greatly (Slattery, 2002). This industry
includes different fields such as hotels, lodging, restaurants, event planning, flight
attendants, transportations as well as tour guiding. Regarding the nature of job in
the hospitality industry, it is a social phenomenon that deals in catering to others
needs. It ranges from hotel work, casinos, restaurants and providing services as
well.
Organizational behaviour
Organizational behaviour is a field of study, which helps to investigate,
understand, explain and improve the attitude and behaviour of the groups and
individuals in an organization (Nadiri, & Tanova, 2010). With reference to the
present study, organization behaviour refers to the attitude and behaviour of the
employees working in the tourism and hospitality industry.
Organizational commitment
Organizational commitment refers to the level of sincerity, diligent, seriousness,
hardworking and the ownership of the employees working in the tourism and
hospitality industry.
Tourism Industry
In its broader sense, tourism is regarded as an industry responsible to handle
the matters related to tourists. Tourism businesses involve restaurants, hotels,
airlines, and the people employed in tourism industry. Typically, from the broader
perspectives of tourism industry, it also involves developing, promoting, and
understanding the tourism, travel and tourists including tourists’ activities (Getz,
2008). With reference to the present study, the tourism industry refers to an official
body, which deals the matters related to tourists.
World Tourism Organization (2010) concluded that tourism is one of the
world’s leading job creator industries. In other words, tourism means trade, jobs,
development and economic growth. Tourism industry is a broad scientific study in
conjunctions with tourists’ activities in Malaysia. No systematic tourists’ activities
were found in Malaysia until the late 1960s. However, in the mid of 1980s, the
Malaysian Government took initiative after realizing its rich potentials in tourism
industry (Mohamed, Mustafa, & Rahim, 2005) and encouraged NGOs and private
enterprises to get involved, develop and promote tourism industry. Therefore, the
private sector developed and organized system of tourism with the cooperation of
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both the federal and state government in the provision of funding, facilities and
infrastructures (Bagul, 2005).
After the 1990s, Malaysia is receiving a considerable strength of tourists from
all over the world every year due to its beauteous, attractive and marvelous visiting
destinations. Malaysia consists of thousands of visiting locations to attract
foreigners (Government of Malaysia, 2013). Presently, tourism is the 7th mega
source of revenue after oil and gas, palm oil, and manufacturing that is
strengthening the Malaysian economy rapidly. The tourism industry piled up more
than RM 47 billion in the fiscal year of 2012. Therefore, it is contributing to boost up
the economy of Malaysia (Aruna, 2013) being ranked 9 th most visited country of the
world according to United Nations World Tourism Organization 2011 (Rosenberg,
2012). Different factors such as social media, behaviour and attitude of employees,
stability in economic, and political stability are considered effective marketing tools
to promote tourists’ flows and tourism industry. According to a report published by
the World Tourism Organization (2011), Malaysia is one of the states that supported
‘Global Leaders for Tourism Campaign’ to enhance tourists’ activities in order to
prioritize the tourism sector in national policies to maximize its potentials.
Based on the diverse circumstances, the attitude and behaviour may vary from
low to high assumptions. These variations depend upon the working atmosphere,
experiences of the employees and the management of the tourism industry. As
strong collaboration and connection will be found after analyzing the situations,
understanding the issues of employees, their problems and working conditions.
Many studies (Liu, 2006; Musa, 2000; Sivalingam, 2011; Wells, 1982) have been
done in the Malaysia perspectives by focusing different aspects of tourism whereas
a few of the studies could be found to determine the behaviour and attitude of the
employees working in tourism industry in Pulau Pinang, Malaysia. Therefore, the
present research is driven by the motive to find out the determinants to set the
attitude and behaviour of employees working in tourism industry in Pulau Pinang
Malaysia. Furthermore, it will assist to explore the overall organizational behaviour
of the individuals and groups existing in the tourism and hospitality industry.
Work is considered as a significant factor of idiosyncratic security for any
person (Harter, Schmidt and Keyes 2002). Idiosyncratic security represents a
particular characteristic regarding the suitable feeling over a particular period of
time. Therefore, idiosyncratic security can be considered for job fulfillment level
(Diener, Kesebir and Lucas 2008; Seligman 2008). Job contentment exits if the
specific capabilities, skills, and understanding are applied appropriately in a
particular atmosphere (Christen, Iyer and Soberman 2006; Heywood, Siebert and
Wie 2002). Job contentment level is also associated with less pressure, low
nervousness, and high efficacy (Myers, Sweeney, & Witmer, 2000).
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As regards the tourism industry, working environment assists to generate
innovative philosophy and modernization and develop affiliation with co-workers,
managers and the rest of the management (Wong et al., 2008) and the contentment
level of the employees or staff helps to utilize the resources to a great extent
(Fitzgerald et. al., 1994).With reference to the determinants of attitude and
behaviour of the employees and staff working in tourism industry, the Theory of
Planned Behaviour (TPB) (Ajzen & Fishbein, 1980) is a positive force in determining
the attitude and behaviour of employees working in tourism industry. The key
factor in TPB is the individual’s intention to perform a given behaviour. TPB serves
as a dynamic reinforcement in determining behaviours of the employees that can be
carried out, understood and implemented as well. According to Herzberg, Mausner,
Peterson and Capwell (1957), the theoretical foundations of employees’ attitude and
behaviour can be established in line with TPB philosophy of job contentment.
Therefore, both the intrinsic and extrinsic constituents as well are associated to
work contentment determinants (Hirschfeld 2000; Spector 1997). An
acknowledgment of achievement and labour itself are significant factors of positive
behaviour contentment (Faubion, Palmer & Andrew 2001). Opportunities for
success, liberty, self-respect, diverse activities, and true utilization of capability in
putting efforts professionally are some other determinants for optimistic attitude
(Kacel, Millar & Norris 2005).
In conjunction with The TPB job contentment aspects, working atmosphere,
reimbursement policy, dealing with workmates (Faubion et al. 2001), payment for
uncertain situations (Randolph 2005), incentives, research opportunities, financial
gains, payment for additional effort (Kacel et al. 2005) are considerable factors
determining the positive attitude and behaviour of the employees in tourism
industry. Different rewards such as income, job safety, and reputation play their role
setting the behaviour of the workers. The employees who are satisfied with job
would participate in constructive activities effortlessly in the tourism or hotel
industries to boost up their motivational potentialities (Bjornebekk, 2008). The age
of the employee is one of the factors that determine the attitude and behaviour
(Clark, Oswald and Warr, 1996). The developed experience is another key concept
to reflect the attitude and behaviour the workers (Clark, 1996). A self-explanatory
research framework for the present study is demonstrated in Figure 1.1.
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Figure 1 : Research Framework
Objectives of the Study
The present study aimed to ascertain the chief factors in wider context that
would determine the attitude and behaviour and help understand the organizational
behaviour of the employees working in the tourism industry in Pulau Pinang. This
could be achieved with supplementary literature reviews and effective theoretical
framework. These issues will be supported through comprehensive literature
review. The key factors that determine the employees’ attitudes and behaviour
regarding tourism and hospitality industry are focused mainly. Organizational
behaviour is also focused as well. Therefore, the researcher will pay full attention to
find out the direct and indirect factors related to attitude and behaviour as well as
the organizational behaviour of the employees in tourism and hospitality industry in
Pulau Pinang Malaysia. The various studies already done in this respect assisted the
researchers to focus on the determined issues. As regards the present study, the
objectives were set as follows:
1. To find out the major factors that determines the behaviours and attitudes of the
employees working in tourism and hospitality industry.
2. To explore dimensions of organizational behaviour in tourism and hospitality
industry.
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Primarily, the research framework for the present study is based on the idea to
find out the factors that determine the behaviours and attitudes of employees
working in tourism industry. The attitude and behaviour of the employees would be
helpful to set standards for the selection of employees for tourism and hospitality
industry in future. Therefore, the present study represents the main aspects of the
study such as attitude and behaviours of the employees working in the tourism and
hospitality industry.
Significance of the Study
The present study will contribute a greater knowledge about factors that will
determine the attitudes and behaviour of the employees working in tourism and
hospitality industry in Pulau Pinang Malaysia. Moreover, the determinants of
positive attitude and behaviour of the employees working in tourism and hospitality
industry will be helpful for tourism and hospitality industry through different
dimensions of the organizational behaviour explored in this study.
The present study carried out in conjunction with the TPB and considerable
literature understanding for the specific objectives is a significant contribution. The
results of the present research would be supportive to the researchers, the
administration and management of the tourism and hospitality industry, academics
institutions and consultants of academic knowledge and employees working
directly or indirectly in tourism and hospitality industry.
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