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FOREWORD 

Tourism industry and services are not only money maker enterprises but also 
promote human resource development that brings progress and prosperity to the region in 
a positive way. They can although bring negative effects such as environmental pollution, 
social and cultural conflicts, not to mention the rising cost of living at the touristic places, 
but the overall positive effect is the improvement of both the economy and social 
conditions of the country. The policy on tourism management is therefore included in the 
National Strategic Plan in both developed and developing countries in the world. 

The increasing numbers of tourists in all countries bring a tremendous income which 
makes the tourism industry more and more advanced worldwide. Thus, the tourism 
industry and services always have to come up with new knowledge and attractive strategic 
plans to get the competitive edge. Therefore, with the continuing changing global 
conditions in terms of economy, society, technology, communication and transportation 
the tourists have to adjust to these changes. The researches that can find out strategy in 
planning and management are very important in making various organizations and 
countries to get the advantage in the competitive industry. 

The International Journal of Asian Tourism Management (ATM) is a peer-reviewed 
journal published twice a year by the School of Tourism Development, Maejo University, 
Thailand. This journal is the third volume (number 2) that publishes original research 
papers, invited review articles, and short communications (scientific publications) 
including research papers as follows: 1) University Hospitality Teachers’ Industry 
Experiences and their Influences on University Teaching Practices in the Classroom, 2) 
The Effects of Psychological Contract Breach on Employee Work Behaviors in the Airline 
Industry: Employee Cynicism as Mediator, 3) Ecotourism Sustainability of the 
Commercial Hotel: A Case Study of Pathumwan Princess Hotel, Bangkok, Thailand, 4) A 
Study of Essential Capabilities in Bridal Secretary, 5) The Effects of Relationship Quality 
on Justice-Revisit Intentions Relationship, 6) The Evaluations on Recreational Benefits of 
Global Positioning Navigation System, 7) Facebook Closed Groups for Academic 
Communication in Tourism Education: The U.P. Asian Institute of Tourism Experience, 
and 8) Online Learning Curriculum Development for School of Tourism Development, 
Maejo University, Chiang Mai, Thailand. 

September, 2012 
Editor-in-Chief 
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ABSTRACT 

This case study aimed to investigate six university teachers’ perceptions of industry 
experiences and the influences of those industry experiences on their teaching 
philosophies and classroom practices. The know-why, know-how and know-whom career 
competencies provide a framework for exploring university hospitality teachers’ abilities 
to transfer industry experiences to classroom practices. Various support systems available 
for university teaching and the teachers’ experiences of these systems were also 
considered. Based on observations and interviews, this study revealed that for know-why, 
the reasons for teachers’ decisions to change careers are based on financial security, 
industry responsibility and personal fulfilment. Industry experiences translated differently 
when it came to pedagogical aspects such as hospitality knowledge, teaching philosophy, 
the role of the teacher and teaching activity design. For know-how, the teachers could be 
divided into two categories based on the fact that they used the knowledge, skills, and 
qualities gained from industry experiences in different ways. First, teachers used subject 
knowledge, teamwork and effective participation to improve critical-thinking skills and 
pedagogical strategies. Second, teachers used primarily management knowledge. 
Regarding critical-thinking skills, they used independent enquirers and reflective learners 
in their pedagogical strategies. Finally, for know-why, teachers who were not offered 
adequate support could not adapt quickly to teaching. Effectiveness was demonstrated in 
circumstances in which curriculum development and instructional strategies were being 
tested and revised through collective and collaborative inquiries over the course of several 
years. In conclusion, the university environment should provide an adjustable, quick and 
long-term support system. 

Key words: Career competencies, industry experiences, university hospitality teachers, 
          university teaching 
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INTRODUCTION

The rapid growth of the hospitality 
industry has stimulated the development 
of hospitality higher education in Taiwan. 
According to official statements made by 
Taiwan, by the end of 2008, 56 of 
Taiwan’s 96 higher vocational education 
institutions had established departments 
and programs of tourism, hospitality and 
recreation. Stutts (1995) identified the 
quality of teachers as one of the most 
important factors for the effective and 
sustainable development of hospitality 
education. Given the significance of 
know-how in the hospitality industry, 
having industry experience is an important 
requirement for teacher recruitment in 
higher education institutions hosting 
hospitality programs in Taiwan. Feng 
(2010) indicated that 59.6% of the higher 
vocational education sector’s teachers in 
Taiwan came from the hospitality industry 
and had significant industry experience.

Walo (2001) pointed out that the 
requirement that teachers have experience 
in the industry is an essential element of 
both college and university industry- 
oriented course curricula. Nevertheless, 
while hospitality education currently 
emphasises the importance of teachers’ 
industry experience and therefore, as 
Marshall (1995) considered, requires more 
industry-experienced teachers, there are 
some issues to be addressed regarding the 
incorporation of teachers recruited from 
the industry. While the number of 
hospitality education teachers with 
industry experience in Taiwan is high, the 
teaching effectiveness of the industry- 
oriented teacher must be improved (Feng, 
2010). Hengst (2004) underscored the fact 
that challenges facing those who move 
from the industry to the classroom include 
integrating industry experience with 
course materials as well as finding 
support.

The teaching performance of the 
industry-oriented teacher is concerned 
with whether he or she can effectively 
transition from industry work to teaching. 
For example, a previously stable, linear 
career that moved from one job to another 
would be replaced by a model of nonlinear, 
boundaryless career development (Arthur,
1994; Defillippi and Arthur, 1994; Arthur 
and Rousseau, 1996). The development of 
a boundaryless career requires know-why, 
know-how and know-whom competencies 
(Defillippi and Arthur, 1994; Arthur, 
Inkson and Pringle, 1999) that serve as 
transferable abilities to aid in a smooth
transition and adaptation to a new career. 
While some scholars (e.g., Osipow and 
Fitzgerald, 1996; Patton and McMahon, 
1999) have explored career development 
and transition, few empirical studies have 
focused on the transition from industry to 
teaching (see Mayotte, 2003, for an 
exception). This study aimed to investigate 
university hospitality teachers’ perceptions 
of industry experiences and their 
influences on their university teaching 
philosophies and classroom practices. The 
know-why, know-how and know-whom 
career competencies provide a framework 
for exploring university hospitality 
teachers’ abilities to transfer industry 
experiences to classroom practices in 
Taiwan. The support systems available for 
university teaching and teachers’ 
experiences of these systems were also 
considered. 

Literature review

Transitioning from industry to 
teaching as a second career (e.g., former 
managers who become university teachers) 
suggests the idea of developing a 
boundaryless career. The concept of the 
boundaryless career, which contrasts with 
the concept of the bounded organisational 
career, refers to movement across 
organisations and emphasises the 
significance  of  the   fit  between    the
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organisational circumstances and the 
individual’s personal values (Parson, 1909; 
Holland, 1973). Exemplified by the case 
of an individual who is hired from outside 
the organisation, the development of a 
boundaryless career involves a process of 
career renewal and recommitment; it also 
suggests the significance of possessing 
know-why, know-how and know-whom 
competencies, as well as recognition of an 
individual’s interdependence (DeFillippi 
and Arthur, 1994). These competencies 
are used to move beyond the boundaries of 
a single employment setting and are 
developed through continuous and 
changing work experiences. 

One’s know-why, know-how and 
know-whom competencies, which serve as 
transferable abilities when one changes 
from one career to another, have an impact 
on the successful construction of a 
‘protean career’ path (Hall, 1976, 1996; 
Sargent and Domberger, 2007) that 
depends upon the individual’s own career 
choice for self-fulfilment or self-identity 
rather than what occurs to the individual 
alone. The know-why competencies are 
defined by an individual’s career 
motivation, values, interests, and identi- 
fication with a particular organisation. In 
the boundaryless and protean career path, 
the know-why competencies may 
consequently be separate from, rather than 
correspond to, the culture of an 
organisation with which the individual is 
affiliated. The know-why reflects personal 
meanings and beliefs that affect one’s 
interpretative frameworks.  

The know-how competencies are 
concerned with the accumulation and 
strength of one’s skills, abilities, and 
industry-related knowledge and their 
subsequent application. The know-how 
typically develops through experience in 
relevant practices and is generally 
developed tacitly neither by being stated 
(Polanyi, 1966) nor by being independent  

of the context; instead, it is developed 
through experiential learning (Kolb, 1984) 
that cannot be divorced from the 
contextual process in which the individual 
is involved. Because of having been 
involved with the contextual process of the 
industry, the teacher with industry- 
oriented experience, for instance, has the 
potential synthesis between practical cases 
and general theories. This teacher is then 
expected to be able to transfer and apply 
useful industrial knowledge and principles 
into the university-teaching context. 
Moreover, if connections and effectiveness 
are to be maintained, the move from 
industry to this new teaching context 
demands a continual updating of industrial 
know-how through inter-practice contact.  

The know-whom competencies are 
related to the building of career support 
networks and are associated with social 
capital (Burt, 1997; Putnam, 1995). In this 
model career development occurs within a 
‘community of practice’ (Wenger, 1998), 
as a reference group, and not only 
structures the know-how in a specific 
professional practice for sharing 
problem-solving strategies but makes 
available social relations that shape the 
influence of solidarity and identity of the 
individual. At the start of a new career, 
seeking support from social networks, 
relations and secure attachments are 
important (Ibarra and Lineback, 2005; 
Nelson and Quick, 1991). 

In this paper, the know-why, 
know-how, and know-whom competencies 
provide a framework for describing 
teachers’ motivations, skills, and networks, 
respectively, that influence teachers’ 
career changes and that cross organi- 
sational and occupational boundaries. 
Transitioning from one career to another 
implies agentic action, mission, 
recommitment, and personal and 
professional growth (Arthur, Inkson and 
Pringle,    1999;   Resta,    Huling    and
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Rainwater, 2001; Mayotte, 2003). The 
transfer of previously valuable skills, 
experiences and knowledge to the new 
teaching context, however, is not an 
automatic transition (Ludwig, Stapleton 
and Goodrich, 1995; Powell, 1996). While 
exceptional qualities and industry skills 
possessed by the industry-trained teacher 
can be useful and applicable to university 
curricula, the teacher, as he or she adapts, 
may continue to lack useful and pro- 
fessional teaching expertise, such as 
classroom management skills, the under- 
standing of students’ needs, the ability to 
motivate students and the provision and 
management of flexible office hours 
(Kang, Wu and Gould, 2005). Industry- 
oriented teachers need to learn to apply 
teaching strategies and to adapt industry 
knowledge and skills to fit unique 
classroom circumstances and needs 
(Powell, 1996). Preconceived notions, 
attitudes, and expectations about teaching 
shaped by previous work experiences also 
need to be reflected upon by hospitality 
teachers as they transition between 
different vocational contexts (Bullough and  

METHODOLOGY  

To investigate university teachers’ 
perceptions of the influence of previous 
industry experiences on their classroom 
practices, we used research methods that 
included interviews and observations. For 
the interviews, six university teachers with 
rich experiences in the hospitality industry 
and high university-teaching performance 
ratings were chosen based on the 
recommendations of educators and 
acquaintances at three universities in 
Taiwan. Initial contact was made through 
letters and e-mails. Five male participants 
and one female participant volunteered to 
take part in the study. They were chosen 
based on age variation, different 
hospitality industry backgrounds, years of 
teaching experience, teaching departments 
and subjects taught (Table 1). The six 
university teachers are referred to by the 
following pseudonyms: Pak, Tom, Ben, 
John, May and Roberto. All of these 
teachers have received awards for their 
teaching performance

Knowles, 1990; Freidus, 1994; Feng, 2010).

Table 1. The backgrounds of the six participants in this study 

Name Age Previous hospitality 
industry

Teaching
experience

Teaching department 

Pak  55 Hotel manager  6 Hotel Management  
Tom 38 Restaurant manager 4 Food and Beverage 

Management 
Ben 62 Tour company 

manager  
7 Travel Management 

John 48 Executive chef  15 Chinese Culinary Arts 
May  43 President of 

restaurants
15 West Culinary Arts 

Roberto 50 Executive chef  11 West Culinary Arts 
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Interviews provided a way to explore 
their perceptions, attitudes, concerns, and 
opinions of industry experiences and 
teaching effectiveness. The questions 
guiding the interview included the 
following: Which industry competencies 
and attitudes do you recognise as being 
used in your teaching practices? What 
kind of support system was provided for 
industry teachers during your first three 
years of teaching? Did the support system 
meet your needs? Two to three interviews 
took place with each of the participants 
over the course of one semester. The 
semi-structured interviews were based on 
a set of open-ended questions. The 
interviewee chose the location and time of 
the scheduled meetings. Five of the six 
participants chose to conduct the 
interviews in their classrooms or offices.  

For observations, one of the 
researchers (Feng) observed the six 
teachers’ teaching practices in the 
classroom as well as their interactions with 
peers at their respective colleges and 
universities. The researcher was a 
non-participant observer. Detailed and 
descriptive field notes taken during 
observations provided data for analysis. 
Through triangulation, we examined how 
university teachers perceived their 
strengths and struggles in light of their 
previous industry experiences. We also 
investigated how their previous industry 
experiences influenced their teaching 
philosophies and shaped their classroom 
practices. 

The participants’ backgrounds 

Pak

Pak completed a master’s degree in 
hotel management in the United States. 
After graduation, he took a job in the hotel 
industry as a manager for Landis Hotels & 
Resorts. In his final position as general 
manager/vice chairman, Pak served as an  

 
administrative consultant and helped 
employees develop new hotels and 
assisted other managers in managing the 
older hotels. After about twenty years in 
this industry, Pak started to evaluate his 
career options and began thinking about a 
teaching career. Pak quit his job and was 
hired as a teacher with professional 
industry experience. He was the first 
technical teacher in his department.  

Tom

After graduating from college with a 
diploma in hotel management, Tom 
assumed he would follow his family in the 
restaurant management industry. A 
long-term position in restaurant 
management at a famous hotel and 
encouragement from a classmate who was 
teaching at a hospitality college helped 
Tom decide to switch careers. He obtained 
a technical teacher position after 
interviewing at a teacher fair. Hoping to 
make an impact in the area of hospitality 
education, Tom completed his master’s 
degree in hospitality management in 
Summer 2010.  

Ben

Ben completed an EMBA degree 
during his thirty years of experiences in 
the tourism industry. Through various 
leadership positions in the field (e.g., 
senior advisor, general manager of 
Gullivers Travel Associates of Taiwan), he 
understood that the quality of hospitality 
services is the key factor in enhancing 
tourism development. As a general 
manager, Ben partnered with colleges to 
implement a six-month internship program. 
He also served as an industry practitioner 
at a college. Ben then accepted others’ 
advice to start teaching as a lecturer in a 
college’s Travel Management Department 
one year after retiring from the tour 
company. He is currently a Ph.D. student 
at a graduate institute. 
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John
     
  John began his career as a cook with 
his uncle and had twelve years of 
experience working in Chinese restaurants. 
John transitioned to teaching in his thirties 
and was the first technical staff member to 
teach in the department of Chinese 
Culinary Arts. Because he was the first to 
do this and there were no experienced 
technical staff members from whom to 
gain support, he stepped into this new 
setting with a desire to learn and a fear of 
not knowing enough. John obtained a 
master’s degree in hospitality management 
thirteen years after beginning teaching.  

May

May came to teaching after working 
in two distinct careers. As a young 
university graduate in her early twenties, 
she began working for a finance company 
as a project manager. Afterwards, May 
obtained a master’s degree in tourism in 
the U.K. Her final position in the 
hospitality industry was assistant manager 
of restaurants at the Plaza Hotel Taipei. 
Because it required physical strength, she 
worried that she might not be able to 
handle working in the hospitality industry 
as she got older. May completed a doctoral 
degree in business management and 
became an assistant professor in August 
2010.

Roberto

Roberto began his career as an 
assistant cook in a Chinese restaurant and 
then worked in a French restaurant for 
seventeen years. His dream was to become 
a good teacher so that he could take good 
care of the next generation. After twenty 
years, Roberto became a chef at a famous 
club, but he noticed that new employees 
couldn’t last long in the same position 
without a positive learning attitude. 
Roberto thinks that education is the key.  

After considering the economic and 
interest factors and with his family’s 
support, Roberto came to teaching as a 
technical teacher at a college. 

RESULTS  

According to the results of this study, 
the influence of previous industry 
experiences on industry-oriented teachers’ 
perceptions included the recognition that: 
1) industry experiences that developed the 
teacher’s knowledge and skills were 
transferable to and useful in teaching; 2) 
knowledge and skills they possessed had 
been enriched by previous industry 
experiences; and 3) previous industry 
experiences influenced their teaching 
philosophies. This is in line with 
Mayotte’s (2003) finding that second 
career teachers try to connect what they 
have learned and developed in previous 
careers to what they do in the classroom 
and that support from teachers or 
institutions can help them adapt to 
teaching. 

The know-why  

For all six participants, the know-why 
competencies were evident in the 
participants’ descriptions of their choice to 
transition to teaching and in their 
recognition that previous industry 
experiences influenced their teaching 
philosophies. For instance, Pak stated, 
‘Some practitioners of the hotel industry 
don’t possess correctly attitude and 
enough enthusiasm, but they still may 
spend many years of their life doing their 
jobs. I hope future practitioners could 
enjoy what they do by my guidance. And 
that is what made me make the switch’. 
John commented that his job was fulfilling 
his career goal, ‘I feel like I was 
contributing’. For May, ‘I know that the 
salary of teaching is stable and the 
working schedule is more fixed. It is also a  
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career of the application of theories and 
practices’. And for Ben, it was as a result 
of his career experience that he ‘offered 
what actually occurred in tourism practice’. 
He ‘wanted to improve the quality of 
tourism’. He thought that ‘a teacher is the 
person who directed students that way’. 
Tom commented, ‘I think it an opportunity 
to collaborate with this profession and 
salary is high and freeze ’. For Roberto, 
‘being a college teacher was fulfilling a 
commitment. When working in a 
restaurant, I noticed that low ratio of new 
employees stayed in the same position 
over two years. Therefore, I had 
something in mind which is to intensify 
young people’s professional attitudes at 
school is the root. It also made me think of 
the commitment of being a teacher when I 
was young and passing on what I got to 
the next generation’.  

For the four university teachers with 
industry experience (Pack, John, Ben, and 
Roberto), the ‘why teach’ question was 
about seeking responsibility and personal 
fulfilment in their occupational choice, 
whereas for May and Tom, the choice to 
teach was more about development of 
hospitality knowledge, safety needs and 
self-esteem needs. All six participants also 
acknowledged that working in hospitality 
influenced their teaching philosophies. 
This was evident through lessons 
developed, curriculum designed, learning 
settings and examples used in teaching. 
For example, as a result of her work in 
restaurant and project management, May 
developed lessons that were more 
application based. She said, ‘Students are 
motivated to learn more about knowledge 
when they understand the importance of 
knowledge, the ways of practices, and the 
test standards. However, the learning 
points should be less than five once. So 
connection is important and I think that is 
from the experiences of training 
employees in restaurants. Due to the 
previous   industry  experiences,  I     can  

design the curriculum and teaching about 
hospitality management simulation which 
can not be found in textbooks’.  

Ben selected curricular themes that he 
deemed important as a result of previous 
life and career experiences. Pak, having 
run several hotels, described his teaching 
philosophy by mentioning that the 
curricular content and pedagogical 
approaches he designs are based on 
student response and feedback rather than 
on the teacher’s individual thinking; 
students, in his view, are customers while 
the teacher has the responsibility to satisfy 
student needs. Such a view does not seem 
typical for teachers in Taiwan.  

John and Roberto readily recognized 
the impact everyday experiences have on 
teaching. Roberto spoke of how he 
discussed with students his and others’ 
practical experiences and how he 
integrated such experiences into the 
curriculum. He noted, ‘I use a lot of 
examples that I have known and had 
connections with’. Similarly, John said, ‘I 
feel there is something to be said about my 
experiences and that the reason that I 
know as much as I do about the 
importance of team work in hospitality 
practice is because I had been through the 
practices and just know their significance’.  

All six participants viewed their 
industry experience as having a positive 
effect on their teaching. Ben’s words 
reveal a common belief amongst the 
industry-experienced university teachers: 
‘I think I have my own place and value 
because I had hospitality industry 
experiences. I have a vision for my 
students, I can teach all kinds of authentic 
cases, design some learning activities that 
conform to the ways that industries 
operate, apply authentic assessments, and 
perform better in coordination’. 
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The know-how   

When asked about the most useful 
know-how knowledge that transferred 
from previous industry experience to 
teaching, the participants offered the 
following viewpoints: for Pak, it was 
interpersonal knowledge; for Ben and 
Tom, it was time-management skills; for 
John, it was teamwork and peer 
assessment; and for Roberto, it was 
decision making and preparation ability. 
These findings demonstrate specialised 
knowledge and skills held by the 
participants.  

When asked about vocation-related 
knowledge, Roberto mentioned technical
knowledge: ‘I worked in the cruise and 
spatial kitchen before. I then learned a lot 
of knowledge concerning cooking 
facilities I never knew before’. This 
experience allowed him to be unafraid in 
figuring out things in his current 
institution. Pak and Ben developed 
management knowledge and skills in their 
work operating hotels and travel 
companies. They both mentioned that they 
discovered all sorts of things that they 
never would have known if they had not 
been faced with those managing situations. 
For Tom it was both European culture and 
knowledge of food nutrition. Roberto 
noted that he gained an understanding of 
cost control and crisis management, as 
well as the development of culinary arts. 
For May it was project-management 
knowledge. For John, the so-called 
knowledge in his field did not match his 
conception of knowledge; he referred to 
this as the awareness that food touches 
one’s heart and that the feelings and 
aesthetics associated with food impact a 
restaurant’s profits.  

Regarding skills and abilities, Pak 
and Ben described several that they cur- 
rently use in their teaching, including the 
ability  to  help others, time management,  

and problem-solving techniques. In terms 
of problem solving, Pak frequently 
referred to teamwork and developing 
collaboration amongst colleagues. May 
recognised simulation skills, com- 
munication and foreign language skills as 
being applied readily in her teaching. May 
described simulation skills as follows: 

I told them that my job before teaching was 
calculating and controlling production value, 
arranging the orders of serving complicated 
dishes, and ensuring the process running well. 
I am really familiar with the simulation 
elements. You know junior students and senior 
students trying to plan and carry out their own 
annual banquet. I taught them in the way other 
teachers may not be able to because of my 
previous working experiences.  

Tom referred to communication, 
sensitivity to others’ needs, and problem 
solving. He also acknowledged his ability 
to multi-task. He said that: 

I took charge of an in-school intern program 
and a course of feast management. I 
responded and solved students’ questions 24 
hours and problems in the daytime and at 
night. You look at a problem and thinking of 
solving it in ways that no one may have ever 
thought of before. Teaching is the same in this 
sense, I guess.  

When it came to skills that transferred 
to teaching, John and Roberto thought of 
coordination skills and collaboration skills. 
Ben felt his previous career allowed him to 
develop business law knowledge and 
professionalism, both of which helped him 
become disciplined and focused. For Pak it 
was patience and professionalism. For John, 
it was important that each team member had 
to comply with orders from leaders. Roberto 
believed his previous career facilitated his 
pressure tolerance, responsibility, and 
willingness to share, while also forcing him 
to not be fussy about trivial things or about 
being put at a disadvantage (see Table 2).  
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Table 2.  Recognition of knowledge, skills and qualities by the participants 

Teacher Knowledge Skills Qualities 
Pak  Business knowledge Human relationship skills

 Time management 
 Problem-solving techniques 
 Communication skills 
 Helping others’ develop    

  skills

Patience
 Professionalism

Tom  European culture 
 Food nutrition 

Time management
 Communication skills 
 Problem-solving techniques 
 Sensitive to other’s needs 
 Multi-tasking and multi- 
dimensional thinking

Ben  Business knowledge Time management
 Problem-solving techniques 
Helping others’ skills

Business law knowledge
 Professionalism

May  Project-management  
 knowledge

Simulating skills
 Fluency in foreign language 
 Communication skills 

John  Team work arrangement
 Peer assessment  
 Communication skills 
Collaboration skills

Compliance with  
 orders from leaders 

Roberto  Technical knowledge
 Cost control  
 Risk management 
 Development of  
 culinary arts 

Decision making
 Preparation skills 
 Communication skills 
 Collaboration skills 

Managing work under 
   pressure

 Responsibility
 Willingness to share  

  and not be fussy about  
  trivial things  

 Not caring about being 
 put at disadvantage

The know-whom 

In terms of support networks, four 
participants found the support they 
received to be inadequate. May, Tom, Ben, 
and Pak did not perceive the support 
provided to them at their respective 
colleges and universities to be adequate, 
whereas both John and Roberto, the two 
chefs who made career changes, 
acknowledged a medium degree of 
satisfaction with the support provided. 
John and Roberto mentioned age as a 
contributing factor in their adaptation 
process. Roberto mentioned that ‘because 
of my age students tend to regard me as a 
creative cook’.  

As their experiences throughout the 
course of the school year demonstrated, 
May, Tom, Ben and Pak are less likely to 
receive assistance. In changing careers, 
they believe that support is indispensable 
to their adaptation to teaching (Resta et al., 
2001). Yet, support is not necessarily 
provided and they may not get the help  

they need because they do not tend to be 
considered novices due to their age and 
prior experiences (Freidus, 1992; Madfes, 
1990; Feng, 2010).  
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CONCLUSION  

The data from this study show that 
six university teachers with rich 
experiences in the industry possess many 
exceptional qualities and skills that may be 
carefully integrated into teaching. They 
can supplement the lack of university 
teachers, particularly through field-based 
courses (e.g., field trips, classroom 
presentations, internships, etc.). However, 
they must improve their pedagogical 
knowledge. Without receiving support and 
training, their industry experience cannot 
be used effectively in classroom practices, 
especially in becoming knowledgeable 
about issues like learners and learning, 
general pedagogy, and context. The 
study’s results reflect that the six 
participants’ know-why competencies 
influence their views when beginning to 
teach. Harris and Zhao (2004) indicated 
that the characteristics of those who work 
in the hospitality industry are enthusiasm, 
teamwork, and fast pace. These features 
are helpful in implementing teaching 
practices. However, when the duration of 
teaching is longer, these features fall 
away.

Jenkins and Veal (2002) and Viiri 
(2000) noted that reflective teaching can 
help teachers to revise their own 
pedagogical strategies, improve students’ 
learning effectiveness, and improve 
classroom management. One of the 
findings of the study is that practical 
industry experience is the key factor for 
development of pedagogical knowledge. 
Yet, in this study, each participant 
acknowledged that as beginners in a 
university-teacher position, previous 
industry experiences were not enough to 
ensure a successful transition to teaching. 
Therefore, if teachers do not practice 
reflective thinking and industry- 
experience critiques, they may not transfer 
to technical knowledge. Another finding 
of   this  study    is   that   know-whom  

competencies help university teachers 
reflect and learn from practical teaching 
experience, including interactions and 
communications among colleagues, 
workshops or further teaching studies. The 
university environment should provide an 
adjustable, quick and long-term support 
system.  

This study’s limitation is that only 
interviews and observations were used to 
collect data on the influence of university 
hospitality teachers’ industry experiences 
on teaching practices; students’ opinions 
were not collected for comparison analysis 
as a control group. Future studies that 
address this question might consider the 
student perspective of how the 
industry-oriented teachers help or obstruct 
their learning, and the specific needs of 
theory-oriented teachers transitioning to 
the industry-oriented teaching profession. 
Additionally, the teachers with careers as 
chef could provide insight into how age 
differences impact previously developed 
career competencies when adapting to 
teaching.  
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ABSTRACT 

The purpose of the study is to examine the relationships among employees’ 
perceptions of psychological contract breach, cynicism and individual employee behavior. 
Based from the data of a survey of 377 matched data from airline gourd staffs and their 
supervisors of flag-carrier in Taiwan, this study conducted regression and cluster analysis 
to test the associations hypothesized in the research model. The results showed that 
employees’ cynicism partially mediated between psychological contract breach and exit 
intention. The research also empirically, partially supported that cynicism mediated the 
relationships between psychological contract breach and organizational citizenship 
behaviors. This study was relevant in order to point out the airline staffs’ cynicism toward 
organization as an important mechanism, which played a mediator role in the 
psychological contract breach and employee work behaviors.  

Key words: Psychological contract breach, cynicism, organizational citizenship  
                     behaviors, intention to exit, airline industry 

      

INTRODUCTION
 
 Many researches pointed out that 
psychological contract breaches will lead 
to employee cynicism (Andersson, 1996; 
Dean et al., 1998; Johnson & O `Leary-
Kelly, 2003) and cynicism is prevalent 
among organizations. However, the 
academic discussion on cynicism still 
belongs to an emerging issue. Andersson 
(1996) explored the factor for employee 
cynicism formation with psychological 
contract breaches as the theoretical 
framework. When employees think that 
the organizations fail to fulfill their duties, 
they may tend to perceive that 
psychological contract is breached, which 

not only does harm to relationship 
between employers and employees, but 
also further leads to employees’ 
disillusionment and mistrust towards their 
organizations and causes employees’ 
negative attitudes and behaviors towards 
the organizations, including low job 
satisfaction, decreased organizational 
citizenship behaviors, as well as reduced 
work performance, etc. (Robison & 
Rousseau, 1994; Robison & Morrison, 
1995; Turnley & Feldman, 2000). 
Therefore, employees’ psychological 
contracts may play important roles, and 
any promises made by their organizations 
may become employees’ psychological 
contract; any failure to deliver promises by  
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the organizations may lead to the collapse 
of employees’ psychological contract and 
cause negative impact on their employees’ 
commitment, trust, fairness and other 
cognitions. With the rapid spread of 
cynicism, employees’ cynicism is viewed 
as an important attitude that influences 
workplace and should be a concern among 
researchers and practitioners  
 
 There are many factors leading to 
employee cynicism in modern society, for 
instance, both bureaucracy and technical-
ized environments need many contract 
specifications to be built, which may 
hinder the original ethics and significance 
previously used to guide employees. And 
when organizations are indulged in 
pursuits of economic success and are more 
emphasized on maximized efficiency and 
effectiveness, there will be an increasing 
lack of trust and respect. They attach more 
importance to transactional contract rather 
than relational contract, and such 
transactional contract will lead to cynicism 
(Andersson, 1996). Cynical employees 
hold the view that the organizations lack 
integrity and fairness and decisions made 
by their organizations are not imbued with 
integrity, having negative emotions 
towards the organizations (Davis & 
Gardner, 2004). Especially when employ-
ees discover ubiquitous greed, near-
sightedness, highly competition and 
unethical leadership behaviors in the 
organizations, cynicism will spread in the 
workplace (Rogers, 1995). Therefore, the 
impact of the spread of cynicism on 
business should not be overlooked; rather, 
it needs to be understood through 
researches.  

 Theory and hypothesis 

Psychological contract breaches 
 

Psychological contracts are becoming 
increasingly important in describing the 
relationship between employees and the 
organizations   as    well     as     employees  

 
performance, while psychological contract 
is built on the basis of trust and represents 
that employees believe that the organi-
zations can fulfill their obligations and 
commitments. Psychological contract is a 
reflection of individual expectations of the 
obligations between employees and or-
ganizations (Rousseau, 1995), containing 
both aspects of individuals and organi-
zations. Psychological contract means that 
there is an exchange relationship between 
organizations and employees and needs to 
consider the expectations and obligations 
of both parties (Schein, 1980), while 
psychological contract not only has the 
nature of expectation, but also contains 
commitment and reciprocity towards 
obligations. To break the expectations will 
generate disappointment, while to break 
the obligation will induce anger, thus 
making people re-evaluate the relationship 
between the individuals and the 
organizations. 
 

There are four characteristics of the 
psychological contract proposed by 
Morrison & Robinson (1997), including 
(a) psychological contract is cognitive and 
unique; (b) psychological contract is based 
on the promises which refer to achieving 
the commitments for certain things; (c) 
psychological contract only exists in 
employees cognition but not in 
organizations; (d) psychological contract 
is divided into transactional and relational 
dependent on their features. Mostly, the 
psychological contract is informal and 
implicit, rather than open and public. 
Therefore, it is essentially subjective. For 
example, awards for long-term service 
rarely become a part of a formal contract, 
but people have expectations on this. So 
most scholars agree that psychological 
contract is the faith possessed only by 
employees. 
 

Psychological contract breaches refer 
to employees’ perceptions towards organi-
zations’ failure to the delivery of the 
obligations    in    psychological    contract  
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(Morrison & Robinson, 1997; Turnley & 
Feldman, 2000). Rousseau (1989) deemed 
that when one party of the organizations 
and employees cannot fulfill their obli-
gations, psychological contract will be 
breached. Although both employers and 
employees will perceive psychological 
contract breach, this study discusses the 
definition of psychological contract breach 
as most scholars have proposed, that is, 
psychological contract breach is employ-
ees’ unilaterally perception that organi-
zations are unable to fulfill their obli-
gations. Such perception is individual and 
subjective, which reflects employees’ 
psychological calculation towards their 
fulfilled commitments. In other words, 
psychological contract breach is deter-
mined subjectively rather than factually. 

Cynicism 
 
 The term “Cynicism” is derived in the 
Greek classical period when cynicists 
believed that the greatest wisdom was to 
see through most people’s values. While 
cynicism became prevalent in the second 
century AD in Rome, which was reflected 
in two aspects: one is not to respect or 
trust anything, and the other is that they 
expressed dissatisfaction and distrust 
usually in derision, rather than anger and 
tendency for anger, thinking that the 
reasons why they were more intelligent 
than others are that they could see through 
everything, that they couldn’t be cheated, 
and that they didn't change and wouldn't 
change. Pessimistic, they were also 
arrogant and disdainful. The prevalence of 
such cynicism severely eroded the social 
foundation of Rome. 
 

In modern society, employees’ 
negative behaviors are commonly seen 
throughout organizations in the United 
States, Europe and Asia, and cynicism 
seriously damage competitiveness of those 
enterprises and the adaptive capacity for 
the current organizational reforms (Dean, 
et al., 1998). Cynical employees doubt the  

 
truth the management team has told them 
and even that the management team is 
making use of them when having the 
opportunity, and therefore their trust in 
business is not as good as before. In 
addition, leadership, power distribution, 
organizational changes, or procedure 
fairness may result in employees’ cynical 
attitudes towards the organizations 
(Bommer, et al., 2004). Especially when 
employees discover presence of ubiquitous 
greed, nearsightedness, highly competition 
and unethical leadership behaviors in the 
organizations, cynicism will spread in the 
workplace (Rogers, 1995).  
 

Dean, et al. (1998) pointed out that 
the previous research on cynicism was 
divided into the following aspects: 
personality approaches, social/institutional 
focus, occupational cynicism focus, and 
organizational change focus. They also 
thought that the organizational cynicism 
represented the negative attitudes towards 
organizations and defined it as follows: 
(a). Cynicism is a state, different from 
personality traits, so it will change along 
with experience and time. (b). It is not 
limited to certain vocations like the police, 
rather it exists among the various 
professions or organizations. (c). Based on 
tripartite attitude theory, cynicism is not 
just about a belief, but also contains effect 
and behaviors. 
 

Consequently, the definition of 
cynicism in this study refers to the views 
of Dean et al. (1998), namely it includes 
three aspects of cynicism: (a). Beliefs - the 
organizations lack integrity. (b). Affect - 
the negative affect towards the 
organizations. (c). Behavioral tendencies - 
behavioral tendencies caused by the above 
beliefs and affect. However, the potential 
target of employees’cynicism may be 
business organizations, or business 
management classes or other subjects 
within the company (Andersson, 1996; 
Andersson & Bateman, 1997; Johnson & 
O `Leary-Kelly 2003). 
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Psychological contract breaches and 
cynicism 

 
Many studies have pointed out that 

employees’cynicism is caused by breaches 
psychological contracts (Andersson, 1996; 
Dean, et al., 1998; Johnson & O `Leary-
Kelly, 2003). Andersson (1996) explored 
the factor attributed to employee cynicism 
formation with psychological contract 
breaches as the theoretical framework. 
When employees think that the organi-
zations fail to fulfill their duties, they may 
perceive that psychological contract is 
breached, which not only does harm to 
relationship between employers and 
employees, but also further leads to 
employees’ disillusionment and mistrust 
towards the organizations and causes 
employees’ negative attitudes and 
behavior towards the organizations. 
 

The effect of psychological contract 
breach is more far-reaching than what the 
contractual parties concerned have 
expected, and individuals within and 
outside organizations also suffer. Employ-
ees begin to show contempt, frustration, 
disappointment and other negative 
emotions (Dean, et al., 1998) towards 
anything in the organizations, including 
directors, or the workplace, so the breach 
of contract has a considerable impact on 
both individuals and organizations. 
Psychological contract breach will 
generate lower trust and job satisfaction, 
and those who experience breach are more 
inclined to quit their jobs (Robison & 
Rousseau, 1994; Robison & Morrison, 
1995). Based on the above literature, this 
study suggests that employees’ perception 
that the psychological contract is breached 
will have an impact on the organizational 
cynical attitudes. Hypothesis 1 is put 
forward accordingly. 
 
Hypothesis 1: The degree of employees’ 
perception of breaches of psychological 
contracts is positively related to 
organizational cynicism. 

Employee work behaviors 
 

Shore & Tetrick (1994) suggested that 
psychological contract had three functions: 
(a) it could reduce insecurity concerns 
between employees and organizations; (b) 
it can make employees feel his influence 
in the organizations, namely, employees 
understand their roles expected by the 
organizations; (c) it can shape employee 
behaviors. Employees will weigh their 
responsibilities and obligations towards 
the organizations and make adjustments on 
their behaviors in response to the 
difference between their responsibilities 
and obligations expected by their organi-
zations, as the basis of output standard. 
Thus, employees’ perception of breaches 
of psychological contracts will also have 
an impact on employee behaviors. The 
research will discuss this from the 
perspective of organizational citizenship 
behaviors and turnover intentions 
respectively. 

Organizational Citizenship 
Behavior (OCB) 

 
Organ (1988) classified organizational 

citizenship behavior into five categories: 
(a). Altruism: those who volunteer to help 
other members in the organizations, 
including supervisors and colleagues; (b). 
Conscientiousness: those who actively 
behave beyond required standards. (c). 
Sportsmanship: employees who tolerate 
and show no complain toward unfavorable 
situations in the organizations. (d). 
Courtesy: employees who voluntarily 
inform other members of fear of many 
potential problems at work. (e). Civic 
Virtue: employees who voluntarily care 
for others and participate in political 
activities in the organizations. William & 
Anderson (1991) classified organizational 
citizenship behavior into: (a). IRB: 
performance for completing specific work 
by employees. (b). OCBI: performance by 
employees willing to take initiatives to 
help  others  at  work  and   care  for  other  



127

International Journal of Asian Tourism Management                             ISSN: 1906-8654 
Vol.3 (2): 123-136, September, 2012 
The Effects of Psychological Contract Breach on Employee Work Behaviors in the 
Airline Industry: Employee Cynicism as Mediator        K. M. Wan 
 
colleagues. (c). OCBO: performance 
presented for working for the interests of 
the organizations by employees. 
 

The OCB is considered to be 
employees’ unconditional and voluntary 
performance of extra-role behaviors 
without being rewarded with formal 
organizational incentives (Organ, 1988; 
Konovsky & Pugh, 1994); when employ-
ees make organizational citizenship 
behaviors, they can effectively promote 
the achievement of organizational goals 
(Organ, 1988). In conclusion, organi-
zational citizenship behavior defined in 
this study is based on the employees’ 
performance proposed by William & 
Anderson (1991) which is helpful for 
others or organization beyond their 
specified duties, including OCBI and 
OCBO. 

Intentions to exit
 

When psychological contracts bet-
ween employees and organizations 
maintain balanced, employees will finish 
work as expected and show expected 
behaviors. But once the balance is 
destroyed, for example, the condition of 
the organization becomes unsatisfactory or 
psychological contract is destroyed due to 
some reasons, employees will seek some 
ways to restore a balanced state; under this 
circumstance, behaviors such as quitting 
jobs, proposing recommendations, keeping 
loyal and idling (Farrell, 1983) come to be 
seen. Psychological contract breaches will 
generate lower trust and job satisfaction, 
and those who experience breaches are 
more likely to have turnovers (Robison & 
Rousseau, 1994; Robison & Morrison, 
1995). 

 
Psychological contract breaches,  
cynicism and employee work 
behaviors

Psychological contract breaches 
and employee work behaviors 

 
When employees’ psychological 

contract has not been valued or satisfied 
by their enterprises, they will gradually 
grow dissatisfaction and distrust, which 
will affect employees’ working attitude 
and quality. If psychological contract is 
not valued for a long time and another 
psychological contract has been generated 
constantly, employees’ dissatisfaction in-
creases with each passing day, which may 
disrupt balance of their psychological 
contracts. They will then take some 
actions to express their discontent. As far 
as employees’ beliefs and experience are 
concerned, the contract is the most basic 
one, while psychological contract breach 
is considered significantly related with 
employees’ attitude and behavior 
(Morrison & Robinson, 1997). In addition, 
viewing from the theory of social 
exchanges, people tend to seek a fair and 
balanced exchange relationship with 
organizations. Therefore, for employees, 
when psychological contract is breached 
and this exchange relationship becomes 
unbalanced, they will take actions to seek 
a rebalance between the two parties, such 
as decreased commitment, contributions or 
performances, etc. 
 

It has been shown in many empirical 
researches that psychological contract 
breach influences employees’ attitude and 
behavior. For instance, Schein (1980) 
thought that psychological contract breach 
would lead to the unrest, strikes and leaves 
of employees. Robinson & Rousseau 
(1994) conducted a survey on those who 
have MBA degrees and found that 54.8% 
of the respondents once encountered psy-
chological contract breaches. Mean-while, 
psychological contract breach showed a 
negative correlation with employees’ satis-
faction, trust and retaining intentions 
towards organizations and a positive 
correlation with turnover rate in the 
organizations (Robison & Rousseau, 1994; 
Robison & Morrison, 1995). In addition, 
the impact of psychological contract 
breach   on   the    negative   behaviors   of  
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employees also includes lowered employ-
ees contribution to the organizations or 
degraded employment relationship 
(Robison & Rousseau, 1994); Robison & 
Morrison (1995) further pointed out that 
psychological contract breach will affect 
extra-role behaviors and organizational 
citizenship behaviors. That is to say, when 
employees experience psychological con-
tract breaches, they will not trust 
employers or do not want to engage in 
organizational citizenship behaviors. 
 

Turnley & Feldman (2000), with 804 
U.S. management staffs as samples, 
explored the impact of psychological 
contract breaches on employee behaviors. 
It was found that psychological contract 
breach would indeed affect employees’ 
turnover intentions, the neglect of duties 
within the role, as well as reduced 
organizational civil behaviors. Gupta & 
Jenkins (1991) once pointed out that 
organizational withdrawal behavior is the 
voluntary reaction by individuals to 
increase the physical or psychological 
distances with the organizations when they 
perceive the situation of the organizations 
is unsatisfactory. As for the measurement, 
therefore, psychological contract breach 
indeed has a considerable impact on 
individuals and organizations. Based on 
the above theoretical and empirical 
researches, this research suggests that 
psychological contract breach will have a 
negative impact on employees’behaviors, 
including reducing beneficial behaviors 
towards the organizations (OCB) and 
increasing turnover intentions. 
 

Accordingly, hypotheses 2 and 3 are 
proposed as follows: 
 
Hypothesis 2: the higher the degree of 
employees’ perceiving psychological 
contract breach, the smaller the possibility 
of showing organizational citizenship 
behaviors by employees. 
Hypothesis 3: the higher the degree of 
employees’   perception   o   psychological  

 
contract breach, the bigger the possibility 
of employees’ turnover intention. 

Cynicism and employee work 
behaviors

 
Many studies have shown that 

cynicism of employees will be reflected in 
some important behavioral results 
(Bommer, et al., 2004).  Johnson & O 
`Leary-Kelly (2003) once took 103 bank 
employees as sample and verified that the 
destructions of different social exchange 
relationships may have different impacts. 
Research shows that employees’ per-
ception of psychological contract breach 
has a direct impact on employees’ be-
haviors (such as job performance, organi-
zational citizenship behavior and absentee-
ism) and has an indirect effect on work 
attitude (such as organizational commit-
ment and job satisfaction); and employees 
have a mediated effect on organizational 
cynicism and between psychological con-
tract breach and work attitude. To sum up, 
since cynical employees do not trust or 
respect the organizations, behaviors that 
are harmful and not beneficial for the 
organization will be produced when they 
perceive that the organization fails to 
fulfill its commitments. Therefore, we 
propose hypotheses 4 and 5 as follows: 
 
Hypothesis 4: organizational cynicism of 
employees has a mediated effect on 
psychological contract breach and work 
attitude.  
Hypothesis 5: organizational cynicism of 
employees has a mediated effect on 
psychological contract breach and exit 
intention.  
 

It’s known from the literature that 
psychological contract issues are be-
coming more and more concerned. 
Employees’ perception of psychological 
contract between organizational breach 
and employees will result in a significant 
decline in terms of trust and commitment 
towards the organization, thereby affecting  
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employees’ behaviors. On the basis of the 
research, we propose research framework  

 
shown  in  Figure 1.

 

 
 
 
METHODOLOGY

Measures 
 

This research conducted an empirical 
study with airline industry as subjects on 
the basis of views of psychological 
contract breach and cynicism to under-
stand the cynical attitude by employees 
towards the organization when they 
perceived psychological contract breach 
and to understand their performance on the 
organizational citizenship behavior and 
turnover intention. And quantitative data 
was collected through structural question-
naire. According to the proposal of 
Podsakoff et al. (2003), when the data of 
outcome variables and its antecedents are 
derived from the same objects, we should 
manage to control the mediated effect 
resulting from common method variances. 
Therefore, this research adopted paired 
questionnaire, the contents of which in-
clude into two parts; the first part is 
written by employees themselves, in-
cluding the perceived psychological con-
tract breaches, cynicism, turnover in-
tentions and personal background 
information; and the second part written 
by their supervisors, including employees’ 

organizational citizenship behavior and 
supervisors’ personal background inform-
ation. 

Psychological contract breach 
 

As for psychological contract 
breaches, this research adopts a 
comprehensive view of Rousseau (1990), 
Robinson & Morrison (1995), Turnley & 
Feldman (2000) to understand the degree 
of individual employees’ perception of 
organizational delivery on commitments. 
The scale altogether contains 16 questions. 
Question 1 to 15 respectively inquire 
employees about the degree of 
organizational delivery on commitments in 
economic and non-economic aspects, such 
as wages, training, promotion, career 
development, welfare, health care, job 
challenges, work protection, etc. The so-
called commitments include formal, 
informal, verbal or implied commitments; 
organizations include top executives, 
human resource department, department 
heads, and supervisors and so on. The 
questions are “My organization promised 
to raise my salary” and “My organization 
promised to my promotion”; question 16 is 
a comprehensive view, namely, “What  do  

Figure 1. The hypothesized structural model 
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you think the degree of fulfill by your 
organization of your commitments as a 
whole?” The assessment scores with 
Likert 5 point dimension from 1 “fully 
achieved” to 5 “completely not achieved”. 
The higher the score, the higher the degree 
of employees’ perception of the organi-
zational breaches of psychological 
contract is. 

Cynicism
 

Based on the argument of Dean, et al. 
(1998), the research argues that cynicism 
has three dimensions: beliefs, affect and 
behavioral tendencies. And the scale is 
revised from the scale of Mirvis & Kanter 
(1991) with a total of 9 questions, such as 
“I always doubt what the company 
management have said”, “I think the 
company pays more attention to profits 
than to employees”, and so on. The 
questionnaire scores from 1 “strongly 
disagree” to 5 “strongly agree”. The higher 
score shows higher organizational 
cynicism. 

OCB (organizational citizenship 
behavior)

 
The research will define OCB into 

two dimensions, namely, OCBI and 
OCBO. This scale mainly refers to the 
extra-role behaviors in the scale of 
organizational citizenship behavior by 
William & Anderson (1991), meaning that 
employees voluntarily take beneficial 
actions for others and the organization 
beyond the organizational regulations and 
requirements. There are a total of 14 
questions in both OCBI and OCBO,  
including “taking initiative to assist new 
colleagues”, “taking good care of 
company property and equipment”, and so 
on. The assessment scores with Likert 5-
point dimension from 1 “strongly 
disagree” to 5 “strongly agree” by 
employees’ supervisors. The higher score 
shows higher organizational citizenship 
behaviors.  

Intentions to exit 
 
 This research adopts Davis-Blake et 
al. (2003) to measure turnover intention, 
including transfer tendency, turnover 
intention, and other ways to exit. And it 
also uses Likert 5-point dimension from 1 
“strongly disagree” to 5 “strongly agree” 
by employees’ supervisors. The higher 
score shows higher turnover intention. 

 Control variables 
 

The control variables in this research 
include employees’ seniority, age and 
gender. 

Sample and Data Collection 
 

This research conduct questionnaire 
surveys with airline industry personnel as 
subjects. As for selection of samples, we 
conducted a sampling survey on 6 ground 
staffs of Taiwanese airlines and distributed 
and collected questionnaires with the 
assistance of the owners/officers and 
supervisors of each airline. 
 

The questionnaire is designed to be 
written by both supervisors and staffs in a 
paired manner. Each unit is given 1 copy 
of supervisor questionnaire and 5 copies of 
staff questionnaires. Supervisors include 
direct supervisors, team leaders, section 
chiefs or station directors; respondents in 
each unit fill in questionnaires anony-
mously, and then questionnaires were 
sealed and collected by the researcher. A 
total of 500 staff questionnaires and 100 
supervisor questionnaires were distributed 
and 413 staff questionnaires and 89 
supervisor questionnaires were collected, 
and valid paired samples obtained were 
377 staff and 80 supervisors with a valid 
ratio of about 75% after excluding non-
paired or incomplete questionnaires. 
 

The characteristics of employee 
samples are as follows. The average age is 
33 years and average length of service is 8  
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Table 1. Confirmatory factor analysis  
 

Variable no 2/df GFI AGFI RMSEA SRMR CR AVE Cronbach’s 
 

Cynicism 9 73.58/26 0.96 0.93 0.070 0.032 0.89 0.49 0.89 
OCBI 7 20/12 0.99 0.97 0.042 0.021 0.88 0.52 0.88 
OCBO 5 4.28/4 1.00 0.98 0.014 0.012 0.80 0.42 0.82 

Note: CR=construct reliability, AVE= average variance extracted
 
Table 2. Correlations, Means, and Standard Deviations of All Variables 
 

 
 
 
 
 
 
 
 
 

Note: 1. <0.05 <0.01    2. Cronbach's  coefficient appear on the diagonal  
 
years, with the majority of female 
employees of 239 (accounting for about 
63.4%); most are unmarried in terms of 
marital status, with a majority number of 
201 persons (accounting for about 53.3%); 
those with tertiary education level account 
for about 85.9%; those with average 
monthly salary of 30000-40000 new 
Taiwan dollars accounts for a majority 
percent of 35.0%; staff from international 
airlines and domestic airlines account for 
about 33.9% and 66.1% of the 6 airlines 
respectively. 
 

The characteristics of supervisor 
samples are as follows. The average age is 
39 years and the average length of service 
is 13 years with the majority of 41 male 
employees (accounting for about 51.3%); 
those married take up a majority of 59 
persons (accounting for about 73.8%); 
those with tertiary education level account 
for about 86.3%; those in section chief 
account for a majority percent of about 
43.8%; those servicing for airport 
passenger handling account for a majority 
percent of about 46.3%. 

Reliability and Validity of Measures 
 

To ensure the validity of the scale, we  
submitted our questionnaires to two ex-
perts (an airline supervisor and an 
academic expert) for finalizing the 
terminology of the translated version 
before the survey was officially 
commenced, and then the questionnaires 
are issued to 35 staff from Kaohsiung 
Airport of an airline. The content of 
answers would accordingly decide whe-
ther to further amend the questionnaire, 
and to undertake the project analysis with 
the predicted results. In addition, to 
confirm the validity of each construct, the 
Goodness of Fit between each construct 
and the corresponding subject was tested 
through Confirmatory Factor Analysis. 
 

In terms of the scale reliability of 
cynicism and OCB, the value of 
Cronbach's  was greater than 0.7, 
representing that the reliability of the scale 
used is acceptable. Moreover, verifiable 
factor analysis confirmed that each model 
fit was within the acceptable range. OCBO 
scale   had  7   questions;  since  the  factor  

Variable 1 2 3 4 
1. Psychological Contract Breach  (0.95)    
2. Cynicism 0.62  (0.89)   
3. OCB  -0.21  -0.17  (0.90)  
4. Intentions to Exit  0.51  0.44  -0.12  (0.70) 
Mean 3.08 3.27 3.86 3.04 
s.d. 0.79 0.71 0.58 0.89 
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loading of 2 questions and t value were 
less than significant level, they are deleted.  
The result was shown in Table 1, reflecting 
that all measured items had construct 
validity. As for the measurement of 
psychological contract breaches, questions 
1 to 15 inquire employees about the 
degree of organizational delivery on com-
mitments in economic and non-economic 
aspects; question16 was the com-
prehensive view of employees towards 
organizational psychological contract. The 
correlation of the two parties showed a 
significant positive relationship (r = 0.83, 
p <0.01), showing that the respondents 
were consistent. 

RESULTS AND DISCUSSION 
 

Table 2 shows the average, standard 
deviation and related analysis results of 
each variable. In terms of the statistical 
analysis, the degree of psychological 
contract breach has significant positive 
correlation with cynicism and turnover 
intention, and has significant negative 
correlation with organizational citizenship 
behavior. It is initially in accordance with 
the derivation direction of the hypothesis 
in this research, but the cause and effect 
and paths of each variable are still 
remained to be determined by regression 
analysis. 

Hypothesis tests 

To reveal the research purpose before 
verification, the research hypothesis is 
designed by the hierarchical regression 
analysis. And three control variables are 
introduced into the first step (employees’ 
gender, age and length of service). The 
analysis results are listed in Table 3-1 and 
Table 3-2. Firstly, according to Table 3-1, 
employees perceive that the degree of 
organizational   psychological   contract  

 
breach has a positive predictive power for  
cynicism (  value of 0.62 ***), so 
hypothesis 1 (the degree of perception of 
psychological contract breach by 
employees is positively related to 
organizational cynicism.) is supported. In 
addition, employees perceive that the 
degree of organizational psychological 
contract breach has a positive predictive 
power for organizational citizenship 
behaviors (  value of -0.19 ***), so 
hypothesis 2 (the higher the degree of 
employees’ perception of psychological 
contract breach, the smaller the possibility 
of employees’ showing organizational 
citizenship  behavior), is also supported. 
However, in the mediation analysis as 
shown in Step 4, cynicism did not reach a 
significant meaning for OCB when 
included in regression analysis, so 
hypothesis 4 (employees have an mediated 
effect on organizational cynicism and 
between psychological contract breach and 
work attitude) has not been supported. 

 
As shown in Table 3-2, employees 

perceptional degree of organizational 
psychological contract breach has a 
positive predictive power for turnover 
intentions (  = 0.45 ***), so hypothesis 3 
(the higher the degree of employees’ 
perceiving psychological contract breach, 
the higher the possibility of employees’ 
turnover intention) is verified. However, in 
the a mediated effect analysis as shown in 
Step 4, cynicism had a statistical 
significance to exit intentions when 
included in regression analysis and  value 
of psychological contract breach is slightly 
lower, so hypothesis 5 (employees have a 
mediated effect on organizational cynicism 
and between psychological contract breach 
and work attitude) has only been partially 
supported. 
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Table 3-1. Results of the hierarchical regression analyses on psychological contract  
                  breach cynicism and OCB  
 
Step                               IV DV  R2 F 

1 Control    gender OCB -0.12  .02 2.48 
variables   age  0.00   
          tenure  0.08   

2 
 

Control    gender OCB -0.09 .23 5.19  
variables   age  -0.02   
          tenure  0.05   

psychological contract breach  -0.19    

3 psychological contract breach cynicism 0.62  .38 231.99  
Org .Change atisfRestruct cynicism OCB -0.16*  .16 10.07  

4 
 

Control    gender OCB -0.09 .23 4.29  
variables   age  -0.03   
          tenure  0.06   
psychological contract breach  -0.16    

Org .Change atisfRestruct cynicism  -0.05   

 

Table 3-2.  Results of the hierarchical regression analyses on psychological contract 
                   breach cynicism and intentions to exit  
 
Step  IV DV  R2 F 

1 Control    gender Intentions to exit 0.04 .33 14.87  
variables   age  -0.13   
tenure  -0.21    

2 
 

Control    gender Intentions to exit -0.03 .23 5.19  
variables   age  -0.13   
tenure  -0.14   

psychological contract breach  0.45    

3 psychological contract breach cynicism 0.62  .38 231.99  
Org .Change atisfRestruct 
cynicism 

Intentions to exit 034  .34 45.59  

4 
 

Control    gender Intentions to exit -0.03 .34 37.62  
variables   age  -0.10   
tenure  -0.16    
psychological contract breach  0.33    

Org .Change atisfRestruct 
cynicism 

 0.20    

 
 
The research hypotheses are empiric-

ally summarized as follows: Employees 
perceptional psychological contract breach 
has an impact on cynicism, organizational 
citizenship behavior and turnover intention 
respectively (hypotheses 1, 2, and 3 have 
been supported). However, as for mediated 
effect, cynicism has certain intermediary 
effect between psychological contract 

breach and turnover intention (hypothesis 
5 has been partially support); and cynicism 
shows no mediated effect between 
psychological contract breach and organi-
zational citizenship behavior (hypothesis 4 
has not been supported). It has been seen 
that if employees’ perception of psycho-
logical contract breach has a direct impact 
on the external performance of organi- 
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zational citizenship behavior and indivi-
dual turnover intention; meanwhile, 
organizations’ failure to achieve commit-
ment will cause employees’distrust and 
cynical attitude towards organizations. 
However, cynicism held by employees 
towards the organizations only has partial 
a mediated effect on psychological con-
tract breach and individual turnover 
intention, but it can’t be proven that cyni-
cism will lead to reduced individual 
organizational citizenship behavior, when 
employees perceive psychological contract 
breach.  

IMPLICATIONS AND CONCLUSION 

Summary 
 

1. It has been shown that when 
employees’ perceptional psychological 
contract breach will have a direct impact 
on the external performance of organi-
zational citizenship behavior and indivi-
dual exit intentions. This conclusion in 
support of the views of Robinson & 
Morrison (1995), Robinson & Rousseau 
(1994) and Turnley & Feldman (2000). In 
addition, this empirical conclusion – 
organizations’ failure to achieve commit- 
 
ment will result in employees’ distrust and 
cynical attitudes towards the organi-
zations, which is also consistent with the 
views of Andersson (1996) with psycho-
logical contract breach as the theoretical 
framework to discuss the formation factors 
of employees’ cynicism.  
 

2. Unsupported hypothesis: hypo-
thesis 5 - employee cynicism has a 
mediated effect on psychological contract 
breach and work attitude. Although 
“cynicism” in this research achieved the 
highest self-assessment among employees 
(with the average of 3.27), much higher 
than psychological contract breach (with 
the average of 3.08), which is not fit with 
employees’ organizational citizenship  

 
behavior that supervisors  
assessed. This may be explained in two 
aspects. The first is the feature of 
employees in the airline industry, be it 
inborn or required by organizations; 
employees are certainly prone to helping 
others or the public service, or they are 
difficult to adapt, high organizational 
citizenship behavior rates are obtained. 
Second, psychological contract means that 
an exchange relation-ship exists between 
the organizations and employees, which 
needs to consider the expectations and 
obligations of both parties (Schein, 1980). 
Therefore, employ-ees show their 
discretionary, extra-role behaviors based 
on mutual reciprocity, but won’t express 
organizational citizenship behavior by 
emotional and convictional cynicism. 
 

Practical implications 

Implementation of psychological 
contract by organization The research 
hypothesis showed that when the organi-
zations fulfills psychological contract to a 
higher degree, employees tend to show 
better behavior - better organizational 
citizenship behavior and lower turnover 
intention, and the employees’ perception 
towards the organization – cynicism is 
also influenced.  
 
Therefore, no matter organizational 
commitments made by for employees are 
written or oral, organizations should be 
cautious and be restrained from empty 
promises, otherwise there will be a wide 
range of impacts when employees 
perceive that organization fails to fulfill 
promises. Moreover, it’s shown from this 
research that most employees from airline 
industry believe that organizations 
perform worst in career development. 
Perhaps this is related with the external 
environment the airlines face in recent 
years, such as shift reductions, layoffs, 
downsizing, and redirecting, which makes 
employees perceive that the organizations 
show no concerns about their long-term  
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development. Therefore, airlines should 
strengthen the commitment towards 
employees in this regard through the 
planning of Human Resources 
Department. 
 

Direction for future research 
 
 Individual cynical trait Employees 
who are more cynical are easier to hold 
cynicism towards the organization when 
psychological contract is breached; and 
that whether the degree of this cynical trait 
and psychological contract breach will 
interfere with organizational cynicism and 
employees’ behavior can be studied in 
subsequent research. 

Limitations 

Scale design: the scales for contract 
breach and cynicism used in this 
psychological are derived from the 
concept developed by foreign scholars. 
There may be differences on applications 
in language or cultural backgrounds from 
the original text when it was translated. 
The measurement tools which represent 
local cynical characteristics and psycho-
logical contract breach are more 
appropriate variables dimensions if they 
can be adopted in future. 

 
 
Non-random sampling: this research 

survey adopted paired method with two 
parts in the questionnaire. The first part is 
written by employees, and the second part 
is written by supervisors. However, due to 
the operating characteristics of airline 
services, many units are running with 
mode of shift rotating, so it is difficult to 
select samples with random sampling.  
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ABSTRACT 

Globalization, modernization and technological advancement paid the costs, 
paradoxically, to pollution that has increased by leaps and bounds. The hospitality 
industry was a sensitive industry in the context of pollution related to land, water, 
electricity and other scarce resources since it needed to control pollution for sustainable 
development. By putting effort into sustainability can preserve our environment for future 
generations, adding that extra dimension to guest satisfaction, and saving costs and 
improved profitability. 

This paper focused on the prevailing conditions of the commercial hotels in Thailand 
and more so at the Pathumwan Princess Hotel, Bangkok by investigating the measures 
taken by the management towards saving the environment and conserving scarce 
resources. Attributes like energy conservation, saving paper, water management and waste 
management were studied in detail. Other attributes are the external factors considered to 
be a crucial part of conservation and pollution control for ecotourism sustainability in the 
hospitality industry are related to government policies. All unique approaches towards eco 
tourism were studied and the paper pointed out future growth in this path as how can 
ecotourism be increased and how will sustainability lead to a better future. 

Key words: Commercial hotel, conservation, controlling pollution, resources, ecotourism, 
                     sustainability, hospitality industry 

INTRODUCTION

Presently, the hospitality industry is 
encouraged to adopt codes of conduct, 
promoting sustainable travel and tourism 
as best practices for the first time. 
Therefore, more hotels are now becoming  

sustainable as they embark on a wide 
range of measures designed to reduce their 
impact on the environment. As mentioned 
by Sloan, Legrand and Chen (2009) 
nowadays around 80 % of the European 
hoteliers are involved in some kind of 
activity oriented toward the environment.  
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The most important areas are energy and 
water saving measures, green purchasing 
and waste minimization practices. There is 
need for more sustainable practices and 
developing a set of ecological, business 
smart solutions that include energy, water 
and other natural resource conservation, 
increasing recycling and encouraging the 
use of sustainable materials and alternative 
energy sources. 

Thus, a strong motivation for hotels 
embarking on sustainable business 
initiatives is a competitive advantage that 
can be achieved. Although competitive 
advantages are seen to be necessary, it 
must be stated that in fast changing macro-
economic environment conditions, 
competitive advantages do not last very 
long. Furthermore, gaining a sustainable 
competitive advantage within the 
hospitality industry can be difficult due to 
the hyper-competition that exists. In 
hyper-competitive industries, rivalry is 
abnormally high and competition is fierce. 
In this situation, the hotels observe very 
closely the moves of competitors and 
immediately copy their successful 
strategies as they are introduced. 

However, competitive advantage 
cannot be gained by only one single 
improvement. It requires the hotels to 
constantly question its strategic position. 
Therefore, competitive advantage through 
sustainability can only be achieved by 
constant screening of competitors and 
constant innovation. It must be 
emphasized that in this respect technology 
plays a vital role in increasing 
competitiveness for the hotel industry. 

Furthermore, for many hotels, the 
reduction of environmental impacts and 
the increase in societal involvement are 
the credo for successful hospitality 
operations. Indeed, the implementation of 
environmental charters is often the 
responsibility of individual hotel general 
managers, directors and departmental  

managers, who may have other priorities 
in mind. One of the main objectives 
sought by implementing environmental 
and societal initiatives is, besides the 
observance of legislation, the potential 
reduction in operating costs and expenses. 
Additionally, good environmental friendly 
policy can become an advantageous 
differentiating factor and create positive 
image of the hotel’s brand. 

Significance of the study 

There is no doubt that many hotels 
provide measures towards sustainable 
tourism by preserving the environment, 
but the number of ways in which this hotel 
has adopted the measures for this make it 
unique. In the in-depth interview with the 
managers of the hotel the following details 
were provided regarding measures 
undertaken by the hotel to conserve 
electricity and water: 

The Pathumwan Princess Hotel has 
adopted some unique measures for 
increased sustainability and conservation 
of resources. Since Japanese tourists form 
a major block of tourists visiting the hotel, 
a separate smoking area has been 
designated for them. This minimizes 
pollution for other guests and also 
provides a safety health valve for them.

Secondly the guests have the option to 
wash their own linen. Most hotels expect 
the guests to have their linen washed and 
pressed by the laundry service. However, 
by providing the guests with the option of 
washing and pressing their own linen, the 
hotel contributes to energy efficiency and 
water conservation. 

A key card is provided to guests when 
they check into the hotel. This card 
controls the electricity used by the guests. 
Guests often leave their rooms without 
switching off lights and other electrical 
appliances. Thus by providing a key card
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the hotel ensures that unnecessary 
electricity wastage is averted. 

On the fourth floor of the hotel a 
green area has been developed. This green 
area includes a jogging track and a 
swimming pool. To further minimize loss 
of energy there is no air conditioning on 
this floor. Having a green belt signifies the 
preservation of the building of the hotel 
and minimizes the environmental 
degradation due to the size of the building 
in a busy area. Green areas contribute to 
the preservation of buildings and 
minimizing their adverse environmental 
factors.  

The hotel has also adopted measures 
to decrease the use of labor by introducing 
machines and material. This introduction 
of atomization helps to decrease wastage 
of water and other scarce resources. It also 
contributes to saving electricity since the 
number of persons required to maintain 
the hotel are fewer and thus the overall 
conservation methods receive a boost. 

Literature review 

According to Chan (2009), the 
environmental management system across 
the world has recently been more 
recognized in the hotel industry. An 
environment management system is a way 
for management to deal with aspects that 
impact on the environment. It allows an 
organization to control the impact of its 
activities, products or services on the 
natural environment. Therefore, many 
hotels applied the concept of sustainability 
and practices for conservation and 
pollution control in order to become 
“green hotel”. Nowadays, this aspect has 
become popular as Stipanuk (1996) stated, 
that almost all hotels have implemented 
their in-house environmental management 
system or used efforts on protecting the 
environment in hotels with varying 
degrees of intensity in the past few 
decades.

The “greening” of the industry is an 
issue which has been increasing in 
importance since 1980s (Gray, Bebbington 
and Walters, 1993; Sadgrove, 1992). 
Although the chemical and oil industries 
were initially the focus of attention for 
environmentalists due to the visible nature 
of their environmental impact, the service 
industries will find themselves under 
scrutiny (Elkington, 1990; Elkington, 
Knight and Hailes, 1991). However, 
Elkington and Hailes (1992) mentioned 
further that they are perhaps less visible in 
their environmental impact, it is 
increasingly being recognized that they 
too have a responsibility to reduce what 
impact they do have. The hospitality 
industry will no longer be able to ignore 
its environmental responsibilities as it will 
have to respond to a number of pressures. 
For example, the “green tourist” will 
demand “green accommodation”; 
legislation with regard to the disposal of 
waste has implications for the hospitality 
industry; and the continued increase in 
energy costs will necessitate reductions in 
usage. 

As Olsen (1999) stated that a desire 
for improved well-being has emerged as 
an important expectation among hotel 
customers. Furthermore, Robinot and 
Giannelloni (2010) supported the view 
that for a growing number of customers, 
knowing that their chosen hotel actively 
contributes to the preservation of its 
environment is important to their well-
being. As a consequence, many actors of 
the hotel industry now recognize the need 
to adopt a strategy that integrates the 
principles of sustainable development. 
However, due to its very specific 
operating characteristics and the services it 
provides, the hotel industry consumes 
substantial quantities of energy, water and 
non-durable products. Therefore, as Rada 
(1996) clarified that the environmental 
impacts of hotel facilities are thus greater 
than those caused by other types of 
buildings of similar size. It has been  
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estimated that 75 % of all environmental 
impacts created by the hotel industry can 
be attributed to the excessive consumption 
of local and imported non-durable goods, 
energy and water, followed by emissions 
released in air, water and soil (APAT, 
2002). In recognition of environmental 
degradation, governments, along with the 
green movement within the hotel and 
tourism industry and travelers, have 
become increasingly aware of the need for 
more effective measures to protect the 
environment (Robinot and Giannelloni, 
2010).

Moreover, Chan and Lam (2001) 
described that the action plan for 
sustainable development, Agenda 21, 
adopted in the ``Rio's Earth Summit 1992'' 
has been regarded as a key factor in 
driving the hotel industry to recognize the 
importance of environmental management. 
After the summit, the green movement has 
gained more recognition in hotels 
worldwide through efforts made by 
various associations. This green campaign 
was reinforced by the International Hotels 
Environment Initiative (IHEI) and the 
Prince of Wales Business Leaders Forum 
in 1993.  The International Hotels 
Environment Initiative (1993) mentioned 
that a total of 11 international hotel chains 
agreed to work together and initiated the 
development of manuals and guidelines to 
advance fuller environmental performance 
in the hotel industry. Then Mackie (1994) 
mentioned further that in the following 
year, another 16 hotel groups echoed this 
campaign and formed the Asia Pacific 
Hotels Environment Initiative. Further-
more, Anon (1994) revealed that in the 
same year, the Hotel & Catering Institute 
Management Association joined the World 
Travel Tourism Council's environmental 
management awareness program called 
“Green Globe” that was so popular and 
accomplished by many hotels until today.  

According to Krik (1995) the 
hospitality industry is an interesting case

in that it exposes many of the conflicts 
which arise when implementing environ-
mental policies. First, many hotels and 
restaurants are situated in areas of 
outstanding natural beauty, in historic 
cities and in areas with a delicate 
ecological balance. The addition of new 
hospitality facilities may attract visitors to 
areas which already suffer from too much 
tourism. For this reason there are often 
serious planning constraints when 
developing a new hospitality facility. 
Second, many of the customers who seek 
hospitality services do so expecting to be 
pampered, with lashings of hot water, 
high-pressure showers, freshly laundered 
linen, an ample supply of towels, copious 
supplies of food and drink, the availability 
of swimming pools and saunas and the 
limousine to take them to the airport. 
Clearly, whatever is done to reduce waste 
can only be done either with the consent of 
the customers or in such a way that they 
do not notice any deterioration of service. 
Third, the customer visits the location of 
the hospitality operation, which is fixed by 
customers’ needs and therefore cannot 
always be sited where there will be 
minimal effect from traffic, cooking 
smells and the noise of the disco. 
However, the hospitality industry is not 
one which causes gross environmental 
pollution nor does it consume vast 
amounts of non-renewable resources and 
therefore it may not be in the front line for 
environmental concern. It is made up of a 
large number of small operations, each of 
which consumes relatively small amounts 
of energy, water, food, paper and other 
resources, and each of which adds only a 
small amount of pollution to the 
environment in terms of smoke, smell, 
noise and chemical pollutants. 

In the increasingly competitive 
environment, hotels must make an attempt 
to attract business from markets that are 
pro-green practices. The “green” hotel 
business is a growing niche because not 
only do these establishments differentiate  
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themselves from the similar non-green 
hotels, but they also fulfill a need in the 
market for less environmentally damaging 
hotels. Eco-friendly hotel and green hotel 
are the terms that are referred to a lodging 
establishment that has made a com-
mitment to various ecologically sound 
practices such as saving water, saving 
energy, and reducing solid waste 
(Manaktola and Jauhari, 2007). 
Nowadays, as people are becoming more 
aware of the damage caused to the 
environment by regular business activities, 
it has become increasingly obvious that 
the hotel industry does more than its share 
in harming and wasting environmental 
resources. As a result, more and more 
guests are looking for hotels that follow 
practices to protect environment. Becom-
ing a green hotel can be the foundation for 
a great marketing strategy and the first 
step in marketing is providing consumers 
with what they want or need. A growing 
consumer base exists for green hotels and 
marketing the green practices of a hotel 
can help to position it distinctly in the 
market place. 

According to Foster, Sampson and 
Dunn (2000), the hospitality and tourism 
industry is under pressure to become more 
environmentally friendly from the 
following forces: consumer demand; in-
creasing environmental regulation; man-
agerial concern with ethics; customer 
satisfaction; maintenance issues related to 
the physical plant; and the need for 
aesthetics. Roarty (1997) discussed two 
others that should be added as factors 
exerting pressure for change: the increase 
in influence of the “green” investor 
including banks that want to limit ex-
posure to environmental risk, and the 
“disproportionate influence on consumer 
behavior” of environmental pressure 
groups. In the hospitality and tourism 
industry literature on the subject of 
environmental management, environ-
mental pressures for change are often 
cited, but most emphasis is placed on  

reducing costs and saving resources to 
abate future cost issues. 

The last relevant issue is facilities 
management considered to be of particular 
importance to service industries, including 
the hospitality industry, because it is 
characterized as the business of providing 
guests with “a harmonious mixture of 
food, beverage, and/or shelter, a physical 
environment, and the behavior and attitude 
of people” (Cassee and Reuland, 1983). 
The tangible aspects, such as the condition 
and suitability of the constructed facilities 
and the intangible aspects, such as 
environmental ambience, are important 
not only because of working efficiency, 
but also because they form a major part of 
the product package sold to customers. 
Managing facilities well, therefore, “helps 
to improve a hotel’s efficiency and adds 
value to their performance and services” 
(Okoroh, 2002). 

METHODOLOGY

The spot interviews of hotel’s guests 
were applied at Pathumwan Princess Hotel 
by distributing a questionnaire. Therefore, 
150 questionnaires had been distributed 
but the results of only 120 completed 
questionnaires were tabulated. The 
questionnaires were distributed and filled 
from 1st – 29th March, 2011. Furthermore, 
in-depth interviews of the departmental 
managers were also conducted to give an 
indication of the efforts made by 
management in various areas to ensure 
guest satisfaction. 

The questionnaires distributed to the 
hotel’s guests were designed on a scale of 
5 – 1, with 5 as “strongly agree” to 1 as 
“strongly disagree”.

While distributing questionnaires, the 
attributes which were considered im-
portant and which were assessed included 
land, water, electricity, pollution, oil,
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energy, housekeeping, food and beverage, 
noise reduction, communication to cust-
omers and communication to outsiders.  

While in interviewing the depart-
mental managers, the attributes which 
were considered important and which 
were assessed included energy, water, 
waste, chemicals, housekeeping, food and 
beverage, backstage, front of the house.

RESULTS AND DISCUSSIONS 

A total of seven Departmental 
Managers on the following sections as, 
Food and Beverage, Human Resources, 
Training and Development, House-
keeping, Front Office, Engineer, Sales, 
Marketing and Communications were 
interviewed. All the respondents said that 
the number of guests who were concerned 
about sustainability in the hotel had 
dramatically increased due to the concern 
on the effects of global warming. The 
Pathumwan Princess Hotel had practices 
that were well-organized with attributes as 
follows: 

Energy: The hotel was capable of 
measuring, calculating and analyzing 
energy consumption effectiveness and 
efficiency, energy consumption data 
served as input for further improvement 
actions and activities for reduction, energy 
consumption within the building. The 
departments were identified to address 
area-specific consumptions, minimizing of 
overall negative environment impact. 

Water: The hotel was capable of 
measuring, analyzing and taking measures 
for effective water consumption for 
efficient use of the resource. Water 
consumption shall serve as input for 
further improvement actions and activities 
for reduction, hotel’s guests were 
informed about and encouraged to 
participate in water saving activities, 
utilization of water saving equipment was  

evaluated in the particular departments. 

Waste:  The hotel was capable of 
measuring the amount of produced waste 
effectively and efficiently, waste records 
served as input for further improvement 
actions and activities for reduction, 
national and local requirements for 
handling of waste were identified and 
fulfilled. Waste was separated and stored 
properly according to national and local 
requirements and their own standards. 

Chemicals: Records were available about 
utilization and storage of chemical 
substances within the premises, products 
which can be potentially harmful for the 
environment were identified and replaced, 
proper handling instructions for chemical 
substances were available to all res-
ponsible employees, and responsible 
employees received sufficient training for 
handling and storage of chemical sub-
stances. 

Housekeeping: Members of the 
housekeeping department were informed 
and trained in the hotel’s environment 
program, housekeeping procedures in-
cluded references to recycling and 
efficient room cleaning techniques, mea-
sures were implemented to reduce the 
environmental impact in guest rooms 
without limiting the guest’s comfort, guest 
staying in the room have access to 
information about possibilities to parti-
cipate in environmental activities. 

Food and Beverage: Suppliers for food 
and beverage were selected with the 
consideration of environmental criteria, 
the hotel contributed in activities 
strengthening local suppliers and service 
providers, the restaurants avoided non-
reusable containers and packages e.g. for 
jam where possible, storage areas and 
freezers were maintained and controlled 
properly.
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Backstage: Procedures  exist to reduce the 
amount of stationery and paper used in the 
backstage department, backstage areas 
were equipped with energy saving devices 
and lighting is regulated manually or 
automatically, purchasing guidelines in-
cluded references to environmental 
friendly products and service suppliers, 
responsibilities for the environmental 
program is well defined and clearly 
communicated to all employees, employ-
ees were properly trained and regularly 
informed about environmental activities. 

Front of the house: Efficient procedures 
exist to limit the resource consumption in 
public areas without limiting the guest, 
proper greenery was considered and used 
where possible to compensate the impact 
of the building for the nature, the hotel 
offered information and ways for 
alternative transportation from and to the 
premises, efficient communication policies 
and tools exist to inform the guest about 
the environmental program, the hotel has 
reduced the impact on the local area and 
strengthened exchange and communi-
cation with the community. 

Referring to the questionnaires distributed 
the results as percentages of guests or 
respondents were as follows: 

Demographic profile of the 
respondents showed that 20% of the 
respondents were between the age of 21 
and 30, while 26% were between the years 
of 31 and 40 and 44% were between 41 – 
50, the last group 30% was between 51 
and above years of age. As to gender, 53% 
of the respondents were male guests and 
rest 67% were female guests. 

As to the characteristics of guests 
identified, 91% were international, and the 
rest or 9% were domestic. About 77% of 
the tourists had visited the Pathumwan 
Princess Hotel only once, 29% had been 
there twice and 14% had been there more 
than twice. 

In terms of electricity and energy 
savings, 75% strongly agreed that the 
Pathumwan Princess Hotel had been 
implementing the electricity and energy 
savings programmmes. However, 33%   
agreed and the rest or only 12% were 
neutral. In water savings, 79% strongly 
agreed that the Pathumwan Princess Hotel 
had been implementing the water saving 
campaigns. However, 34% agreed and the 
rest only 7% were neutral. Solar energy 
was also used, where 34% strongly agreed 
that the use of solar energy was applicable 
to the Pathumwan Princess Hotel. 
However, 49% agreed and the rest or only 
37% were neutral. 

In keeping clean environmental 
surroundings, 81% strongly agreed that the 
Pathumwan Princess Hotel had clean 
environmental surroundings. However, 
25% agreed and the rest or only 14% were 
neutral. As to waste water treatment, 65% 
strongly agreed that the Pathumwan 
Princess Hotel was operating everyday 
waste water treatment. However, 51% said 
agreed and the rest only 4% were neutral. 
Regarding re-cycling of waste matters, 
49% strongly agreed that the Pathumwan 
Princess Hotel recycled waste matters. 
However, 54% agreed and the rest 47% 
were neutral. 

Regarding food and beverage, 
banquet, conference, convention and 
exhibition, the ecological factors used, 9% 
strongly agreed that the Pathumwan 
Princess Hotel provided food and 
beverage, banquet, conference, convention 
and exhibition that affected the use of the 
ecological factors. However, 11% agreed, 
and then 14% neutral, followed by 35% 
who disagreed and the rest 51% strongly 
disagreed.

CONCLUSION 

The overall assessment of this study 
pointed to the fact that the guests and the  
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managers team of the Pathumwan Princess 
Hotel had realized that conservation and 
pollution control was useful as it generated 
sustainability in the hotel. Therefore, the 
hotel formed a significant part of 
conservation and pollution control and it 
further involved the guests, employees and 
the management team. 

Amongst those interviewed, more 
than half the persons were visiting the 
Pathumwan Princess Hotel for the first 
time. However a significant 29% were 
repeat visitors and almost 14% had been to 
the Pathumwan Princess Hotel more than 
two times. Therefore, the hotel did attract 
repeat guests and this formed a significant 
part of the ecotourism sustainability 
concerns of the guests. 

Most of the guests seemed to be 
educated, realized and fully supported the 
conservation and pollution control aspects 
which were undertaken by the Pathumwan 
Princess Hotel. A large number were also 
satisfied with electricity and energy saving 
program. Similarly, water saving, 
recycling of waste matter and solar energy 
aspects were significant factors. Moreover, 
several guests also agreed that food and 
beverage, banquet, conference, convention 
and exhibition here at the Pathumwan 
Princess Hotel were not harmful to the 
ecological factors. 

The study therefore revealed that the 
Pathumwan Princess Hotel as a 
commercial hotel had taken care of 
significant factors related to sustainability 
in the hospitality industry in Bangkok, the 
area selected. Some guests had visited the 
hotel more than once and a good number 
were satisfied with the conservation and 
pollution control aspects it had perceived. 
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ABSTRACT 
 
The purpose of this study was to develop the questionnaire of bridal secretary 

essential capabilities, and following the structure equation modeling (SEM) theories and 
procedures, establish the bridal secretary essential capabilities model, the questionnaires 
were sent to professors as well as the specialists in beauty shop. Exploratory factor 
analysis was applied to match the reliability, and the confirmatory factor analysis applied 
to build the structure bridal secretary essential capabilities model, following the SEM to 
test the fit of estimate in order to establish the model. The results indicated that two times 
modifications were made, the fit of estimate has been improved and the model was 
acceptable, and the bridal secretary essential capabilities model with significant 
relationships among the 1 basic skills, 2 self presents, 3 design abilities, 4 customs 
and trends, and 5 creation, the recommendations were to provide the new programs 
which teach students to do the pioneering work, and suggest the departments to evaluate 
students’ bridal secretary essential capabilities and teachers teaching, provide the lessons 
to teach students the contents of government’s B and C illuminates, create the similar 
situations, suggest the vocational educational system to encourage the departments to 
build the practice programs, combine the skills, theories, knowledge, society trend, and 
technology, and also put on the evaluation grade on the university comments.  

Key words: Exploratory factor analysis, confirmatory factor analysis, structure  
           equation modeling, bridal secretary essential capabilities model 

                  

INTRODUCTION

Statement of the problem 
 
The living standard and income are 

gradually raising in Taiwan, people work 
in the different fields and communicate 
with each other in the realistic society, the 
appearance, dress, and etiquette also takes 
seriously, the new occupation of the 
beauty salon and cosmetology related 
careers increased because of the needs no 

matter male or female (Wu, 2008), on the 
other hand, they also improve people’s 
look, and assist the bride make up as well 
as the wedding ceremony. 

 
Bridal secretary becomes the fashion 

vocation in Japan and Taiwan (Huang, 
2009), and there are some beauty shops 
developed the bridal secretary program to 
teach those who want to be the bridal 
secretary, and some universities in Taiwan 
just developed the bridal secretary  
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vocational program, however, what are the 
correct essential capabilities in bridal 
secretary? It should include bridal 
secretary work list and content, secretary 
knowledge and theory, design ability, 
vocational environment, and the 
relationship among enterprises (Bridal 
secretary vocational program, 2009; Cahill, 
Turner, & Barefoot, 2010; Lin, 2005, 2008; 
Ning & Downing, 2010). Chien (2009) 
indicated students’ essential courses 
performance can be predicted for the very 
fields and developments in the future, Tsao 
(2005) explained how the primitive 
information capability important were for 
the students in the school learning, Yang 
(2009) expressed students have to learn 
the core information literacy and 
competence in order to develop their basic 
abilities, Yeh (2009) developed the “basic 
and specialized field abilities”, “creation 
and problem solving”, “interpersonal 
communication”, “character and citizen 
accomplishment”, “international vision”, 
and “independent study” for those who 
should own the core competence and 
general appreciation for the universities 
students.  

 
Even though the bridal secretary 

curriculum has not been the former 
curriculum in universities, the students 
have to be taught the essential abilities of 
the bridal secretary program, especially 
the professional cosmetology teaching, the 
medical cosmetology skill, equipment, 
beauty products, and human resource have 
been improved in this time (Wu, 2008), 
and there are the needs for the beauty and 
bridal secretary curriculum (Wu, 2009). 
However, there were beauty workshops 
where they created bridal secretary courses, 
for instance, the instructors taught nail 
painting, make up and so on. In 
universities, there are just some basic 
bridal secretary curriculum have to be 
planned, haven’t been developed, the 
students who owns basic capabilities of 
bridal secretary can help bride and groom 
in their weeding, and those students can  

 
create workshop or their own companies 
in the future (Ku, 2002; Lin, 2005, 2008).  

 
On the other hand, what are the basic 

capabilities in bridal secretary? What do 
they do for the bride and groom? What 
skills the bridal secretaries have to practice? 
From different aspects, Chou (2002) 
indicated the ecology project-based 
instruction in promoting students’ basic 
competencies, they should learn the reality 
works, discuss, productions analysis, 
question analysis, interview, and take 
down some procedures and opinions.  

 
Hsieh (2000) showed vocational high 

school graduate majoring in printing 
department, they were possessed of the 
related printing professional fundamental 
competence in Taiwan. Huang (2010) 
declared make up was the social manners 
as well as the professional working 
etiquette, more, the cosmetic special 
counter beauty professional had to own the 
basic skill and special ability, cosmetic 
knowledge, accomplishment, and some 
necessary card illuminates in order to 
serve the customs. Yen (2002) indicated 
the competencies of the national park 
interpreters should learn three areas, eight 
fields, and 52 basic skills, for instance, 
they had to learn the vary species in the 
park, how to explain the phenomenon 
occur, and the knowledge for national park 
works. Ku (2002) pointed the students 
studied on accounting education in 
universities and the cultivation of key 
skills of graduates of accounting major, 
should own theses key skills: 

 
(1) Keep the companies and customs’ 
business secretary. 
(2) Emotional intelligent capability. 
(3) Learning during the lifetime. 
(4) Characteristic of positive and 
aggressive. 
(5) Responsibility and professional 
consciousness. 
(6) Get along with colleagues. 
(7) Independent thinking and judgment  
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capability. 
(8) Careful and patient characteristics. 
(9) Have the detached, objective, and 
fairness attitude. 
(10) Independent deal with the 
administrative matters. 

 
Wu (2009) indicated the competence 

criteria of the class C certified technical 
cosmetologist for skill test specifications 
should own the professional skill abilities 
and related knowledge, and from the 
specialists, the criteria developed 51 
structural items. Wang (2010) did the 
research of the entrepreneurial capacity in 
department of cosmetology in 
technological universities, the courses 
were generalized cosmetology basic 
curriculum, the capabilities to star the 
enterprise, and the skills, the subjects were 
hairstyle designer, skin cosmetologist, 
beauty stylist, body fragrant cures, bridal 
secretary, and nail technician. Huang 
(2009) compared the cosmetic curriculum 
in the beauty departments between Taiwan 
two-year junior colleges and Japan 
specialized training colleges, showed the 
purposes were to teach the practical skill, 
raise vocational or integrate the living 
capabilities. The differences in Taiwan 
were getting the degree for all students, 
and passing the certification test for those 
who wanted to get the licenses, also see 
the same curriculum for the entering 
higher degree, the subjects were making 
the beauty, make up professional and 
management specialists, and keep the 
different curriculum distinguishing feature. 
On the other hand, the Japan’s schools 
were getting the licenses and pass the test 
for the teaching core objectives. They just 
taught the beauty related special skill, the 
required subjects were setting for passing 
the national beauty tests, the orientations 
were teaching beauty culture and 
accomplishment, the design of core 
courses were consistence, normalization, 
and the special courses were 
diversification. 
  

 
Even though there were few 

departments of universities had developed 
bridal secretary courses, students who 
graduated from the universities, some of 
them took the bridal secretary to be their 
career, however, the universities’ bridal 
secretary vocational programs have to be 
developed based on the skill, contents, and 
teaching methods, relevant the student 
needs, reflect the society fashion, and 
emphasis on the core skills, referring 
Huang (2009), Wang (2010), and Wu 
(2009) about vocational program and 
cosmetology skills, the author pointed out 
the essential capabilities in bridal secretary 
should include: 
 
(1) Basic skills. 
(2) Self presents (certification and beauty 
shop exhibition works). 
(3) Design abilities. 
(4) Customs and trends. 
(5) Communication  

 
The bridal secretary has to explicate 

the bridal’s make up and dress as the 
outcomes, individual skills, design, trend, 
demonstration, and certification were the 
essential capabilities in bridal secretary. 

Purpose of the study 
  

The purpose of this study was to 
develop the bridal secretary essential 
capabilities, then establish the structure 
and model of bridal secretary essential 
capabilities, and find out the relationship 
among these essential capabilities of the 
bridal secretary. 

Limitations of the study 
  

The instruments were collected in 
Chinese translation, including the 
reliability and validity, the results maybe 
not appropriate for total applying in other 
different cultures. The data were collected 
only in universities teachers and 
cosmetology professions of Taiwan. 
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METHODOLOGY
 
The bridal secretary essential 

capabilities questionnaire was developed, 
and collected the data from universities 
teachers and cosmetology professions only 
in Taiwan, the exploratory factor analysis 
applied to test the reliability and validity, 
and develop the bridal secretary essential 
capabilities model. 

 
Research design 

(1) Instrumentation and developing 
the questionnaire 

 
Likert scale was applied, the answers 

from one to five of the instrumentation 
item by selecting “strongly disagree, 
disagree, fair, agree, and strongly agree”. 
The bridal secretary essential capabilities 
questionnaire by asking cosmetology 
professors’ and professionals’ opinions, 
developed five factors including: basic 
skills, self presents, design abilities, 
customs and trends, and communication, 
Total 25 items were designed, and five 
items of the background questions, 
including gender, marriage, age, category, 
and location. 

 
(2)Validity, pilot testing, and 
reliability test  

 
The content validity of the 

questionnaire referred Fashion Style 
(2010), Huang (2009) the cosmetic 
curriculum in the beauty departments, 
Huang (2010) about the specialization 
development situation in cosmetic special 
counter beauty professional, Lin (2005, 
2008), New Makeup (2011), and Victoria 
Make up (2011) about bridal secretary 
skills, Wang (2010) entrepreneurial 
capacity in department of cosmetology, 
Wu (2008) about professional 
cosmetology courses fro demands of 
workplace, and licenses, Wu (2009) the 
competence criteria of the class C certified  

 
technical cosmetologist for skill test 
specifications, taking all of the references 
to design the bridal secretary essential 
capabilities related items. And all of the 
items had asked five professors to read, in 
order to meet the validity criteria. 
 

The pilot test asked total 80 subjects 
to fill up the questionnaires from March 5 
to 20 of 2011, sent and collected by the 10 
research assistants to 40 professionals in 
the Fashion Style Shops of Taipei City and 
40 professors in the Beauty Science 
Department of the Universities on 
northern Taiwan. All of 80 questionnaires 
keyed in the Statistical Package for Social 
Sciences (SPSS) 12.0 to analyzed the 
reliability. Item analysis indicated 25 
items’ t-test values were from 3.28 to 8.20, 
and p values were less then .05. 

 
Table 1 showed the 25 items and five 

factors were developed by applying the 
exploratory factor analysis, the cumulative 
percentage was 72.97, the eigen values 
were above 1.73, the factor loadings were 
above 0.45, and the five factors’  values 
were above .0.87. The factors also use the 
structural equation modeling (SEM) latent 
variables from 1- 5, and the items use 
the observed variables from y1-y25. 
 

Sample selection, data collection, 
and data analysis  

  
Total 240 subjects were selected by 

the purposive sampling, 120 professors of 
beauty science of Taiwan, and 120 beauty 
shop professionals were selected. The 240 
questionnaires were mailed to the subjects 
on May 1, 2011, and collected on May 29, 
2011. Total 218 usable questionnaires 
were coded in SPSS 12.0. Structural 
equation modeling (SEM) theories and 
AMOS 7.0 statistics software were applied 
to build the model, which combined 
confirmatory factor analysis and path 
analysis.
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Table 1. The pilot test of factors, items, latent and observed variables

Factors (latent 
variables, 

1- 5) 

Items 
(observed variables, y1-y25) 

Factor 
loading 

Eigen 
value 

Percentage 
of variables 

 
value 

2 
self presents 

y7 get the grade B card illuminates of government 
y6 get the grade C card illuminates of government 
y8 attending the beauty shop exhibition certification 
y10 exhibiting the experience of molding  
competition 
y9 showing the examples of make up 

0.88 
0.86 
0.85 
0.77 

 
0.76 

7.96 31.84 0.92 

5 
creation 

y21 changing the decoration of face 
y23 according hair style of consumers’ asking 
y22 make up of vary nose shapes 
y25 matching false eyelash and applied 
y24 harmony lips color design 

0.87 
0.84 
0.81 
0.81 
0.74 

3.35 13.42 0.88 

3 
design abilities 

y12 design new make up styles 
y11 find out different make up styles 
y13 design the dress and personal adornment 
styles according to everyone’s need 
y14 create new hair style 
y15 create whole beauty make up design attentively 

0.94 
0.91 
0.82 

 
0.62 
0.57 

2.90 11.59 0.88 

4 
customs and 

trends 

y16 following the fashion trend of society 
y17 read the fashion news on the internet 
y19 visiting the beauty demonstration 
y18 known well of fashion trend magazines 
y20 familiar the fashion trend of different counties 

0.93 
0.93 
0.87 
0.69 
0.45 

2.30 9.19 0.88 

1 
basic skills 

y2 right hair accessories to match head shape 
y1 knowing the usage timing of make up 
y4 arranging the ring, necklace, and bracelet with  
dresses 
y3 fix the asymmetrical make up, dress, hair, and  
accessories 
y5 according to the vary head shapes and hair  
design skills 

0.86 
0.78 
0.73 

 
0.68 

 
0.59 

1.73 6.93 0.87 

Model of Bridal Secretary Essential 
Capabilities 
 
According to the bridal secretary 

essential capabilities theories, the structure 
model of bridal secretary essential 
capabilities was  established the structure 

 
model, bridal secretary essential 
capabilities (  as the exogenous latent 
variable) would directly affect the 
endogenous latent variables 1 basic 
skills, 2 self presents, 3 design abilities, 

4 customs and trends, and 5 creation 
latent variables. 
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Figure 1. The structure model of bridal secretary essential capabilities 
 
Note: : exogenous latent variable, 1-5: endogenous latent variable, y1-25: observed variable, : error of 
observed variable, : error of endogenous latent variable, : path between endogenous latent variable and 
observed variable. : path between exogenous latent variable and endogenous latent variable. 

RESULTS  

Background information 
 
All of 218 subjects were female, about 

102 were married; 96 were among 21-30 
years old, 83 were among 31-40, and 18 
were among 41-50, and 21 were above 51 
years old. In the various categories, 112 
were professors and 106 were beauty shop 
professionals. The location indicated 103 

were from northern Taiwan, 74 were from 
middle Taiwan, and 41 were from southern 
Taiwan. 

 
 Analysis of Bridal Secretary 

Essential Capabilities Model 
 
Figure 1 of the structure model of 

bridal secretary essential capabilities has 
been tested by the AMOS 7.0 statistics 
software, Table  2  indicated the fit  of  
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estimate of the model, it indicated the root 
mean square residual (RMR) was 0.066, 
the root mean square error of 
approximation (RMSEA) was 0.092, 
normalized chi-square index (NCI) was 
2.82, normed fit index (NFI) was 0.82, 
goodness-of-fit index (GFI) was 0.79, 
comparative fit index (CFI) was 0.87, and  

 
incremental fit index (IFI) was 0.88. By 
checking all of values following the 
theories of SEM (Bollen & Long, 1993; 
Hairs, Anderson, Tatham & Black, 1998; 
Joreskog & Sorbom, 1992; Kaplan, 2000), 
the bridal secretary essential capabilities 
model had to be modified. 

 

Table 2. Estimate of bridal secretary essential capabilities model 
 

Fit of estimate Structure equation model 1st Modification model 2nd Modification model 
2 760.81 755.55 454.61 

df 270 265 257 

p .000 .000 .000 
RMR( .05) 0.066 0.065 0.065 

RMSEA( .05)  0.092 0.092 0.060 
NCI( 3)  2.82 2.85 1.77 
NFI( .9) 0.82 0.82 0.90 
GFI( .9) 0.79 0.79 0.86 
CFI( .9) 0.87 0.87 0.95 
IFI( .9) 0.88 0.88 0.95 

  
The Table 2 showed the first 

modification modal, the fit of estimate had 
not changed so much because the 
endogenous latent variables 1 basic skills, 

2 self presents, 3 design abilities, 4 
customs and trends, and 5 creation latent 
variables were modified to be the related 
with each other, the RMR was 0.065, 
RMSEA was 0.092, NCI was 2.85, NFI 
was 0.82, GFI was 0.79, CFI was 0.87, IFI 
was 0.88, the bridal secretary essential 
capabilities model had to be modified 
again (see the Table 2 first modification 

model and Figure 2). Since the first 
modification did not match the fit of 
estimate, then the second modification 
followed the modification indices 
procedures to fix the model, the RMR was 
0.065, RMSEA was 0.060, NCI was 1.77, 
NFI was 0.90, GFI was 0.86, CFI was 0.95, 
IFI was 0.95, since most of the fit of 
estimate match the suggestion parameters, 
the bridal secretary essential capabilities 
model has to be build (see the Table 2 
second modification model and Figure 3).
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Figure 2. The first modification of bridal secretary essential capabilities  

 
Note, 1-5: latent variable, y1-25: observed variable, : error of observed variables, 
: path between latent variable and observed variable. 1-5: the relationship among 1-5. 
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Figure 3. The second modification of bridal secretary essential capabilities  
Note, 1-5: latent variable, y1-25: observed variable, : error of observed variables, 
: path between latent variable and observed variable. 1-5: the relationship among 1-5. 

Correlations of Bridal Secretary 
Essential Capabilities Model 

 
The analysis indicated there were 

significant correlations among the 
endogenous latent variables, most of the 
correlation  value  were above 0.53, the  

 
closed relationship was 4 customs and 
trends with the 5 creation (0.61), and the 
relationship in error of y8 attending the 
beauty shop exhibition certification with 
the error of y10 exhibiting the experience 
of molding competition was closed (0.78). 
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Table 3. Correlations of bridal secretary essential capabilities model 
 

Path Estimate Standard Error Critical Ratio Correlations 

1-2 ( 1 basic skills 2 self presents) 0.20 0.04 4.66 0.36* 

1-3 ( 1 basic skills 3 design abilities) 0.25 0.04 6.04 0.53* 

1-4 ( 1 basic skills 4 customs and trends) 0.30 0.05 6.35 0.54* 

1-5 ( 1 basic skills 5 creation) 0.23 0.04 5.92 0.58* 

2-3 ( 2 self presents 3 design abilities) 0.13 0.03 3.99 0.32* 

2-4 ( 2 self presents 4 customs and trends) 0.19 0.04 4.78 0.39* 

2-5 ( 2 self presents 5 creation) 0.12 0.03 4.19 0.35* 

3-4 ( 3 design abilities 4 customs and trends) 0.27 0.04 6.62 0.64* 

3-5 ( 3 design abilities 5 creation) 0.16 0.03 5.36 0.55* 

4-5 ( 4 customs and trends 5 creation) 0.22 0.04 5.91 0.61* 

8-10 ( 8 10) 0.41 0.05 9.01 0.78* 

8-20 ( 8 20) 0.07 0.02 3.07 0.13* 

8-22 ( 8 22) 0.05 0.02 2.60 0.11* 

20-25 ( 20 25) 0.11 0.04 3.08 0.22* 

21-22 ( 21 22) 0.17 0.03 4.80 0.38* 
* p<.05 

DISCUSSION AND 
RECOMMENDATIONS 

Discussion 
 

The bridal secretary essential 
capabilities model according to the related 
theories, combined the necessary essential 
capabilities (Bollen & Long, 1993; Bridal 
secretary vocational program, 2009; 
Huang, 2009; Joreskog & Sorbom, 1992; 
Kaplan, 2000; New Makeup, 2011; Wang, 
2010), built the model with the 1 basic 
skills, 2 self presents, 3 design abilities, 

4 customs and trends, and 5 creation, 
the model had been set for the structure 
model, but the structure model was not 
good for the fit of estimate, following the 
first modification, connected 1 basic 
skills, 2 self presents, 3 design abilities, 

4 customs and trends, and 5 creation 
with each others, the fit of estimate did not 
get better, so the second modification 
followed the modification indices of the 

AMOS soft wear’s suggestion, and also 
check the connection and the relationship 
were meaningful or not. The bridal 
secretary essential capabilities model had 
modified twice, most of the parameters in 
the fit of estimate matched the suggestion 
values, the RMR and RMSEA were 0.065 
and 0.060 (not less 0.05), the GFI was 
0.86 (not above 1), however, most of the 
fit of estimate match the suggestion 
parameters, the model does not all of the 
parameters to meet the suggestions, only 
the model fit perfectly or still fit (Bollen & 
Long, 1993; Kaplan, 2000), so the bridal 
secretary essential capabilities model has 
been build through the modification. 

 
The core competence for under- 

graduates are very important, Chou (2002), 
Ku (2002), and Yeh (2009) indicated the 
students should have the basic skill, 
creations, problems solving, com- 
munication, national wide vision, and self 
learning, the core skill similar  with  the 
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bridal secretary essential capabilities, 
Wang (2010) expressed the entrepreneurial 
capacity in department of cosmetology in 
technological universities should have the 
abilities to star the enterprise, own the 
professional skills, creation, and manage- 
ment capabilities, the curriculum in the 
universities should arrange the cognition 
theories and new enterprise fundamental 
making in the freshman and sophomore, 
the skills learning and management put on 
the junior and senior, and provided more 
elective courses according to students 
interesting and need. 

 
The basic skills for the students who 

learn the bridal secretary make up are very 
important; they also need to learn the trend 
and customs favorite, try to create the 
make up styles to match brides’ want, and 
the students have to present what they 
have already learned and exhibit their 
advantages (Lin, 2005, 2008; Moralaix, 
2010). 

 
Since the B and C illuminates of 

government are very important for 
students to develop their careers in the 
future, they have to attend other 
professionals’ exhibition about beauty 
shop or make up related workshop, and 
demonstrate their capabilities about beauty 
make up and bridal secretary specialty 
(Huang, 2010). In additional, the students 
who graduate from the beauty related 
departments, they have to learn the beauty 
related industries culture, and learn the 
cognitive, knowledge, and trend in the 
lifetime (Wu, 2008; Wu, 2009). 

 
In training students own the essential 

abilities, they need combine the power of 
1 basic skills, 2 self presents, 3 design 

abilities, 4 customs and trends, and 5 
creation, and try to apply the basic skills to 
the special fields, the model also indicated 
there were significant relationships among 
them. On the other hand, the relationship 
between 4 customs and trends with the 

5 creation was very close, the professors  

 
from the universities and beauty shop 
specialists indicated the trend following 
and creation in the make up were very 
important, those help the bridal secretary 
to create their careers, more, the model 
showed error of y8 attending the beauty 
shop exhibition certification with the error 
of y10 exhibiting the experience of 
molding competition was closed, these 
expressed the certification and exhibition 
on the make up workshop were very 
important, they complemented each other. 

 
However, the specialization develop- 

ment situation in cosmetic beauty 
professional as well as the bridal secretary 
should focus on the essential capabilities, 
beauty certifications from the government, 
special beauty make up developments, 
lifetime studying, and try to create more 
make up style and arrange the hair styles, 
dresses, accessories, shoes, and so on in 
groups (Huang, 2010).

Recommendation 

(1) For bridal secretary essential 
capabilities 

 
The department, beauty shop, or some 

units about bridal secretary program can 
provide the new programs which teach 
students to do the pioneering work, and 
suggest the departments to evaluate 
students’ bridal secretary essential 
capabilities and teachers teaching.  
   

The department program can provide 
the lessons to teach students the contents 
of government’s B and C illuminates, 
create the similar situations, encourage 
students to learn and practice, to initiate 
the vantages to pass the B and C 
illuminates of government. 
  

To suggest the vocational educational 
system to encourage the departments to 
build the practice programs, combine the 
skills, theories, knowledge, society trend, 
and  technology,  and  also  put on the 
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evaluation grade on the university 
comments.  
 

Huang (2009) indicated the literature, 
review, and research of beauty education 
system were short, the researcher also 
suggests the quantitative researches have 
to be published in the future, and collect 
other fields researches, provide more 
beauty , make up, and bridal secretary 
literatures in the future.  

 
(2) For bridal secretary essential 
capabilities model  

 
 The bridal secretary essential 
capabilities model has been modified 
twice, it was not so easy to build a model, 
the suggestion about the model is that the 
researches have to design the question- 
naire well, especially read more related 
literatures, and following the exploratory 
factor analysis, fix the questionnaire items 
and match the reliability. The second steps 
was to follow the structure equation 
modeling (SEM) theories, applying the 
confirmatory factor analysis as well as 
finding out the inappropriate observe 
variables and delete some of them, fix the 
paths by checking the modification indices, 
repeat the procedures and adjust the model. 
By deleting the observe variables and 
making the relationship paths among 
observe variables and latent variables, 
check the parameters of fit of estimate 
matching the suggestion value, the model 
can be established. 
 
   Other researches can apply the model 
to different education system, find out the 
model fit the systems, and compare the 
differences in the education systems, the 
other suggestions are that the following 
researches can draft more bridal secretary 
essential capabilities items or create more 
latent variables to this model, try to make 
it extensively, or find out the different 
essential capabilities on the beauty related 
fields. 
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ABSTRACT 
 

No matter how excellent the service delivered, service provider still often makes 
mistakes in meeting the expectations of guests nowadays, who tend to be more demanding 
and less loyal than ever before. How to prevent service failure and to motivate visitors to 
revisit a destination is widely discussed. To date, however, fewer studies explored the role 
of relationship quality (RQ) when they explained how justice (JU) impacted revisit 
intentions (RI). This study, therefore, tries to address this problem and in order to achieve 
the study objectives, questionnaire survey method is adopted and instruments are 
developed based on literature and experts’ assessment. Data were collected from cross 
strait leisure farms and structure equation modeling (SEM) was adopted to analyze the 
proposed model. The results indicate that JU can lead to the higher RI and RQ also acts as 
a moderator on JU-RI relation. In other words, if farms can establish and maintain a higher 
RQ with visitors, the relation that higher JU leads to higher RI may not be necessarily 
true. 
 
Key words:  Relationship quality, justice, revisit intentions 

 
                

 

INTRODUCTION  
 

No matter how excellent the service 
delivered, service provider still often 
makes mistakes in meeting the 
expectations of guests nowadays, who 
tend to be more demanding and less loyal 

than ever before (Kim, Kim, & Kim, 
2009). How to prevent service failure has 
been widely discussed (Kim et al., 2009; 
Namkunga & Jang, 2009). Furthermore, 
many studies reveal that justice might be 
an important factor in responding service 
failure,  achieving  higher  relationship  
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quality (RQ), leading to higher intention to 
revisit (Ha & Chung, 2009; Kim et al., 
2009; Namkunga & Jang, 2009; Kan, Yen, 
& Huan, 2009; Yen, Wu, & Wu, 2010). 
Fewer researches, however, focus on the 
moderated role of RQ.  
 

One states that RQ could moderate the 
relationships between justice and future 
behavioral intentions, such as revisit 
intention and willingness to recommend 
(Ha & Chung, 2009). Others demonstrate 
that RQ could partially mediate the 
relationship between justice and 
behavioral loyalty (Kan et al., 2009; Yen 
& Liu, 2009b). Unfortunately, audiences 
cannot understand which parts of RQ 
mediate justice-revisit intentions relation- 
ship when RQ was measured by 
multidimensional concepts. Managers are 
also confused that they don’t know which 
key efforts, such higher justice and/or 
higher satisfaction should be done first 
under the limited resources in achieving 
visitors’ revisit intentions.  
 

Keeping exploring the nature and the 
extent of RQ would benefit destination 
authorities in planning and marketing for 
tourism and outdoor recreation services. 
Therefore, the objectives of this study are 
(1) to clarify the role of RQ on justice- 
revisit intentions relationship; (2) to 
identify which part of RQ acts as key 
factor in achieving visitors’ revisit 
intentions; and (3) to offer some 
implications based on the results. 
 

Literature review and hypotheses  
 

Definition of justice 
 

The concept of justice (JU) can be 
considered as an important and basic 
concept by humanity. Equity theory 
(Adams, 1965) argues that individuals 
compare their input–output ratios with 
those of others in order to determine the 
level of fairness. When individuals 
perceive inequity, they modify their effort,  

 
or change their perceptions of inputs or 
outcomes in order to achieve actual equity 
or psychological equity (Adams, 1965; 
Yen & Liu, 2009b). Of course, one of the 
choices is to terminate the relationship 
(Ting, 2006). Justice has been defined as 
output/input ratio and it, has been 
commonly understood as a broad, multi- 
faceted construct, encompassing three 
dimensions: distributive justice (DJ), 
procedural justice (PJ), and interactional 
justice (IJ), (Alexander & Ruderman, 1987; 
Yen et al., 2010). DJ refers to “the 
allocation of costs and benefits in 
achieving equitable exchange relation- 
ships,” (Smith et al., 1999; Yen et al., 
2010). PJ refers to ‘‘the perceived fairness 
of policies, procedures, and criteria used 
by decision makers to arrive at the 
outcome of a dispute or negotiation’’ 
(Blodgett et al., 1997; Yen et al., 2010). IJ 
is related to “the way customers involved 
and it means the evaluation of the degree 
to which the customers have experienced 
justice in human interactions from the 
employees of service rms” (Sparks & 
McColl-Kennedy, 2001; Kim et al., 2009). 
 

Definition of relationship quality 
 
Relationship quality (RQ) refers to a 

visitor’s perceptions of how well the 
whole relationship fulfils the expectations, 
predictions, goals and desires the visitor 
has concerning the whole relationship (De 
Wulf et al., 2001, Yen & Liu, 2009b; Yen 
et al., 2010). RQ is widely considered a 
higher-order concept that consists of 
customer relational satisfaction (RS), trust 
(TRU), and relational commitment (RC); 
and its relevance for maintaining 
successful relationships with customers 
has been discussed widely in relation to 
the tourism and leisure area (Kan et al., 
2009; Yen et al., 2010). RS is an affective 
state in contrast with more rational 
outcomes and resulting from an overall 
appraisal of his or her relationship with 
leisure farm (Kan et al., 2009; Yen et al., 
2010). TRU refers to a visitor’s confidence  
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in a farm’s reliability and integrity after 
experiencing the service (Kan et al., 2009; 
Yen et al., 2010). RC is visitor’s 
perception that he/she desired to maintain 
the valuable relationship with leisure farm 
(Yen & Liu, 2009a). 
 

Definition of revisit intentions 
 
The concept of revisit intentions (RI) 

comes from behavioral intentions. Oliver 
(1997) defined behavioral intentions (i.e., 
repurchase and word-of-mouth intentions) 
as “a stated likelihood to engage in a 
behavior”. Early studies considered 
repurchase intention to be at the heart of 
commitment or loyalty (Day, 1969; Jacoby 
and Kyner, 1973; Jarvis and Wilcox, 1977). 
RI has been regarded as an extension of 
satisfaction rather than an initiator of 
revisit decision-making process (Um, 
Chon, & Ro, 2006). In line with Han et al. 
(2009), RI  is  described as an affirmed  

 
likelihood to revisit the restaurant in both 
the absence and presence of a positive 
attitude toward the service provider.   
 

Relationships among concepts 
 
The conceptual model is drawn in 

Figure 1. One of the main objectives of 
this study is to examine the role of RQ in 
the relationship between perceived justice 
and revisit intention. Earlier studies state 
that higher RQ would lead to higher 
behavioral intentions, repurchase intent- 
ions and words of mouth in hospitality 
context (Kim, Han, & Lee, 2001; Kim & 
Cha, 2002). Some demonstrate higher RQ, 
such as satisfied with service provider, 
trust the service provider and permit to 
maintain the relation could partially 
influence loyalty from justice in leisure 
context (Kan et al., 2009; Yen & Liu, 
2009).  

 
 

 
 
Moreover, researchers examined the 

effects of distributive, procedural, and 
interactional justice on customers’ 
repatronage intention and negative word 
of mouth intention (Blodgett et al., 1997). 
Their results found that different levels 
(low-med-high) of recovery scenarios 
based on the three justice dimensions to 
test how each recovery effort, with varying 
degrees of recovery, influences customer 
behavioral intentions. The effect of justice 
on behavioral intentions was significant in 
customers-firm context encouraging future 

researchers to examine the justice-revisit 
intentions relationship. Another showed 
that perceived justice influences recovery 
satisfaction and overall satisfaction, which 
leads to positive behavioral intentions, 
such as revisit intention and willingness to 
recommend (Ok et al., 2005). Others 
found that perceived justice has a positive 
effect on revisit intentions in hospitality 
industry (Ha & Chung, 2009). Therefore, 
this study proposes the following 
hypotheses: 
 

Perceived 
Justice 

Relationship 
Quality

Revisit 
Intentions 

Figure 1. Conceptual model 

H1 H2 
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H1: The higher level of visitors’ perceived 
justice leads to the higher level of revisit 
intentions. 

 
Furthermore, considering a situation 

between visitors and service provider, do 
visitors care justice problems when a good 
RQ with service provider existed?  Ha & 
Chung (2009) illustrated that customers 
with high RQ have more confidence in 
service providers’ positive future perform- 
ance than those with low RQ. The gap, 
which part of RQ acts more emergent role, 
has not been clarified. Visitors with higher 
satisfaction could lead to higher revisit 
intentions (Um et al., 2006). Visitors, 
highly satisfied with service provider, 
might have higher probabilities with less 
care justice problems than lower ones. 
Moreover, customers who trust and have a 
commitment to service provider care 
future benefits, such as confidence which 
reduces perceived risk and anxiety, 
economic advantages such as reduced 
prices and discounts, and a perception of 
friendliness and familiarity (Gwinner et al., 
1998; Wong and Sohal, 2002). In this case, 
visitors with higher trust and commitment 
might have long-term focus on visitor- 
service provider relationship. Thus, the 
short-term events (unfair service associate 
to distribution, procedure and interaction) 
might have lower probabilities to 
influence their revisit intentions. Therefore, 
this study proposed the following 
hypotheses: 
 
H2 The effects of perceived justice on 
revisit intentions vary across the levels of 
relationship quality. 
 
H2a The effects of perceived justice on 
revisit intentions vary across the levels of 
relationship satisfaction. 
 
H2b The effects of perceived justice on 
revisit intentions vary across the levels of 
trust. 
 
 

 
H2c The effects of perceived justice on 
revisit intentions vary across the levels of 
relationship commitment. 
 
 
METHODOLOGY  
 

Measure development 
 
To ensure the content validity of the 

scales, the items selected constructs are 
mainly adopted from prior studies. The 
study uses existing scales for measuring 
perceived justice, relationship quality and 
revisit intentions. Nine items for perceived 
justice are drawn based on the studies of 
Seider & Berry (1998), Ha & Chung (2009) 
and Yen et al. (2010). Nine items for 
relationship quality are adopted based on 
the studies of Yen and Liu (2009a) and 
Kan et al. (2009). Three items for revisit 
intentions are drawn from Kim et al. 
(2009), Ha & Chung (2009) and 
Namkunga & Jang (2009). Likert scales 
(1-7) with anchors ranging from “strongly 
disagree” to “strongly agree” are used for 
all questions. All of the scales showed that 
they had a good reliability and validity in 
the prior research. 
 

Data collecting 
 
Because the visitors’ population are 

changing significantly in leisure farm 
management, to serve visitors with fair 
treatments seems to be difficult on 
holidays and rushing time. The 
phenomenon of visitors’ centralization 
might make facility be insufficient; the 
service quality might be lower; unsatisfied 
emotion and complains of visitors might 
appear. This might raise the probability of 
justice problems (Yen & Liu, 2009b). 
Considering to the research issue, leisure 
farms are adequate and can be selected as 
research objects.  

 
A personal interview method was 

employed for the survey. Before collecting 
data, 16  surveyors were trained for three  
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hours by researcher to let them know the 
process of this survey. Items measuring the 
various constructs were mixed in the 
questionnaire to reduce halo effects. To 
ensure that respondents were distributed 
across ages and genders, students were 
assigned to particular combinations of 
quota criteria and were allowed to select 
respondents who matched these criteria 
(e.g. friends, family, and neighbors). 
Respondents were asked to complete the 
questionnaire and then describe the 
meaning of each question, explain their 
answers, and state any problems they 
encountered while answering questions. 
Some questionnaires were also offered at 
the counter to let visitor fill in. This will 
allow the researcher collect different kinds 
of sample.  

 
Furthermore, using the time period on 

weekends to collect data during May-July 
of 2009 can also help the researcher 
collect both the rush time sample and 
un-rush time sample. Finally, a total of 338 
valid questionnaires were received from 
leisure farms in Taiwan and Beijing. With 
regard to demographic characteristics, 
approximately 50.9% of respondents are 
male. For the age, 23.7% respondents 
ranged 20-29 years old, 29.3% 
respondents ranged 30-39 years old, 26% 
respondents ranged 40-49 years old and 
21% respondents ranged 50-59 years old 
or above. Approximately 39.4% 
respondents are university degree. At 
about 45.6% respondents are at their first 
visiting.  
 
 
RESULTS 
 

Measurement model analysis  
 
Normality was tested by means of 

SPSS 17.0 based on the skewness and 
kurtosis of the observed variables (Bollen, 
1989). Both samples revealed acceptable 
kurtosis (-0.4.76 ~ -0.058) and skewness 
(-0.534~ 0.127)   for most    observed 

 
variables except interaction items (see 
Table 1). A confirmatory factor analysis 
(CFA) using AMOS 17.0 is conducted to 
test the measurement model. The 
chi-squares ( 2 = 188) is significant (p 
<0 .05; Bollen, 1989), a finding not 
unusual with large sample sizes (Doney & 
Cannon, 1997). The ratio of chi-square to 
degrees of freedom (d.f.) is 1.845 for 
measurement model, which is not 
exceeded 2 (Marsh & Hovecar, 1985). The 
value of goodness-of-fit index (GFI) is 
0.943 and adjust goodness-of-fit index 
(AGFI) is 0.905. The value of root mean 
square error of approximation (RMSEA) 
is 0.050. All of the model fitness measures 
are higher or acceptably close to the 
standards suggested by Hu & Bentler 
(1999), i.e., 0.90 for GFI and AGFI, and 
0.05 for RMSEA. Given that the overall 
goodness-of-fit (GFI) indices are good, the 
model was developed on theoretical bases, 
and the level of consistency of the samples 
is high, therefore, no respecifications of 
the model were made. 

 
The study assessed the quality of the 

measurement efforts by investigating 
unidimensionality, convergent validity, 
reliability and discriminant validity for the 
unidimensionality of each construct 
included appropriate items that loaded at 
least .78 on their respective hypothesized 
component and loaded no larger than .30 
on other components in a factor analysis. 
In addition, the overall goodness of tit 
supports unidimensionality (Steenkamp & 
van Trijp 1991). Convergent validity is 
supported by all loadings being significant 
(p < .01) and nearly all R2 exceeding .50 
(Hildebrandt, 1987). For an item and a 
construct to assess good reliability; square 
multiple correlation (SMC) should be 
higher than 0.4, composite reliability 
should exceed 0.60, and the average 
variance extracted (AVE) should at least 
be 0.50 (Bagozzi & Yi, 1988). All scales 
demonstrate good reliabilities. Hence, 
reliability is successfully achieved. The 
study  tested  discriminant validity  by  
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means of checking whether correlations 
among the latent constructs were 
significantly less than 1. In all samples,  

 
construct correlations indeed met this 
criterion.

  
Table 1. Reliability and validity 
 

Concept Variable Mean SD Skewness Kurtosis Loading SMC CR AVE 

JU DJ 14.37 3.01 -.126 .127 .82 .672 .90 .67 
 PJ 14.66 3.11 -.058 -.284 .83 .692   
 IJ 14.71 2.97 -.128 -.041 .80 .642   

RQ RS 15.38 3.15 -.232 -.046 .90 .811 .92 .79 
 TR 15.12 3.28 -.177 -.331 .90 .815   
 RC 14.35 3.30 -.182 -.397 .86 .745   

RI REV1 4.81 1.28 -.329 -.391 .85 .726 .84 .65 
 REV2 4.72 1.30 -.463 -.247 .87 .759   
 REV3 5.02 1.22 -.316 -.445 .69 .473   

INT IN1 6.43 12.17 2.737 12.269 .72 .514 .95 .69 
 IN2 6.75 11.71 2.378 8.739 .84 .703   
 IN3 7.03 11.65 2.099 5.628 .86 .735   
 IN4 6.38 11.06 1.383 4.356 .79 .630   
 IN5 7.08 11.48 1.287 3.535 .88 .773   
 IN6 6.64 11.46 1.530 4.378 .87 .759   
 IN7 6.27 11.00 2.541 11.508 .73 .532   
 IN8 6.42 10.93 2.086 7.587 .88 .779   
 IN9 6.28 10.80 1.905 6.017 .87 .748   
Model fit: 2=188.203; df=102 (p= .000); 2 /df= 1.845; GFI=.943; AGFI= .905; CFI= .986; 
RMSEA= .050 
Note: SMC: Squared Multiple Correlation; CR: Composite Reliability; AVE: Average 
Variance Extracted 

 
Structural model analysis  
 
First, this study examines the effect of 

RQ on JU-RI relation. The results of 
structural model analysis are reported in 
Table 2. The chi-squares ( 2 = 188) is not 
significant (p <0 .05). The ratio of 
chi-square to degrees of freedom (d.f.) is 
1.845, not exceeded 2. The value of 
goodness-of-fit index (GFI) is 0.943 and 
adjust goodness-of-fit index (AGFI) is 
0.905. The value of root mean square error 
of approximation (RMSEA) is 0.050. All 

of the model fitness measures are 
acceptable given the standards suggested 
by Hu & Bentler (1999), i.e., 0.90 for GFI 
and AGFI, and 0.05 for RMSEA. The 
effect of JU on RI is 0.538. Overall, 29% 
variance of RI can be explained by JU.  
H1 is therefore accepted.  

 
Then, the main effect of RQ on RI is 

confirmed (standardized  = .310; t-value= 
2.021). Finally the moderating effect of RQ 
on JU-RI is found (standardized  =-.101; 
t-value= -2.295). H2 is thus accepted. 
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Table 2. Results of hypotheses testing 
 

Independent Dependent Std.  t-values R2 
JU RI .538 3.404 .689 
INT(RQ×JU) RI -.101 -2.295  
RQ RI .310 2.021  
JU DJ .820 -  
JU PJ .832 18.569  
JU IJ .801 16.968  
RQ RS .901 -  
RQ TR .903 24.350  
RQ RC .863 20.241  
RI rev1 .852 -  
RI rev2 .871 19.147  
RI rev3 .688 14.115  
INT IN1 .717 -  
INT IN2 .838 24.948  
INT IN3 .857 18.766  
INT IN4 .794 19.329  
INT IN5 .879 16.536  
INT IN6 .871 16.114  
INT IN7 .730 17.604  
INT IN8 .883 16.549  
INT IN9 .865 16.208  
Model fit: 2=188.203; df=102 (p= .000); 2 /df= 1.845; GFI=.943; AGFI= .905; CFI= .986; 
RMSEA= .050 

 
CONCLUSIONS 

 
This study is aimed at investigating 

the potential role of justice in influencing 
visitors’ attitudes, revisit intentions under 
consideration of relationship quality as a 
moderator. To viewers’ knowledge, this 
study has further clarified the role of 
relationship quality on justice-revisit 
intentions relationship. The finding from 
this study not only supports the previous 
finding, i.e., the higher justice could lead 
to the higher revisit intentions. Moreover, 
it also reveals that justice-revisit intentions 
relationship can be moderated by 
relationship quality while it is measured 
by multiple dimensions. Each element, 
furthermore, has a moderating effect on 
justice-revisit intentions relationship.  

 
Several implications can be drawn 

from the findings. First, revisit intentions 

could be influenced by justice, indicating 
that visitors want to receive fair results as 
compared to their input; they need to be 
treated by a fair process; and they desire to 
have a fair interaction with service 
providers compared to their input. In line 
with Kim et al. (2009), repeating visit is an 
essential asset to any successful hotel 
business. For farm managers, the 
significant role of justice in affecting 
revisit intentions would be supported by 
fair distributive treatment such as 
“discounts,” “coupons,” and “offering free 
gifts and/or food” (Blodgett et al., 1997; 
Chebat and Slusarczyk, 2005; Smith et al., 
1999; Wirtz and Mattila, 2004; Kim et al., 
2009; Yen et al., 2010); fair procedure 
treatment such as “timeliness,” 
“promptness,” “approach,” “flexibility,” 
“procedure control,” “outcome control,” 
“right policy and execution,” and 
“appropriate method” (Blodgett  et  al.,  
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1997; Chebat and Slusarczyk, 2005; 
Maxham and Netemeyer, 2002; Smith et 
al., 1999; Wirtz and Mattila, 2004; Kim et 
al., 2009; Yen et al., 2010), fair 
interactional treatment such as “courtesy,” 
“respect,” “interest,” “careful listening,” 
“effort,” “trust,” “explanation,” “em- 
pathy,” “apology,” and “communication” 
(Blodgett et al., 1997; Mattila, 2001; 
Smith et al., 1999; Wirtz and Mattila, 2004; 
Kim et al., 2009; Yen et al., 2010), which 
are surely important in achieving 
satisfaction for visitors.  

 
Moreover, the higher relationship 

satisfaction could decrease justice-revisit 
intentions relationship meaning that no 
matter how fairness was provided by a 
firm, visitors might have higher revisit 
intentions after they perceived higher 
relationship satisfaction with service 
providers. On the other hand, fair 
treatment should be done to visitors with 
lower relationship satisfaction. Farm 
managers should clarify what the reasons 
are that can turn out unsatisfied guests, 
and meanwhile what patronage offering 
can maintain the relationship with the 
satisfied guests.  

 
In addition, the higher trust could 

decrease justice-revisit intentions relation- 
ship.  That is, visitors would have higher 
revisit intentions when they perceived 
higher trust to a farm probably without 
concerning justice. In other words, fair 
treatment should be done to those visitors 
who perceived lower trust. Given that 
farm managers have confirmed the 
confidence of visitors, providing a reliable 
service should be carried out to achieve 
the set confidence. Pricing and labeling of 
a product farm offered should be honest. 
After the visitors have higher confidence, 
fair treatments offered by the farm will 
have higher probabilities of their revisit 
intention. 

 
Finally, the higher relationship 

commitment could decrease justice-revisit  

 
intentions relationship, implying that 
visitors would have higher revisit 
intentions while they have higher 
relationship commitment to a firm. Most 
of all, its moderating effect is higher than 
others, which indicates that it should be 
concerned first. To those ones enjoying 
site watching, there might be lower 
probabilities to achieve their relationship 
commitment. Offering fair treatment 
seems to be more efficient strategy. For 
those who desired to maintain the valuable 
relationship, managers should focus on the 
issue of how to achieve relationship 
commitment.  
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ABSTRACT 
 

In recent years, emerging technologies have been largely utilized in the creation and 
improvement of travel information products, which can effectively promote tourists’ 
recreational benefits. Among those products, GPS navigation system is an important 
utilization. This study applies non-market goods valuation method to estimate the benefits 
of improving recreational qualities derived from GPS navigation system and to find out 
the variables that influence recreational benefits. In addition to the evaluation of tourists’ 
benefits when using navigation system, this study also estimates the expected benefits for 
potential users who are not using navigation systems now and verifies the difference 
between the two kinds of benefits, with a hope of assisting the provision of manufacturers’ 
marketing planning information. Convenience sampling method was applied to collect the 
samples and 815 valid samples were received. Findings of this study on variables 
indicated that the probabilities that respondents were willing to pay were higher for GPS 
products with value-added or deluxe functions. The probabilities of willingness to pay 
declined as the selling price increased. Respondents who took outdoor activities as their 
major recreational activities, who were easier to lost their directions, who were more 
possible to accept new products and who had higher incomes were more willing to pay. 
As far as the prices that users and potential users were willing to pay were concerned, the 
average willing-to-pay price of user samples were USD381.9; that of potential users 
samples were USD386.7.After the verification of the differences, it was discovered that 
there were no significant differences between the willing-to-pay prices by these two kinds 
of users. As far as the different functions that user group and potential user group were 
willing to pay for were concerned, there was a significant difference between the two 
groups about the willing-to-pay price for basic functional products. However, in respect of 
value-added and deluxe functions, there was no clear difference between users and 
potential users. 
 
Key words: Global positioning system, recreation benefits, contingent valuation method
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INTRODUCTION
 

Along with unprecedented changes in 
urban and rural landscapes, an increasing 
number of overhead viaducts, as well as 
denser and more complicated networks of 
highways and roads, have emerged. 
Consequently, drivers often get lost or feel 
frustrated when looking for the right way. 
When tourists choose to drive by 
themselves, they often need to refer to 
maps or collect road information, wasting 
much time asking for directions and 
collecting information. Moreover, drivers 
often get lost due to unclear signs or 
outdated maps, go the opposite road due to 
wrong instructions received, and meet 
accidents due to unfamiliarity with the 
local environment and people. In the end, 
tourists come happily but return gloomily. 

 
A global positioning system (GPS) 

navigation system (hereinafter referred to 
as GPS NS) provides relevant traffic 
information and leads tourists to their 
preferred destinations. With GPS NS, 
tourists have easy access to “scenic spot 
and traffic guides; location maps; and 
information on accommodation, gourmet, 
special products, latitude and longitude, 
and open hours, among others.” Aside 
from pointing out the direction and road, 
GPS NS also shows correct directions at 
intersections, crossings, and interchanges, 
or when switching between fast and slow 
lanes. With the system, tourists need not 
take tour guidebooks or worry about 
getting lost. They will also find it easier 
and quicker to plan routes. The system 
also gives instructions on the best 
traveling route, thus helping save time, 
effort, and fuel. Along the journey, tourists 
could change the route freely and GPS NS 
changes its direction accordingly. 

Therefore, tourists who choose to drive 
drives by themselves could just relax and 
enjoy the scenery along the road if they 
are accompanied by relevant GPS NS 
devices. Generally, the recreational quality 
of traveling is improved. 

 
GPS NS products will be extensively 

used in the future, and the marketing 
strategies of manufacturers—cost and 
advertising strategies—will influence the 
market proliferation of the products. 
Manufacturers should understand 
consumer preferences and demands to 
develop suitable marketing strategies. 
Assessing the benefits of GPS NS to 
travelers also helps manufacturers cater to 
consumer needs. Specifically, this will 
help them set the price of their various 
products. Moreover, manufacturers must 
understand the response of travelers to 
these strategies.  

 
Therefore, this study assesses the 

benefits of GPS NS to travelers. 
Furthermore, understanding the 
expectations of potential users on the 
benefits of GPS NS provides information 
for manufacturers to develop appropriate 
marketing strategies. Hence, this study 
assesses and compares the benefits derived 
by existing and potential users from GPS 
NS. 

 
In this study, we assess the major 

benefits enjoyed by tourists from GPS NS, 
and estimate the benefits of using GPS NS 
in improving the tour quality of existing 
and potential users through the contingent 
valuation method (CVM). The results may 
serve as basis for GPS manufacturers to 
explore the future market. 
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Literature review 

Recreational benefits 
 

Contigent valuation method (CVM) 
simulates hypothetical market transactions 
through questionnaire designs, determines 
the public’s willingness to pay (WTP) or 
willingness to accept (WTA) qualitative or 
quantitative changes through some 
hypothetical questions, and assesses 
changes in consumer utility levels. CVM 
originated from Wantrup (1947), who 
believed that questionnaires could be 
designed to examine the WTP of 
respondents for the additional provision of 
non-market goods. The model was 
originally designed to estimate the benefits 
derived by consumers from public goods. 
Davis applied CVM in assessing outdoor 
recreational benefits from forests in Maine, 
USA in 1964, making him the first to 
apply CVM for the assessment of 
recreational resources. Moreover, with 
their evaluation of waterfowls in 1974, 
Hammack and Brown started the extensive 
application of CVM (Mitchell and Carson, 
1989). Below is an introduction to the 
assessment of recreational benefits using 
CVM and the inquiry method. 

 
Dixon and Hufschmidt (1986) 

adopted CVM to assess recreational 
benefits from Lumpinee Park in Bangkok, 
Thailand, and took the assessment results 
as basis for decision making. They valued 
the derived recreational benefit at 
$5.83 million. Using the travel cost 
method (TCM) and CVM, Brown and 
Henry (1989) estimated the recreational 
value of tourists’ appreciation of African 
elephants in Kenya. TCM estimated the 
derived benefit at $23 million per year and  

 
CVM estimated tourists’ WTP to maintain 
the existing quantity of African elephants 
at $89 per person. Similarly, Hanley and 
Spash (1983) estimated recreational 
benefits from Elizabeth Park (Scotland) by 
TCM and CVM. The total benefits 
estimated by TCM and CVM were 
£160,000 and £180,000, respectively. 
 

Inquiry method 
 

CVM generally uses open, closed (or 
discrete or binary choice), or payment card 
methods of inquiry. The discrete choice 
method is more popular among 
researchers (Arrow et al., 1993; Carson et 
al., 2001; Organization for Economic 
Co-operation and Development, 2002; 
Nunes and van den Bergh, 2003). Hoehn 
and Randall (1987) suggested that the 
“closed condition” method could avoid 
bias errors, and this survey method could 
better elicit true reactions from 
respondents and minimize strategic errors 
found in the questionnaire survey method. 
Cameron (1988) averred that the binary 
choice method conveys more messages 
than the traditional discrete choice method. 
Boyle and Bishop (1988) proposed that 
“closed” bidding is the easiest and least 
time-consuming method, which also 
conforms to the shopping habits of 
respondents. Kristrom (1990) asserted that 
the discrete choice method, in comparison 
with the open questionnaire method, has 
the advantages of “reducing rejection rates, 
avoiding extreme values, and creating a 
hypothetical scenario close to the market 
that respondents face each day.” Duffield 
and Patternson (1991) suggested that the 
binary choice method asks respondents to 
or not to accept a certain amount, which is 
the  most  convenient, suitable, effective,    
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and practical way of conducting surveys. 
This method also has the advantages of 
reducing the pressure on respondents and 
eliminating bias errors.  
 

The single-boundary binary choice 
model has the advantages of avoiding bias 
errors and strategic errors, reducing 
rejection rates, and avoiding extreme 
values; hence, this study adopts the 
single-boundary binary choice model 
proposed by Hanemann et al. (1991) in 
estimating the benefits of using GPS NS in 
improving the recreational quality of 
travel. 
 

Theoretical Foundation and 
Assessment Methodology  

 
Theoretical foundation of the 
benefits of using GPS NS in 
improving recreational quality 

 
It is presumed that “individuals” 

know the volume of their consumption. 
This is described by the following basic 
model: 
Max U = U(X, Q)                (3-1) 
s.t.  PX  X + PQ Q = I 
 
where X is the quantitative vector of 
private goods, Px is the price vector of X 
goods, Q is the quantitative vector of 
recreational goods, PQ is the price vector 
of Q goods, and I is income. 
 
The utility maximization issue is solved 
through the Lagrange method, that is, 
obtaining Marshall’s consumer demand 
function Xi = Xi(PX, I – PQ Q, Q), and 
putting this demand function into the 
target function to obtain the indirect utility  

 
function V = V(PX, PQ, I, Q). 
 
When the recreational quality changes, 
respondents have WTP to maintain the 
same utility level. When the recreational 
quality improves from Q0 to Q1, 
respondents are willing to spend part of 
their income for the benefits derived from 
the improved recreational quality. The 
maximum amount they are willing to pay 
is WTP, expressed as 
 
V(PX, PQ, I, Q0) = V(PX, PQ, I – WTP, Q1) 
(3-2) 
 
Formula 3-2 indicates that when the 
recreational quality is Q0 and the other 
conditions remain unchanged, the utility 
level of income I is equal to that of 
I - WTP after the recreational quality 
improves to Q1. In other words, 
respondents are willing to pay the highest 
amount of WTP for the utility level 
corresponding to the improvement in 
recreational quality from Q0 to Q1. 
 

Method to assess the benefits of 
using GPS NS in improving 
recreational quality 

 
By discrete choice CVM, we cannot 

directly observe the benefits derived by 
respondents from GPS NS in terms of 
improved recreational quality. Hence, the 
study must estimate WTP through an 
empirical model. As mentioned in the 
literature review, this study intends to 
adopt the single-boundary binary choice 
model proposed by Hanemann et al. (1991) 
to estimate the benefits from improved 
recreational quality. 
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The CVM empirical model has two 

different methods. The first method is to 
take the indirect utility gap under different  
quality levels as the reaction function of 
dependent variables, estimate the 
probability of respondents answering 
“yes” or “no” through the empirical model, 
and calculate the WTP of respondents 
through integration, that is, the indirect 
utility function method proposed by 
Hanemann (1984). The second method is 
to take the difference of expense function 
as the reaction function of dependant 
variables, that is, the expense function 
method proposed by Cameron and James 
(1987). McConnell (1990) asserted that 
the main difference is in the setup of the 
reaction function. When the marginal 
utility of income is constant or the random 
item is 0, the two methods are related. 
Therefore, this study takes the indirect 
utility function as the basis in measuring 
benefits. 
 

Hanemann (1984) applied the entity 
theory to evaluate benefits derived from 
environmental goods and proposed an 
empirical study by taking differences in 
the indirect utility model as the reaction 
function. He suggested that in relation to 
respondents, the utility theory includes an 
unobserved random item aside from 
certain items. Therefore, he proposed the 
random utility theory and predicted the 
probability function of respondents’ WTP 
through probit and logit regression models. 
These models are often used by empirical 
studies under closed CVM. Below is a 
brief introduction of their theoretical 
foundations. 
 

The indirect utility function examines 
the choice of respondents under different  

 
situations, or estimates the WTP of 
respondents by considering their reaction 
toward better recreational quality Q and 
payment $A, as well their feelings (better 
or worse) after an additional payment of 
$A when their WTP cannot be directly 
observed. The study assumes that the 
factors influencing respondents’ utility 
level include recreational quality (Q), 
income (Y), and social and economic 
variable (S). 
 

The study further assumes that the 
indirect utility function of respondents is 
as follows: 
 
V = V(Y, Q, S) +       (3-3) 
 
where Y is the income of respondents, Q is 
the tour’s recreational quality, S is the 
social and economic features of 
respondents, and  is a random item 

),0(~ 2
iid

. Hence, the indirect utility 

function of respondents is set to V(S, Y, Q). 
The respondent may choose not to pay $A 
and maintain the original recreational 
quality Q0, or choose to pay $A for better 
recreational quality Q1. The indirect utility 
models V0 and V1 under these two 
situations, respectively, represent the 
utility level of original and better 
recreational quality. The models are 
expressed as 

00000 ,, SYQVV    (3-4) 

10111 ,, SAYQVV
where Q0 and Q1 represent original and 
better recreational quality, respectively; Y0  
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and (Y0 – A) indicate the original level of 
income and that after paying $A; and �0 
and �1 are random error terms that are 
mutually independent, satisfying the 
condition that the expected value is zero. 
 

When the respondent is willing to pay 
the amount quoted in the questionnaire for 
better recreational quality, it indicates that 
after the respondent has paid an amount of 
A, the income is reduced to Y – A, but the 
recreational quality improves and the 
utility level is not lower than the original 
level, expressed as 

 

000111 ),,(),,( SYVSAYV QQ              

(3-5) 
 

Or 
0),,(),,( 010011 SYVSAYV QQ

 
The study assumes 

),,(),,(
0011 SYVSAYVV QQ

10 . Given that 
andV cannot be observed, there is 

need only to observe whether the 
respondent is willing to pay the amount of 
$A. If this reaction is expressed by the 
index variable I, I = 0 indicates “not 
willing to pay” and I = 1 indicates “willing 
to pay,” as expressed in the following 
formula:  
 

       situationsOther ,0
0V,,1 when

I    (3-6) 

 
The probability that the respondent is 
willing to pay $A to obtain better 
recreational  quality  is  expressed  as 
 

   
)quality alrecreationbetter obtain  $A topay   to willingis respondent The(1 rr PP

   
)1I(rP  )( VPr  )( VF  

(3-7) 
 
where )(F is the cumulative probability 
density function of the random variable . 
Similarly, the probability that the 
respondent is not willing to pay $A is 
expressed as  
 

)quality. alrecreationbetter obtain  $A topay   tognot willin is respondent The(1 rr PP

)0I(rP )( VPr  )(1 VF       

(3-8) 
 
The function distribution pattern of 
random variables influences the estimation 
results and is generally assumed to be a 
logistic or normal distribution. Logistic 
and normal distribution functions only 
remarkably differ at the tail; they are quite 
close at the middle. Hence, there is no 
large difference. This study adopts the 
logit model as the computational model to 
estimate the WTP of respondents. 
 

If random items have logistic 
distribution patterns, it is suitable to adopt 
the logit model, and the function pattern is 
expressed as 

)exp(1
1)(1 V

VFPr (3-9) 

In the empirical estimation, we need 
to designate the specific function pattern 
for the difference in indirect utility model, 
mainly the linear function or nonlinear 
logarithmic function of income 
(Hanemann, 1984). However, the 
estimation results of the linear and 
algorithmic-linear functions are not 
significantly different. Hence, this  study  
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uses only the linear indirect utility 
function to estimate the WTP of 
respondents. After the respondent’s social 
and economic variable (S) is added, 
certain items of the indirect utility model 
about two choices of a given respondent 
when faced with the payment of $A 
(willing = 1, not willing = 0) could be 
expressed as 

 
SAYSAYV Q 11111 )(),,(        

(3-10) 
SYSYV Q 00000 ),,(  

 
The utility difference of respondents’ �V 
could be expressed as 
 

SAYV )()()( 0110101

(3-11) 
 
The marginal utility of income, whether or 
not the respondent is “willing” or “not 
willing,” is kept unchanged; hence, 

01 . 
 
The study assumes that 

)(),( 0101 ; hence, 
Formula 3-11 could be simplified as 
 

SAV 1              
(3-12) 
 
If the respondent is willing to pay $A to 
obtain better recreational quality, it 
indicates that the indirect utility gap is 

V . The probability model regarding 
the respondent’s willingness to pay $A is 
expressed as 
 

1rP )( VPr   SAF 1             
(3-13) 

 
The estimated values of unknown 
parameters in the formula could be 
obtained using the maximum likelihood 
function that is, applying the maximum 
likelihood estimation (MLE), maximized 
first-order conditions, and Newton– 
Raphson iterative method. 
 
The likelihood function could be 
expressed as 
 

N

i

N
ii

Y
i SAVFIAFI iSVL

1
,1ln,lnln

(3-14) 
 
where N is the number of respondents, and 
Ai is the price that ith respondent faces. If 
ith respondent answers “yes,” I Y

i = 1

I N
i = 0. If the respondent answers “no,” 

IY
i =0 I N

i = 1. WTP for the benefits of 
improved recreational quality could be 
estimated through the average WTP 
estimation method proposed by Hanemann 
(1984). 
 
In the model, fA(A) indicates the 
probability density function of the 
willingness to pay $A. Further, FA(A) is 
the accumulative distribution function of 
fA(A), and FA(A) indicates the 
accumulative probability density function 
of the willingness to pay an amount lower 
than $A. Hence, the WTP probability is 
1 – FA(A), 1 – FA(A) = 1rP )( VF .  
 
The expected value of WTP is expressed 
as 

0

0
1)( dAAdAAdAAAWTPE FFf AAA

(3-15) 
0

0 1 dAVdAV FF



177

International Journal of Asian Tourism Management           ISSN: 1906-8654 
Vol. 3 (2): 170-183, September, 2012 
The Evaluations on Recreational Benefits of Global Positioning Navigation System      H. Y. Jeng, et. al. 
 
The minimum price A is 0 and cannot be 
negative; hence, the lower integral limit of 
the second item in the formula above is 0 
and the upper integral limit is revised to 
the highest bid price. Hence, the expected 
value of WTP could be revised as 
 

E WTP = MAXA
dAVF0

                

(3-16) 
 
The study assumes a normal and logistics 
distribution of the linear utility function,  
 

0000 ,, SYQV

1011 ,, SAYQV , because E

0. Formula 3-17 could be 
obtained from Formula 3-12. 

*A =
1

S
                          

(3-17) 
 
 
MATERIALS AND EMPIRICAL 
MODEL
 

Questionnaire survey and data 
analysis

 
Data came from the questionnaire 

survey. Price was quoted through the 
binary choice method in the questionnaire  
 
 

 
and was divided into ten different groups. 
Surveyors carried out the questionnaire 
survey from May 16 to 21, 2007. Samples 
were collected in two stages. The first 
stage adopted proportional allocation, that 
is, they distributed questionnaires based on 
the population proportion of Taiwan’s 
counties and cities. In the second stage, 
interviewers in counties and cities chose 
respondents through convenience 
sampling. A total of 800 samples were 
collected through this survey. After 
incomplete or invalid questionnaires were 
deleted, 645 valid samples were obtained, 
yielding a valid recovery rate of about 
81%. 
 

Empirical model and variable 
description

 
The probability model regarding 

respondents’ willingness to pay $A is built 
from the above theory, expressed as 

 
1rP )( VPr  

SAF 1 ,       (4-1) 

 
where A is the price that a given 
respondent faces, i.e., the “money” 
variable in the empirical model, and S 
indicates social and economic variables 
and other explanatory variables. Table 4-1 
shows the detailed descriptions and 
definitions of variables used in estimating 
improvements in recreational quality by 
GPS NS.  
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Table 4-1. Variables used in estimating improvements in recreational quality. 
 

Name of 
variable 

Definition Expected 
symbol 

V

Whether it has the value-added function, virtual variable, 1 for “yes” and 0 
for “no” 

 

L

Whether it has the luxurious function, virtual variable, 1 for “yes” and 0 for 
“no” 

 

money Price faced by respondent  

gender Gender of respondent, virtual variable, 1 for male and 0 for female  

age Age of respondent  

Ltime 

Recreational time available each week after working; normal rest hours 
are deducted 

 

outdoor Major recreational activities of the respondent, virtual variable, 1 for 
“mainly outdoor activities,” 0 for “mainly indoor activities” 

 

mis Probability that respondent gets lost  

Dcon Tendency that respondent accepts the new product  

Iin Monthly income of respondent  

 
 

Empirical estimation result of GPS 
NS in improving the recreational 
benefits  

 
This study also assesses recreational 

benefits enjoyed by both existing and 
potential users and examines the 
differences, as shown in the following 
formula: 

 
H0 WTPWTP useruserexisting  potential

                      

(5-1) 
 
As far as the entire model’s 
goodness-of-fit is concerned, the estimated 
values of the likelihood Chi-square model 
for the entire sample, existing users, and 
potential users are between 170.1619 and 
1302.648, and far beyond 2 (0.01, 
10) = 23.21, indicating that the model has 

a strong explanatory power. Three 
variables all conform to the expectations. 
Across the entire sample, the value-added 
function variable (V), luxury function 
variable (L), price amount variable 
(money), tendency to accept new products 
(Dcon), and individual income (Income) 
show significant differences at 1% level of 
significance. Age (Age) and main 
recreational activities (outdoor) show 
significant differences at 5% and 1% 
levels of significance, respectively. In the 
user’s estimation formula, the value-added 
function variable (V), luxurious function 
variable (L), price amount variable 
(money), tendency to accept new products 
(Dcon), age, probability of getting lost 
(mis), and individual income (Lincome) 
show significant differences at 1%–10% 
levels of significance.  
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In terms of economic connotation, 

when GPS NS has value-added and 
luxurious functions for the model 
considering the total sample, consumers 
have higher WTP probability and the 
situation is quite significant. When 
respondents face a higher price, their WTP 
probability is reduced. There is no 
significant difference across gender, 
although, female respondents have higher 
WTP probability. In terms of age, older 
respondents have higher WTP probability, 
that is, higher willingness to buy GPS NS. 
Respondents with more recreational time 
also have higher WTP probability, as well 
as those who prefer outdoor recreational 
activities. There is no significant 
difference between those who get lost 
easily and those who do not, although 
those who get lost easily are more willing 
to buy GPS NS. Respondents who have a 
higher tendency to accept new products 
are more likely to buy GPS NS. 
Respondents with higher income also have 
higher WTP probability. In terms of the 
estimation model of existing and potential 
users, the economic connotation is roughly 
the same. Interestingly, user groups have 
more significant reactions to the “outdoor” 
variable. Specifically, among the user 
group, respondents who are mainly 
engaged in outdoor recreational activities 
are significantly different from those who 
are mainly engaged in indoor activities in 
terms of WTP. Female respondents and 
those with less recreational time have 
higher WTP, although the difference is not 
statistically significant. Among potential 
users, older respondents have higher WTP 
than younger people, and male 
respondents and those with more 

recreational time have higher WTP; the 
differences, however, are not statistically 
significant (Table 5-1).
In terms of the WTP of existing and 
potential user subgroups, the average WTP 
of all samples is USD389.2, whereas those 
of existing and potential users are 
USD381.9 and USD386.7, respectively. 
Existing and potential users do not 
significantly differ in terms of WTP (Table 
5-2). 

As to product functions, the average WTP 
values for basic, value-added, and 
luxurious function are USD162.5, 
USD249.7, and USD718.9, respectively. 
As to basic functions, the WTP values of 
existing and potential users are USD152 
and USD175.3, respectively. As to 
value-added function, the WTP values of 
existing and potential users are USD244.1 
and USD256.4, respectively. As to 
luxurious function, the WTP values of 
existing and potential users are USD711 
and USD728.3, respectively. In terms of 
products with basic functions, the WTP 
values of existing and potential users 
significantly differ at 10% level of 
significance. In terms of value-added and 
luxurious functions, existing and potential 
users do not significantly differ (Table 5-3), 
implying that manufacturers could start 
from GPS with basic functions to expand 
their market share. Moreover, the WTP of 
potential users is higher than that of 
existing users, possibly because they hold 
certain expectations on unused products 
and are willing to pay more than existing 
users. From the profit-making aspect, 
manufacturers should explore the nature of 
potential users.
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Table 5-1. Estimation results for the model of existing and potential users. 

All samples Existing users Potential users 

Constant –2.05730910 
(–7.147)*** 

0.03059906 
(0.042) 

–3.204 
(–8.931)*** 

V
0.64206922 

(4.680)*** 
1.41777412 

(3.938)*** 
0.656974 
(3.953)*** 

L
4.23269537 
(14.105)*** 

6.00806263 
(6.907)*** 

4.844421 
(13.121)*** 

money
–0.00025701 
(–16.888)*** 

–0.00035868 
(–7.649)*** 

–0.0003 
(–15.732)*** 

gender
–0.04030891 

(–0.369) 
–0.28240117 

(–1.019) 
0.012624 

(0.096) 

Age
0.01287849 

(2.333)** 
0.00776328 

(0.546) 
0.01251 
(1.857)* 

Ltime
0.00084451 

(0.172) 
–0.00542789 

(–0.585) 
0.000373 

(0.058) 

outdoor
0.17992992 

(1.680)* 
0.63738485 

(2.376)** 
0.058843 

(0.447) 

Mis
0.38041110 

(1.576) 
0.91959352 

(1.869)* 
1.284049 
(3.778)*** 

Dcon
1.29988816 
(11.239)*** 

1.79582813 
(6.706)*** 

0.874977 
(5.963)*** 

Lincome 
5.52379E-05 

(17.824)*** 
7.4769E-06 

(1.916)* 
0.000101 

(19.412)*** 
Likelihood 1,185.226*** 170.1619*** 1,302.648*** 

Note: (1) The coefficient inside the bracket is the t statistics; (2) 21.23)10,01.0(
2

.(3) ***, **, and * denote 

significance at 1%, 5%, and 10% levels, respectively. 

 
Table 5-2. Differences in WTP between existing and potential users. 

Subgroups WTP average (USD) t-value P-value 
All 389.2   

Existing users 381.9 –0.321 0.748 
Potential users 386.7 

 
Table 5-3. Difference in WTP between existing and potential users based on product    
          functions. 

Product functions  WTP average (USD) t-value  P-value 

Basic function  162.5   

Existing user  152 –1.786* 0.074 

Potential user  175.3   

Value-added function  249.7   

Existing user 244.1 –0.946 0.344 

Potential user 256.4   

Luxurious function  718.9   

Existing user 711 –1.330 0.184 

Potential user  728.3   

  ***, **, and * denote significance at 1%, 5%, and 10% levels, respectively. 
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CONCLUSION AND 
RECOMMENDATION 
 

In recent years, new 
technologies—such as GPS NS—have 
been used in creating and improving 
tour-oriented IT products. GPS NS can 
potentially benefit tourists by improving 
tour quality. However, the study cannot 
directly observe intangible benefits; hence, 
it adopted the assessment method of 
non-market goods to estimate the benefits 
derived from GPS NS in term of improved 
recreational quality and to determine 
influential variables. Aside from benefits 
for existing users, this study also estimated 
expected GPS NS benefits for potential 
users. The benefits were compared to 
provide relevant input for manufacturers 
to develop marketing plans. 
 
The following conclusions are drawn from 
the study. 
 
1. As to the explanatory variable of 
recreational benefits, this study found that 
the performance of their symbols conform 
roughly to expected symbols. When the 
products are GPS with value-added or 
luxurious functions, respondents have 
higher WTP, which decreases with 
increasing price. Those who are mainly 
engaged in outdoor recreational activities, 
who get lost easily, have high tendency to 
accept new products, and have high 
income exhibit high WTP. 
2. As to existing and potential user 
subgroups, the average price that existing 
users are willing to pay is USD381.9, 
whereas potential users are willing to pay 
USD386.7. The difference, however, is 
statistically insignificant. As to products 
with basic functions, the price that existing 

and potential users are willing to pay 
significantly differ. As to value-added and 
luxurious functions, existing and potential 
users do not significantly differ in terms of 
the price they are willing to pay. 
 

Existing and potential users have 
significant differences in terms of the price 
they are willing to pay for products with 
basic functions at 10% level of 
significance, but such significant 
difference was not found for products with 
value-added or luxurious functions. In 
other words, when exploring new 
consumer segments, manufacturers could 
attract new clients by varying the prices of 
GPS products with basic functions. 
However, this strategy is not suitable for 
GPS products with value-added and 
luxurious functions. 
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ABSTRACT 

Technology has changed the landscape of communication processes and academic 
education.  It has created new networks and challenges for the new generation of 
learners and old generation teachers.  This study looks at the influence of social 
networking sites, particularly the Facebook closed groups, as a new avenue for 
processing principles and concepts learned inside the classroom.  Using Media Richness 
and Uses and Gratifications Theories to make sense of data gathered through focused 
group discussions and informant interviews, the study reveals that Facebook has 
become the medium of first choice among particular students enrolled in tourism 
courses.  Respondents disclosed their preference of the medium due to its ease of 
access, usage and cost-“free”, immediate responses and ability to transmit messages to 
large groups. Features of the Facebook closed groups found most helpful were the 
notifications, creating and storing documents and threads.   The students found it as a 
convenient medium to augment the regular classroom setting but not to replace it.  

Key words:  Facebook closed groups, virtual discussion sites, academic communication

INTRODUCTION

Tourism educators find themselves 
looking for innovative and creative ways 
of communicating theoretical concepts to 
their students. The rise of the Internet as 
a tool for communication for many 
industries has increased through the 
years. Twenty years ago, the Internet was 
a luxury for students and professionals 
alike. Today, most universities, homes 
and offices have Internet access.  

Professors usually conduct their 
lectures using the MS Powerpoint while 
students take notes using their laptop or 
netbook and submit their assigned work 
via email.  Most college buildings, 
dormitories and restaurants/coffee shops 
have free wi-fi access and homes have 
Internet access whether unlimited or pre-
paid.  In addition, newer models of 
mobile phones are already Internet cap-
able.  The pervasiveness of the Internet 
has allowed people to communicate  
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almost instantaneously, with more 
content than previous years. 

Social networking sites have become 
very popular and widely used.  Facebook 
(FB) is one of the most highly used social 
networking sites.  At present, there are 
more than 750 million active users of FB 
all over the world.  50% of which log on 
to FB daily and members spend over 700 
billion minutes per month on FB.  
Activities on FB indicate that there are 
over 900 million objects that people 
interact with (pages, groups, events and 
community pages) and the average user 
is connected to 80 community pages, 
groups and events. An average user 
creates 90 pieces of content each month 
and more than 30 billion pieces of 
content (web links, news stories, blog 
posts, notes, photo albums, etc.) shared 
each month 
(http://www.facebook.com/press/info.php
?statistics). 

FB has emerged as one of the most 
powerful social networking services 
currently available. Its interface and 
framework allow a person to spread news 
virally as quick as any social book-
marking service. Facebook Groups, 
communities of friends with similar 
interests, are also becoming extremely 
popular as these promote brand presence, 
share news/events with their community 
and stimulate relevant discussion all in 
one spot 
(http://www.webanalyticsworld.net/2007/
09/successful-facebook-groups.html).   

Recently, it was observed that a 
Facebook closed group is heavily used by 
students in an attempt to exchange 
information and to communicate in an 
efficient and effective manner within a 
class that requires close coordination 
among the members of the class.  

The University of the Philippines 
Asian Institute of Tourism (UP AIT) was  

“established in 1975 as the premier 
institution of tourism education in the 
Philippines. It is the first school in 
Southeast Asia to offer a four-year degree 
program leading to a Bachelor of Science 
in Tourism. Its mission is to upgrade the 
travel and tourism profession by 
providing high quality education and 
training to students who will be the 
industry's future leaders, managers, 
entrepreneurs, and technical experts.” 
(http://www.upd.edu.ph/~ait/).  As prime 
movers in the industry, the UP AIT 
tourism graduates’ adaptability to new 
technologies provides them with the edge 
over the graduates of other universities 
offering the same course.  

Classes held at the UP AIT 
particularly those that require close 
coordination within the entire class have 
adopted the use of FB.  Two courses used 
FB closed groups as a class while most of 
the others would have closed groups for 
specific sub-groups within the class. The 
two courses under study were Tourism 
126 which covers the study of Meetings, 
Incentive Travel, Conventions (MICE) 
Management and Tourism 115 which 
covers Entrepreneurship and New 
Enterprise Development in Tourism. 
Tourism 126 covers an introduction to 
the various functions, techniques, 
methods and approaches in the planning 
and organizing meetings, conventions 
and exhibitions; and an overview on 
incentive travel and its features.  It is a 5-
unit course offered as an elective to the 
BS Tourism degree.  One of its course 
goals is to equip students with the 
necessary skills and experience in 
mounting different events which will 
enable them to be good event leaders in 
the future.  The use of technology is 
crucial in events management.  Event 
planners and guests construct a 360-
degree experience that includes pre-
event, live-event and post-event com-
munications. These communications 
need to be fast, frequent and highly  
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focused and the use of social media such 
as FB has greatly influenced com-
munication within the events industry 
(Goldblatt, 2011).  Technology can be 
equated to more efficient planning, more 
dependable implementation, greater 
mobility, better information dissemi-
nation and reliable global communication 
(Krugman, 2007).  Tourism 115, on the 
other hand, leads students into the 
paradigm of becoming entrepreneurs and 
encouraging them to develop new 
enterprises both service and product-
oriented that will help provide comfort to 
tourists and employment to locals. A 
basic understanding of technology is very 
important to the tourism graduate.  
Managers or planners who do not 
embrace the new tools, especially while 
they try to engage younger people, will 
struggle to succeed (Fenich, 2012). 

The use of FB closed groups has 
become prevalent in the Tourism 126 and 
115 classes in the recent past.  This study 
looks into the reasons for its prevalence 
and usefulness to assist in fulfilling the 
demands of the said courses.  Exploratory 
studies of this nature have been very 
limited since this FB feature is relatively 
new.  In an effort to shed light in the use 
of the FB groups as a tool for 
communication within a group of people 
in an academic rather than social setting, 
this study seeks to answer the question: 
How does the use of FB closed groups as 
a communication tool assist in the 
learning process for specific classes in 
the UP Asian Institute of Tourism?

The objectives of the study include: 

(1)To explore the role of FB closed 
groups as a communication tool in
enhancing the learning process for the 
UP AIT students;

(2)To discuss the benefits of the use
FB closed groups among the UP AIT 
students; and

(3) To recommend strategies that can 
maximize the use of FB closed groups as 
a virtual classroom for tourism majors.  

This study looks into the possible 
role of FB closed groups as an academic 
tool to enhance tourism education. The 
FB closed group is seen as a 
communication tool that facilitates 
academic instruction not in the same 
manner as the Moodle or the University 
Virtual Learning Environment (UVLE) 
which was created as a learning tool. 

Related literature review 

Digital Media 

Internet penetration as of December 
2011 is at 32.7% with more than 2Billion 
people having Internet access 
(www.internetworldstats.com). High 
speed Internet access has enabled the 
acquisition, processing, storage and 
dissemination of information to be faster 
and more efficient. It has erased the 
barriers of time and distance (Dennis and 
DeFleur, 2010). It has allowed people to 
exchange messages without being 
physically present (Baym, 2010). 

Social media has been widely used 
due to its interactivity – the capability to 
break boundaries and connect people 
simultaneously regardless of place (Losa, 
2010). There are several characteristics of 
digital media that can help explain and its 
current pervasiveness. Social 
interactivity, synchronicity, availability 
of social cues, storage, spatial mobility, 
ability to transmit messages to large 
groups and speed of transmission (Baym, 
2010) are just some of the characteristics 
of digital media that has encouraged 
people to use it more often. Bradley 
Greenberg (Sparks, 2006) developed a 
list of motivations for media use. These 
include learning, habit, companionship, 
arousal, relaxation, escape, passing time. 
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New media are constantly 
developing, new populations are taking 
up these tools and new uses are emerging 
(Baym, 2010). The Internet was initially 
conceived as a military back-up system 
but its use has been transformed by its 
current users (Nye, 2004; Baym, 2010).  

Social Networking Sites (SNS) 

Universal McCann (2008) dubbed 
the Philippines as the Social Networking 
Sites (SNS) capital of the world. 
Research indicates that 83.1% of 
Filipinos participate in SNS.  Filipinos 
are considered to be the top photo 
uploaders and web video viewers and 
second number of video uploaders and 
blog readers (Universal Mc Cann, 2008; 
Alfonso and Madrona, 2009). 

Social networking sites is defined as 
“web-based services that allow 
individuals to (1) construct a public or 
semi-public profile within a bounded 
system, (2) articulate a list of other users 
with whom they share a connection  and 
(3) view and traverse their list of 
connections and those made by others 
within the system.” (Boyd and Ellison, 
2007).

SNS and learning 

In the Philippine setting, the 
experience of local learning institutions 
that are implementing e-education fall 
into three modes of online education: full 
online, mixed and supplemental, 
depending on the level of preparedness of 
the school, the teachers and the learners 
(Veloso, 2003).  Another study showed 
that teachers are the key to whether 
technology can be used appropriately and 
effectively.  It discussed the fact that 
technology increases conversation, 
sharing and learning among students and 
teachers (Salandanan, 2000). Also, new 
media are great knowledge tools because 
it expands our world views by giving  us

access to information about the world but 
cautions educators against its possible 
negative effects such as plagiarism and 
over-dependence on and generalizations 
about technology. 

SNS as a communication tool 

The rise of social networks indicates 
a shift in the organization of online 
communities. It is primarily organized 
around people and not interests as most 
other websites show (Boyd and Ellison, 
2008).  Its ability to transmit messages to 
large audiences at one tap of the user’s 
fingers has given equal opportunities for 
fame.  Individuals have been given the 
opportunity to communicate and produce 
mediated content on a mass scale (Baym, 
2010). Autonomy and privacy have also 
been constrained.  People are trapped in a 
state of perpetual contact (Baym, 2010). 
Digital media is changing the way people 
relate to each other. It allows people to 
connect with other people transcending 
time and space. Initial criticisms on 
limited social cues have already been 
addressed through the use of emoticons, 
punctuations, capitalization and talk-like 
phonetics to indicate the tone of one’s 
message. SNS has also enabled micro-
management and coordination to occur 
(Dennis and DeFleur, 2010). 

A study on the influence of using 
SNS at work on Filipino employees’ 
productivity and interpersonal 
relationships revealed that SNS helped 
facilitate a more comfortable face-to-face 
encounter between an employee and his 
colleagues (Cruz and Tombado, 2010).

SNS research has been focused on 
impression management and friendship 
performance, networks and network 
structure, online/offline connections and 
privacy issues (Boyd and Ellison, 2008). 
SNS use for academic purposes has been 
scarce. Linking SNS and tourism 
education has been nil.
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Theoretical Guide 

The Uses and Gratifications theory 
and Media Richness theory are used as 
framework for this study. The Uses and 
Gratifications theory shall help explain 
why people select the media content they 
do.  It explores communication behaviour 
in terms of direct experiences with the 
media. (Cho and Lee, 2008). Choices 
made by users are based on individual 
differences in interests, needs, values and 
motives shaped by individual’s learning 
and socialization.  Users do not remain 
passively waiting for messages to be 
presented by media, rather, the audience 
is active, making their own decisions on 
what media type to use.  Continuous use 
of the media will depend on gratifications 
gained while using the selected medium.  
These can be categorized as follows: 
cognitive needs, affective needs, personal 
integrative needs, social integrative needs 
and tension free needs 
(www.communicationtheory.org). 
Because of a variety of psychological 
needs, people sought out contents that 
they desired to obtain from available 
media (Raacke and Raacke, 2008; Dennis 
and DeFleur, 2010). 

Corollary to the choice of specific 
media is the concept of the Media 
Richness theory which proposed that 
media differ in the amount of “rich” 
information they can convey. Richness in 
this context is a function of four factors: 
the capability of a medium (1) to provide 
immediate feedback, (2) to transmit 
verbal and non-verbal communication 
cues, (3) to provide a sense of 
personalization and (4) to stimulate 
natural language. (Daft, Lengel & 
Trevino, 1987). 

METHODOLOGY

This study is exploratory in nature, 
using qualitative data gathering and  

analysis techniques. Employing 
purposeful sampling method, focus group 
discussions with students who have taken 
up Tourism 126 and 115 for the two most 
recent semesters, namely, 2nd semester 
AY 2010-11 and 1st semester AY 2011-
12, were conducted. The focus group 
discussion provided a more in-depth 
understanding of the use of FB groups as 
a communication tool that enhances 
learning.  Discussions centered on the 
benefits of FB closed groups, its 
advantages and difficulties encountered 
in using the FB closed groups.  The 
participants also shared some strategies 
on how the use of the FB closed groups 
can be maximized by other classes and 
suggestions on features that could be 
added to increase its usefulness for 
succeeding classes.  The data gathered 
were coded and categorized into 
prevailing common themes for easier 
understanding.

RESULTS AND DISCUSSIONS 

The use of social media has been 
prevalent and has pervaded the 
workplace and the academe.  It has 
become a place to discuss issues 
pertaining to school requirements and the 
use of FB closed groups is common to a 
typical college student especially where 
group work is necessary.  Professors have 
been part of the students’ networks and 
vice versa. It can also be noted the FB 
closed groups in this study are student-
initiated, the professor takes a passive 
role in the setting up and maintenance of 
the closed groups.  There have been 
several indicators of student’s acceptance 
of the medium not just for social 
purposed but also for academic purposes.  

Ease of access, usage and cost-
“free” 

Respondents in the FGD disclosed 
that most of them log on to FB daily,  
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some more than once a day.  It’s easy 
access and relatively “free” cost has 
made it the medium of first choice when 
communicating with groupmates and 
classmates.  For AIT college level 
students, all of them have at least one FB 
account. FB has become the most 
preferred medium because everyone else 
seems to be on it. Some respondents 
disclosed:

“FB groups are better than e-groups 
because everyone checks it unlike e-
groups wherein your messages can be 
overlooked.” 

“I find FB groups really helpful. ang 
gaganda ng features (nice features), very 
accessible, user friendly, and everyone's 
in FB, plus people check FB often 
because it is so easy to use”

 “Everyone's on FB po kasi, it's one of 
the easiest at fastest way to disseminate 
info. And, it is still free.”

“I reckon that it is because everyone has 
a FB account and most of us are active 
users.” 

Respondents found ease of accessing 
FB since everyone is on it.  The 
notifications feature allows members of 
the group to be informed about some 
message updates in the group.  They 
pointed out that compared to e-groups 
where you have to log-in to see the 
messages, most of them log on to FB and 
get notified about new messages coming 
in.

“As a student, and sometimes as the 
group leader, I know that emails aren't 
regularly checked. A lot of my peers 
respond more to notifications more than 
unread messages.” 

“One advantage of FB groups over e-
groups is that it can be done on real 
time.”

“The main difference of FB from e-
groups is that is more dynamic. Due to 
the advancement of technology, FB has 
become a virtual community.  It is as if 
everybody is within your reach with just 
a click away.” 

“(it is) Much easier to use because unlike 
other e-groups, in FB you could do a lot 
more. Like posting videos, links, chat 
with several people or have "conference-
like" discussions simultaneously.” 

FB accords prompt responses from 
message receivers due to the notifications 
feature. Unlike e-mails sent in the e-
group which can remain unnoticed and 
left unanswered.  Its dynamism has led 
people to use it to form a virtual 
community.  It also has more features 
that could enhance the communication 
process.

FB messages have also become 
convenient because it is relatively 
cheaper and thought of as free by all 
respondents unlike text messaging that 
costs P1.00 per text.  This is affirmed by 
the respondents who mentioned; 

“It’s free, you just need to have wi-fi 
access.”

“Usually, the professor assigns one 
person to be in charge of disseminating 
information. That person will have to 
think of the cheapest, most efficient way. 
Since we, the students, utilize different 
mobile networks and not everyone checks  
their mail regularly, FB remains as the 
venue where most students intersect.” 

The use of FB has become the 
cheapest and most efficient way of 
communicating with their classmates.  
Since information dissemination is 
crucial for the class requirements to be 
completed and texting comes with a cost, 
students have discovered a cheap and 
easy way to disseminate information to  
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others within the class. 

The respondents mentioned that they 
are members of a lot of groups but only a 
few have class closed groups which 
included Tourism 126 and 115 wherein 
all the students in the class including the 
professor is a member of the group.  
They explained that the nature of the 
requirements of the class prompted them 
to form an FB closed group “since most 
students are heavy users of FB, it is but 
natural to come up with a class FB group 
for easier communication outside the 
classroom.” Follow-ups, feedback, 
questions can easily be posted in the 
group and there is no need to wait for the 
next class day to discuss some important 
issues.

Helpful features of Facebook

Some of the features of the FB 
closed group which the respondents 
found most useful in assisting the 
learning process include tagging, 
notifications, threads, and create 
documents.  Tagging and notifications 
were found to be most beneficial in 
informing members about specific topics 
that concern them. One respondent 
disclosed: “The message if really for you 
so you do not miss out the messages that 
is meant for you.” Another respondent 
added, “Then if you were tagged, it will 
show in your notifications so you will 
really look at the comment”. 

The FB feature on threads allowed 
respondents to keep track of message 
exchanges even if the messages were 
exchanged days ago.  It helps keep 
members updated on communication 
exchanges at a time convenient for them. 

“Also the threads, it’s easy to become 
updated even if the conversations have 
happened days ago.” Further, the way 
messages are arranged makes it very 
user-friendly. “The way Facebook  

threads messages and replies is also very 
convenient - as in the topic and people's 
responses are grouped neatly.”

For some respondents, the feature on 
creating documents is highly useful 
especially for the secretariat committee; 
“FB docs have become very helpful 
especially if you have a lot of notes to 
share.”  Since the features of FB 
continue to evolve, this feature has only 
been available in the later semester.  The 
earlier semester did not enjoy such 
document attachments and still have to 
use gmail or yahoo to send attachments. 

Difficulties encountered

Just like any communication 
medium, there were some difficulties 
encountered.   Flooding, liking, distract-
ing features were discussed by the 
respondents. Flooding was one of the 
difficulties mentioned; “Flooding. 
Sometimes, some messages cause 
flooding.  Where in you still get notified 
even if the message does not concern 
you. Also group chats when you see 
people talk to each other even if you are 
not included in the conversation.” 

Another difficulty encountered is the 
lack of feedback if the message has been 
read unless the receiver clicks the “like” 
feature.  However, even if the class was 
instructed to click like if the message has 
been read, to some respondents, it seems 
awkward especially if you the message is 
negative. “Sometimes, it seems awkward 
to click like if the message posted is bad 
or negative.”  A respondent suggested 
that another feature be added to FB, 
which is “mark as read” would be a more 
appropriate feedback than “like”. 

A respondent also mentioned that her 
difficulty lies on “searching for past 
conversations and getting distracted by 
other Facebook features.” There are 
some features of FB that distracts her as  
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she pursues academic work within the 
social networking site. Her ability to 
focus on the task at hand is affected by 
the many exciting features of Facebook.  

Benefits of FB use 

The use of FB closed groups has a 
complementary role which augments and 
enhances the twice a week class 
meetings.  Respondents revealed that the 
24/7 nature of the FB group allows them 
to maximize the time for event 
preparations, knowledge of deliverable 
and students become pre-disposed and 
prepared for the classroom meeting; “We
no longer need to think of what to talk 
about, we already know the direction of 
the class.” Further, another respondent 
mentioned, “before going to class, we 
know what needs to be discussed. No 
need to spend much time on laying down 
objectives, straight to presentation of 
deliverables”.

The respondents also mentioned that 
the FB closed group also encourages 
them to participate in the class 
discussions more. “Shyness is overcome 
because there is a computer.”  It also 
encourages them to attend class because 
they can easily catch up with the 
discussions.  To some respondents, the 
face to face meetings are still the better 
venue to discuss some matters that may 
be misunderstood if raised in the FB 
group; “Face to face discussions are 
different.  There are things that might not 
be said in the right manner so it could be 
understood better.  Comprehension is 
better if it is face to face.”

Also, “It’s different when you see the 
reactions of people, especially if you are 
proposing changes or something.” Face 
to face interactions are richer since 
feedback can be readily seen due to the 
limited social cues of digital media.  It 
also gives tone and energy to the message 
which is absent when done online.

The professor’s observations as they 
took part in the FB were also mostly 
positive.  The FB closed groups serve as 
an extension of the classroom and the 
teacher’s consultation hours.  “In FB, 
you can see who is online in the group, 
so if my students see that I’m online, they 
initiate a conversation through chat for 
clarifications or questions they may 
have”. In this manner, more venues for 
student-teacher interaction are made 
available. There are more media choices 
made available to satisfy an individual’s 
needs and motives (Dennis and DeFleur 
2010).

Further, the professor observed, 
“Sometimes there are students who are 
quiet in class but are very active in FB.  
This helps improve their interaction with 
me within the classroom.” Some students 
initially break through barriers in 
communication using the FB which helps 
improve the way they relate to the 
teacher in the classroom setting. Since 
the FB setting is non-confrontational,
some students become less self-conscious 
with their ideas. “The classroom setting 
is different because they can see my 
reactions and that of their classmates, in 
FB, they do not see that so they feel more 
confident to express their ideas.”
Contrary to privacy issues noted in 
previous studies, this study revealed that 
FB closed groups assisted in self-
expression.

However, there are more distractions 
in FB because students may be surfing 
other sites or chatting with other people.  
Hence, the teacher is not assured of the 
full attention and focus of his students.  
For them, the classroom still dominates 
as medium of communication and FB is 
able to supplement and extend the 
communication process outside the 
classroom. “There may be ideas 
expressed in class that do not sink in to 
the students during class hours, but may 
be better processed when students are  
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online and have better access to 
information.”

For FB closed groups to succeed as a 
communication tool to aid in the learning 
process, it is important for all members to 
participate actively by logging on to FB 
regularly, posting relevant information 
and giving the appropriate feedback.   
Members of the group should also refrain 
themselves from posting information that 
is irrelevant to the group. It is also 
recommended that members should 
overcome shyness in posting comments, 
queries and suggestions even if the 
professor gets to read the comments;
“There should be no hesitation in posting 
dilemmas and queries, Even if it is bad 
news. One should not be shy because it is 
a concern of all, so it should not be 
withheld from the class because others 
might be able to help so just keep on 
updating no matter how trivial it is.”

The respondents also mentioned that 
the FB closed groups is ideal for subjects 
that entail more interaction among the 
students.  They do not see it as a 
requirement for each subject that they 
take.  Tourism 126 and Tourism 115 are 
integrative subjects wherein output of the 
class is derived from key concepts 
learned in other major subjects and the 
quality of learning is dependent on the 
ideas shared by the students.  In this 
sense, the use of FB closed groups help 
illicit more ideas in a non-threatening and 
non-confrontational manner.  The FB 
closed group, according to one professor 
interviewed is “a venue to share ideas 
and process information in a non-
threatening way”. 

Over-all, the FB closed groups is a 
helpful tool in managing information and 
continuing communication with 
classmates and professors outside the 
classroom.  Discussions and updates are 
circulated in the FB group which also 
facilitates classroom learning by 

predisposing everyone to the topics to be 
discussed. Due to the demands of the 
tourism courses and its fast pace, the FB 
group has become an important tool in 
enhancing the learning of key concepts 
and principles of the course, processing 
the information learned and sharing ideas 
generated by the class. 

Theories in practice 

The findings of the phenomenon 
under study can be very much related to 
the Media Richness Theory of Daft and 
Lengel.  The theory presented a media 
richness hierarchy which arranged 
different media types into high to low 
degrees of richness.   The degree of 
richness of each media is based on four 
criteria; availability of immediate 
feedback, capacity of the medium to 
transmit multiple cues such as body 
language, tone of voice etc., use of 
natural language, and personal focus on 
the medium (Daft, Lengel, and Trevino, 
1987).  The hierarchy of media types is 
evident on the preference of both 
professor and students on the face to face 
communication as the primary 
communication tool for learning due to 
the richness of the media. However, the 
use of FB closed groups as a 
supplemental medium for communication 
was seen to be effective. FB closed 
groups have met the criteria of immediate 
feedback, use of natural language and 
personal focus of the media.  Since most 
students log on FB regularly, its ease of 
access has led to immediacy of feedback.  
It is less formal than the classroom 
setting makes it less confrontational 
because the use of natural language 
among students is evident.  Lastly, FB is 
a social networking site used mainly for 
personal purposes but has now 
intersected with the academic realm 
enabling professors to reach out to 
students in a more relaxed and personal 
manner, thus soliciting ideas and 
processing information outside the  
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classroom in a more effective manner. 

The Uses and Gratifications Theory 
also helps in making sense of the findings 
of the study. The students played an 
active role in choosing the specific 
medium to use.  They have made their 
own decision in selecting the specific 
media and in creating content that would 
be most helpful in achieving 
gratifications.  Their choices were based 
on specific motivations inherent in them.  
Such motivations include the fulfilment 
of their cognitive and affective needs as 
well as their social integrative needs.  A 
merger of their social and academic 
needs have been met through the use of 
FB as their medium of choice.  

CONCLUSIONS 

The use of FB closed groups has 
become an extension of the classroom for 
the classes at the UP Asian Institute of 
Tourism.  It assisted the members of the 
class to focus on the many details 
involved in the event management 
process.  It has also been a virtual 
classroom where students together with 
the professor interact with each other on 
issues that need to be addressed.  The FB 
closed group provides the class to adapt 
to the quick pace and heavy demands of 
tourism education.  

RECOMMENDATIONS  

For courses that have high demand 
for interaction among students, the FB 
closed group is an ideal tool in 
encouraging this interaction outside the 
classroom.  Since students have used FB 
for social purposes, its transition to being 
used as an academic tool has become 
non-threatening to many students.  Due 
to the qualitative nature of this study, 
further research using quantitative 
methods should be done.   

 
Students of this generation have been 

considered to be more “techy” than 
previous generations.  Academic insti-
tutions and professors should be more 
open in integrating the use of digital 
media and technology in the curriculum 
to enhance the learning process. It is 
highly recommended that the use of FB 
closed groups be encouraged in the world 
of tourism education, though findings of 
the study showed that it should not take 
the place of the regular classroom set-up 
because face-to-face communication is 
still the best way to learn. To enhance 
and augment face-to-face interaction, as 
discussed in this study, FB has become 
the medium of choice. 

It is recognized that this study being 
exploratory had been limited in scope 
and applications. However, it certainly 
provides indications that FB as an 
emerging medium of choice for academic 
communication by students necessitates 
further research covering a wider scope 
of respondents and the corresponding 
statistical measures to fully ascertain the 
antecedents and consequences of FB use 
in the academic setting.   
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ABSTRACT 

The purpose of this research project was to develop an online tourism course for the 
faculty and administrative staff in the School of Tourism Development, Maejo 
University in accordance with quality assurance mechanism. Therefore, this research 
project presented a reflective journey of the online tourism course development. In 
particular, it clarified the core issues involved in the development and implementation 
of the content of an online course. Adopting action research and ADDIE instructional 
model have ensured that changes to the curriculum have been incremental and primarily 
based on reflection and analysis. Through action research, a tourism online learning 
course was developed and implemented based on ADDIE instructional model. The 
processes of action research: (1) diagnosing (needs assessment and learner analysis), (2) 
action-planning (designed and developed an online tourism course that includes 
learning materials and activities), (3) action-taking (implemented an online tourism 
course), (4) evaluating (observed and evaluated students’ learning), and (5) learning 
(reflected on the research development) were undertaken with an emphasis on the value 
of participation.

This research indicated that the tourism online learning course provided students 
with an opportunity for active and flexible learning. Using the internet, Google Site, and 
Facebook group, students can easily read learning materials provided by the instructor 
or other students. When students met difficulties, they could ask questions and discuss 
among students and instructor on online discussion board area. Furthermore, students 
were able to learn anytime and anywhere without constraints on time, space, and 
location at online learning environment. However, for an online tourism education, it 
was not easy for teachers to turn high levels of cognitive responsibility over to students 
in online learning environment. To understand the implications of knowledge building 
tools and activities for online learning environment, it was very important not only for 
teachers but also for course developers to understand the similarities and differences 
among various types of learning approaches in tourism education. Thus, scaffolding 
strategies to support students’ knowledge building activities that are critical in 
sustaining deeper learning in the online tourism learning community were provided.  
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INTRODUCTION  

Online learning had influenced 
universities and colleges worldwide. By 
using information and communications 
technology (ICT), delivering curriculum 
and instruction to students whether on 
campus or at a distance made learning 
anytime and anywhere a dream come true. 
The National Center for Educational 
Statistics (2006) (as cited in Rovai, 
Ponton, & Baker, 2008) reported that 
between 2004 and 2005, 32% of U.S. 
adults completed their educational 
activities via distance education. The 
Pew Internet and American Life Project 
(2006) (as cited in Rovai, Ponton, & 
Baker, 2008) also reported that 73% of 
American adults (about 147 million) used 
the Internet for the purposes of: (a) 
improving abilities, skills, or knowledge 
to perform well on their job; (b) 
gathering health-care information; and (c) 
pursuing hobbies and interests (Rovai, 
Ponton, & Baker, 2008). In addition, the 
Sloan Consortium reported that more 
than 4.6 million U.S. students were 
taking at least one online course in fall 
2008. The Ambient Insight (2009) 
indicated that approximately 22 million 
students will be taken at least some or all 
of their classes online in next five years. 
Moreover, the Chronicle of Higher 
Education (2009) projected over 60% of 
students will be talking all of their classes 
online by 2020 due to a number of 
increasing online enrollments (as cited in 
Betts & Lynch, 2010). All these numbers 
were due to the convenience of the ICT, 
Internet, and tools such as data transfer, 
Web authoring tools, search engines, and 
the wide range availability of home 
computers and Internet access that 
collectively provide global learners a rich 
online learning environment.  

The trend for this new form of learning 
had also influenced the learning 
environment in Thailand, especially in 
the higher education. Over the last 
decade, the Thai government had 
established ICT policies as well as 
implemented several master plans to 
strengthen competitiveness of Thai’s 
academia. The current Thailand IT2010 
policy mainly aimed to move Thailand to 
the ‘Knowledge-Based Society and 
Economy’ with specific focus framework 
on (1) building human capital, (2) 
promoting innovation, and (3) investing 
in information infrastructure and 
promoting the information industry 
(Laohajaratsang, 2006). In order to 
achieve these goals, Thailand IT2010 had 
identified five main flagships to be 
developed as follows:

1. E-Society, covering issues 
such as digital divide, quality-of-life, 
culture, health, public participation;

2. E-Education , includes issues 
of life-long learning, computer literacy, 
human resource development, virtual 
education, etc.;

3. E-Government, including 
public service via electronic service 
delivery, employment, legal 
infrastructure; 

4. E-Commerce, with special 
focus on ‘e-services’ including not only 
finance, tourism and IT services, but also 
other industries; and 

5. E-Industry, focusing on e-
manufacturing and IT-related industries, 
plus issues such as standardization 
(Laohajaratsang, 2009; Thuvasethakul & 
Koanantakook, 2002).

 In order to achieve the dream of 
learning anytime anywhere, recent 
researchers   encompassed   three   view- 
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points: “(a) internet (online) education 
and training; (b) the use of information 
and communication technologies (ICT) 
in education and training; and (c) the 
capacity to transform education and 
training through the use of ICT” (Cantoni, 
Kalbaska, & Inversini, 2009). These 
perspectives could be applied into the 
field of tourism, a field where levels were 
impacted by online learning; internet; 
and/or ICT, and a learning environment 
where learning and acquiring new 
knowledge and skills are the most 
important for learners (Cantoni, Kalbaska, 
& Inversini, 2009). Moreover, many 
researchers had perceived online learning 
as a technology driver in higher 
education because of the rapid growth of 
Internet and ICT and radical change the 
pedagogy for the next generation. 

 Accordingly, the first target and 
strategy for Thailand’s Ministry of 
Education (MOE) was to create 
opportunities to enhance internet access, 
to improve the standards of e-learning 
media through collaboration and 
cooperation, to develop e-contents 
through variety learning media, to 
promote the use of ICT, and to support 
personalized learning in line with 
different learning needs in all levels of 
education in teaching and learning 
(Ministry of Education, 2008). In 
addition, Thailand’s MOE had long given 
priority to support the promotion of 
lifelong learning opportunities to adult 
and non-formal education. The 
promoting strategies included: (1) 
developing a range of life skills through 
online learning, (2) establishing 
community learning centers, and (3) 
promoting the joint sharing of resources 
with the formal school sector (Ministry 
of Education, 2008).

Furthermore, James (2008) pointed 
out the following serious challenges and 
issues    that many    current   worldwide  

universities were facing:

1. Globalization: the pressures of 
pedagogy and digital knowledge are 
radically changes across countries so 
there is a need for addressing these 
pressures.  

2. Online learning distributions 
have increase and ongoing growth in 
both domestic and international 
universities.

3. Increased pressures for 
accessing Internet and ICT anytime and 
anywhere.

4. Increasing demands for 
providing lifelong learning opportunities.

5. Decreasing opportunities for 
government funding in higher education 
systems worldwide.  

Given the above, Thai universities must 
recognize these challenges and issues in 
order to manage and provide a quality 
learning environment for its current and 
future students.

Although online learning had 
emerged into Thai’s academia, some 
Thai universities simply replicated the 
existing traditional course into online 
learning courses. To be honest, these 
online courses might not be able to meet 
future learners/students’ needs (Nagi, 
Anaraki, & Suesawaluk, 2007).  With 
online learning becoming a global trend, 
quality and effectiveness had become 
important for discussion. Therefore, 
growing numbers of researchers had 
considered the needs of incorporating 
online learning into teaching and learning. 
Accordingly, the School of Tourism 
Development at Maejo University sought 
strategies to involve with the creation and 
planning of online learning courses, 
programs and degrees. Thus, involving 
with online learning creation that 
included planning, design, development, 
implementation, and evaluation would 
help School of  Tourism Development  at  
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Maejo University improve the quality of 
the online learning that included 
accreditation and quality assurance. 
Therefore, the purpose of this study was 
to develop a tourism online learning 
curriculum for staff and instructors in 
School of Tourism Development at 
Maejo University in accordance with 
quality assurance mechanism. This re-
search project discussed the development 
of the tourism online learning curriculum 
using action research method that 
described the planning and implement-
ation of the curriculum, reviewed the 
effectiveness of online learning teaching 
and learning, and presented conclusions 
and recommendations.

Research Questions 
 

The following research questions 
were addressed:

1. What was the designing 
approach that used to design and develop 
a tourism online learning course? 

2. What were the instructional 
strategies that used to design a tourism 
online learning course?  

3. What were students’ experience 
and difficulties after they took the 
tourism online learning course?   

Research Objectives  
 

1. To analyze tourism online learning 
curriculum, 

2. To design and develop tourism 
online learning curriculum, 

3. To implement tourism online 
learning curriculum, and 

4. To evaluate a tourism online 
learning curriculum 

CONCLUSION 

The main purpose of this research 
was  to  develop  tourism  online learning 

curriculum for staff and instructors in 
School of Tourism Development (TDS) 
at Maejo University in accordance with 
quality assurance mechanism. This 
research also discussed the development 
of the tourism learning course focused on 
creating an eight-week (special course) 
and a sixteen-week (regular course) with 
a specific subject Tourism Policy, 
Planning, and Development. The 
respondents were three groups who 
registered in either special or regular 
course 1) group 1: twenty students from 
Taiwan who registered special course 
which include 1 male and 19 females 2) 
group 2: then students from Thailand 
who registered regular course which 
included 1 male and 9 females, and group 
3: twenty students from the Philippines, 
China and Laos who registered regular 
course which included 7 males and 13 
females. The instructor of Tourism 
Policy, Planning, and Development 
holding a doctoral degree in Extension 
Education and Development Manage-
ment with emphasis on Ecotourism 
Management also had extensive 
experience and background in the field of 
tourism development both in theory and 
practice. The role of the instructor was to 
facilitate participants learning using a 
problem-based learning approach and 
building learning experience that 
required problem-solving, research skills, 
and collaborating with other group 
member. This movement had challenged 
instructor and research team because of 
the extra time needed to transfer the 
traditional course to the online course 
and the need to learn the differences 
between the two learning course 
environments. The action research was 
undertaken from December 2010 to 
August 2011. It included the design and 
development of tourism online learning 
curriculum with an eight-weeks and 
sixteen-weeks learning model. The 
Tourism Policy, Planning, and 
Development course was developed  and  
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implemented based on ADDIE 
instructional model through action 
research process; 1) diagnosing (needs 
assessment and learner analysis; A, 2) 
action-planning (designed and developed 
an online tourism course that includes 
learning materials and activities; D&D, 3) 
action-taking (implemented an online 
tourism course; I), 4) evaluating 
(observed and evaluated students’ 
learning; E, and 5) learning (reflected in 
the research development). 

In the analysis phase (A), researchers 
assumed that the online learning 
experiences of the students might be 
varied from minimal to advance. 
However, the students should be highly 
motivated and eager to learn, especially, 
intrinsically motivated and responsible 
for their own learning experiences, and 
they should be dedicated to the 
commitment of taking an online course, 
understanding of all course expectations. 
Furthermore, the students will have 
enough free time to devote to logging on 
to the course, checking messages and 
assignments, and responding to postings 
and e-mails etc. 

Students’ tourism online learning 
experiences might be varied from 
minimal to advance. The researchers 
assumed that most students have an idea 
of how to use search engines on the 
internet, how to navigate websites and 
check e-mail and how to asses and 
participate in online social or chat rooms 
such as Facebook or MSN/ Yahoo 
Messenger and also have a general 
knowledge of applications on the 
computer. 

According to design and 
development (DD) phase, action research 
was conducted for the tourism online 
learning curriculum development through 
the following process; a) inviting 
qualified instructors to shave their 

professional knowledge  of online 
learning and tourism development; b) 
ensuring that the online leaning course 
has structural integrity and easily 
digestible content; c) ensuring that the 
learning resources are easy to asses; d) 
ensuring that online learning system has 
functional integrity and a user-friendly 
interface, and e) developing teaching and 
learning strategies with online learning 
environment. The steps of the ADDIE 
Model were followed to develop a unit of 
tourism online learning course. The 
readings were supplemented with various 
activities and discussion on order to 
explore the concepts and theories in this 
tourism online learning course. The new 
unit of Tourism Policy, Planning, and 
Development online learning course was 
structured in several modules which were 
focused on the content ad well as 
development of the online learning 
community. Students were encouraged 
by instructors to explore and examine 
case studies and focus available resources 
to construct strategies to provide 
solutions. The course website was 
designed and developed by research team 
members, which provided many online 
functions including course dashboard and 
course materials. The course dashboard 
included home, announcements, 
assignments, discussion board, extra 
credit activity, Power Point files, reading 
list, and class surveys. The course 
materials included syllabus, schedule, 
assessment/ rubrics, calendar, photo, 
useful links, and forms and documents. 

The Tourism Policy, Planning, and 
Development online course was 
implemented from June 2011 to August 
2011 to three groups. Students in group 1 
were formed in 4 leaning groups with 
special course; students in group 2 were 
formed in 2 learning groups with regular 
course and students group 3 were formed 
in 5 learning groups with regular course. 
The group formation was based on self- 
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selection after the course orientation. 
However, group 2 was withdrawn from 
the study after 2 weeks lesson due to 
many personal reasons. In addition, 
group 3 did not participate in this study 
after the course orientation. Thus, only 
group 1 with special course succeeded in 
completing the eight-week tourism online 
learning course. During the course 
orientation, students were required to 
submit their personal contact information 
and technology survey. After course 
orientation, there were twenty students in 
group 1 (Taiwanese) who participated on 
the job training in Multicultural Leisure 
and Tourism Management Project at 
School of Tourism Development, Maejo 
University, included 1 male and 19 
females registered this online course. 
These students were divided into 4 
learning groups based on their self 
selection. In addition, during the course 
implementation, students were required 
to submit their weekly self-reflection 
journal every week via course e-mail/ at 
tdcurriculumdeveloopment@gmail.com
and their assignments and case studies to 
course discussion board area at Facebook 
group page. The criteria of discussion 
board rubric were created during the 
development phase. 

Both formative and summative 
evaluations were created during the 
project development phase. The ongoing 
comments and feedback gathered from 
participants during implementation were 
used as the formative evaluation strategy 
and technique for improving the 
effectiveness of instructional develop-
ment. A summative evaluation rubric was 
also developed for the instructor to 
evaluate the course efficacy and provide 
the information to the course developer 
to improve the project. 

 

Implications 

Since tourism education can impact 
on the whole tourism sector, tourism 
education has become a major research 
topic. Eight-six percent of tourism 
education research is in curriculum-
related matters, seven percent of research 
is concerned with students’ progression 
and achievement, three percent is 
concerned with quality, another three 
percent is related to teaching and learning, 
and only one percent is concerned with 
learning resources. 

Therefore, well-designed tourism 
programs need to consider not only 
providing a good balance of theory and 
practice, but also offering students’ 
adequate academic knowledge and field 
practices experiences. Thus, the 
statement mentioned above must be taken 
into considerations. In addition, college 
and university educators, administrators, 
and course developers need to 
incorporate both depth and breadth of 
knowledge and insight in order to 
provide higher learning skills to students 
and to meet the needs of the tourism 
industry.

Nevertheless, the findings and 
developments of this study provide 
valuable insights for online educators and 
course designers to design and facilitate 
satisfying and successful online learning 
course in tourism education. Online 
learning provides flexibility in delivering 
learning content and provides cost 
advantage and opportunities for 
efficiency in education services. 
Interaction, distribution, and knowledge 
sharing via online environment are key 
factors to succeed in the online learning 
environment. Thus, students can access 
rich information and resources as well as 
instructors/teachers can update learning 
materials anytime and anywhere. 
Students who are devoid of educational  
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services or with physical disabilities can 
also benefit from online learning (Ally, 
2008; Anderson, 2008; & Braun & 
Hollick, 2006). Furthermore, Betts and 
Lyncy (2010) pointed that online learning 
offered flexible educational opportunities
to students to access worldwide 
accredited degree programs especially for 
students who are unable to enroll in face-
to-face or traditional classes. Online 
learning also provides learners alternative 
options for degree enrollment while 
seeking new career opportunities. 
Therefore, higher education institutions 
who seek to develop an online learning 
curriculum or a degree program must 
consider developing a flexible and a 
quality learning environment in order to 
meet diverse students’ needs. 
Conversely, in online tourism education, 
it is not easy for teachers to turn high 
levels of cognitive responsibility over to 
students in online learning environment. 
To understand the implications of 
knowledge building tools and activities 
for online learning environment, it is 
important not only for teachers but also 
course developers to understand the 
similarities and differences among 
various types of learning approaches that 
are appropriate to incorporate into online 
learning environments. Thus, the 
differences among various types of 
learning approaches in tourism education 
should be discussed so scaffolding 
strategies are provided to support 
students’ knowledge building activities 
that are critical in sustaining deeper 
learning in the online tourism learning 
community. Although the findings of this 
study might not generalize other settings, 
they may help in understanding better 
what is going on in an online learning 
environment and provide ideas for 
additional research on online learning.

RECOMMENDATIONS 

For Online Learners 

It is strongly recommended a 
student who either has or has not had any 
online learning experience, attending the 
course orientation is necessary.

Check in the course website 
and/or course discussion area in order to 
remind the interactive and interaction in 
online learning community.

Make time for group meeting and 
group work.

For Online Instructors 

Develop a virtual orientation 
model for students who are unable to 
make it to the on-site orientation.  

Provide a list of sample driving 
questions for different subject areas.  

Encourage students to help one 
another whenever possible.

Remind students to make time for 
group meeting and group work.  

Create a social space for students 
for example online meeting café lunge.  

Provide more time and encourage 
more interactions  

Remind students to be aware of 
culturally diverse backgrounds if there is 
an international or other culturally 
different student involved.

For Online Technology Developers 

Online technology has it 
flexibility, but it cannot replace the social 
connection that people need when 
working as a group. Therefore, providing 
greater social connection through means 
such as video conferencing in order to 
build a sense of learning community is 
important.  

Make sharing files among 
different computers or operating systems 
easier.  
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For Online Course Developer 

Improve the clarity guideline of the 
online learning activities.  

Improve the clarity of guideline for 
the course assignment.  

Improve the flexibility of the course 
schedule.
For the University Library 

The University library should 
provide a section (online tutorial or face-
to-face workshop) particularly for online 
learners in using library resources and 
Internet resources at a distance.  

In addition to these recommendations, it 
is important for researchers to continue 
investigate the following questions: how 
can we prepare students to meet the 
online learning expectations such as 
project-based learning online? What are 
the skills that students need in order to be 
effective in asynchronous online 
environments when they are not able to 
meet and work face-to-face? How can we 
support students to be more effective in 
using written comments within a tourism 
virtual learning community? To 
encourage active tourism online learning 
in a virtual learning community, these 
important questions remained to be 
investigated.  
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(Appendix) 
Guide to Authors 

 
1. Submission of Manuscripts 

Three (3) hard copies of manuscripts should be sent to the Editor-in Chief.  A soft 
copy of the article in RTF or MS Word compatible format should also be submitted 
with final revised version of manuscript. 

 
2. Preparation of Manuscripts 

The following instructions should be observed in preparing manuscripts. Articles that 
do not conform to these instructions may be returned to their authors for appropriate 
revision or may be delayed in the review process.  
2 .1 Readability 

Manuscripts should be written in clear, concise and grammatically correct English 
(British or American English throughout). The editors can not undertake wholesale 
revisions of poorly written papers. Every paper must be free of unnecessary 
jargons and must be clearly readable by any specialist in Tourism management 
related disciplines. The abstract should be written in an explanatory style that will 
also be comprehensible to readers who are not experts in the subject matter.  

2.2 General format 
Articles should be typed double-spaced on one side of A4 paper using Times New 
Roman font. Margins of 3cm should be allowed on each side. 
The order of the manuscript should be as follows: Title, Author(s), Abstract, 
Keywords, Main text (Introduction, Review of Literature, Definitions (if any), 
Materials and Methods, Results, Discussion), Acknowledgements (if any), 
References, Appendix (if any). This structure of the main text is not obligatory, but 
the paper must be logically presented. Footnotes should be avoided. The main text 
must be written with font size 12, justify, first indent 0.5 cm. Within each main 
section, two levels of subheadings are allowed and  the  titles  must  be  with  bold,  
bold and italic, italic respectively.  
The manuscript should contain the following information:  
a. Title 

Title should be brief and informative. The title should reflect the most 
important aspects of the article, in a preferably concise form of not more than 
100 characters and spaces. Font size 14, capital letters, center alignment.  

b. By-line 
Names (size 11), e-mail and addresses of the authors. Phone and fax number 
should be also given (size 11, italic). No inclusion of scientific titles is 
necessary. In case of more than two authors, the corresponding author should 
be indicated with * in superscript. Authors from different institutions must be 
labeled with numbers in superscript after their names.  

c. Abstract 
A summary of the problem, the principal results and conclusions should be 
provided in the abstract. The abstract must be self-explanatory, preferably 
typed in one paragraph and limited to maximum of 250 words. It should not 
contain formulas, references or abbreviations.  

d. Keywords 
Keywords should not exceed five, not including items appearing in the title. 
The keywords should be supplied indicating the scope  of  the  paper.  Size  10,  
italic, justify.  
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Authors should include Abbreviations and Nomenclature listings when 
necessary.  

e. Introduction 
The introduction must clearly state the problem, the reason for doing the work, 
the hypotheses or theoretical predictions under consideration and the essential 
background. It should not contain equations or mathematical notation. The 
Introduction should also contain a brief survey of the relevant literature, so that 
a non-specialist reader could understand the significance of the presented 
results. Section numbering and headings begin here.  

f. Materials and Methods 
The Materials and Methods should provide sufficient details to permit 
repetition of the experimental or survey work. The technical description of 
methods should be given when such methods are new.  

g. Results 
Results should be presented concisely. Only in exceptional cases will it be 
permissible to present the same set of results in both table and figure. The 
results section should not be used for discussion.  

h. Discussion 
Discussion should point out the significance of the results, and place the results 
in the context of other work and theoretical background.  

i. Acknowledgement (if any) 
Acknowledgement should be placed in a separate paragraph at the end of the 
text, immediately before the list of references. It may include funding 
information too. 

j. References 
Publications cited in the text should be listed in a separate page of references. 
In the list of references, the arrangement should be alphabetical; all co-authors 
should be cited. The following style should be adhered to in writing references: 

 
Akama, J. 1996.  Western environmental values and nature-based tourism in Kenya.  Tourism 

Management 17: 567-574. 
 
Atwood, R.O. and D.W. Osgood. 1987.  Cooperation in group treatment programs for incarcerated 

adolescents”.  Journal of Applied Social Psychology 17 (11): 969-989. 
 
Benveniste, G. 1989.  Mastering the Politics of Planning: Crafting Credible Plans and Policies that 

Make a Difference. San Francisco: Jossey-Bass. 
 
Bramwell, B., and A. Sharman. 2000.  Approaches to sustainable tourism planning and community 

participation: the case of the Hope Valley. In G. Richards and D. Hall (Eds.). Tourism and 
Sustainable Community Development. London: Routledge, pp. 17-36 

 
Bramwell, B., I. Henry, G. Jackson, and J. van der Straaten. 1996.  A framework for understanding 

sustainable tourism”.  In B. Bramwell, I. Henry, G. Jackson, A.G. Prat, G. Richards and J. van der 
Straaten (Eds.) Sustainable Tourism Management: Principles and Practice.  Tilburg: Tilburg 
University Press, pp. 23-71 

 
Brandon, K. 1993.  “Basic Steps toward encouraging local participation in nature tourism projects”.  In K. 

Lindberg and D.E. Hawkins (Eds.). Ecotourism, a Guide for Planners and Managers. Vermon: The 
Ecotourism Society, North Bennington.  

 
Haywood, K.M. 1993. Sustainable development for tourism: a commentary with an organizational 
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Sustainable Tourism Info Sheets.  2004.  What is Sustainable Tourism?  In Sustainable Tourism Info 
Sheets. (Online). Available: http://www.gdrc.org/uem/ eco.tour/whatis-sustour.html, 3 March 2004. 

 
i. Tables 

All Tables should be typed on a separate page and numbered consecutively 
according to their sequence in the text. The text should include references to all 
tables. Vertical lines are not allowed but horizontal lines should be used to 
separate headings and to demarcate the limits of the table. A short descriptive 
title should be given at the top. 

m. Figures 
This should be produced with a good printer. The title of each figure should be 
given at the bottom. One original plus three copies should be sent. 

n. Photographs 
Photographic illustrations must be glossy, original prints mounted on light 
card. They should be identified in pencil on the reverse side. All illustrations 
should be in black and white; however authors who  want  to  publish  coloured  
illustrations will bear the cost of producing such illustrations.  
 

3. Assessment 
All manuscripts will be peer-reviewed by at least two independent referees. Papers 
accepted for publication by the editorial board are subject to editorial revision. Where 
an article is found publishable a publication levy of one thousand Baht (THB 1,000) 
will be charged for articles that do not exceed 12 pages. Any additional pages will 
attract two hundred and fifty Baht (THB 250) per page. Authors of accepted articles 
will be expected to submit two hard copies of the corrected version of their paper and 
an electronic copy in CD. 

4. Copyright 
A copy of the Publishing Agreement will be sent to authors of papers accepted for 
publication. It is the responsibility of the author to obtain written permission for 
reproducing illustrations or tables from other published material. The authors will 
transfer copyright to International Journal of Asian Tourism Management. 
Manuscripts will be processed only after receiving the signed copy of the Agreement.  

5.  Correspondence 
All manuscripts and correspondence should be sent to: 

 
Editor-in-Chief 
International Journal of Asian Tourism Management 
School of Tourism Development, Maejo University ,Sansai District, Chiang Mai ,Thailand 
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Dear Readers, 
 

The Asian Tourism Management Association (ATMA)  is starting to run two international 
journals, namely: International Journal of Asian Tourism Management (ATM), and International 
Journal of Agricultural Travel and Tourism (AT&T).  We are pleased to invite all of you to join our 
association.  The objective of this association is to get and share more information regarding tourism 
management worldwide and especially in Asian region.  The members would be the scientists as 
lecturers and professors in the university and other  educational institutions, researchers, practitioners, 
and others who are interested in tourism management.  If you are interested in this matter, please send 
the completed REGISTRATION FORM (as attached) to the address: asiantourisma@gmail.com or 
www.atma2010.ning.com  
 
Thank you, 
Editor-in-chief 
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