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The theme of sustainability is highly
relevant given the significant changes to
the retail industry brought about by the
COVID-19 pandemic. As tourism
destinations have had to close-up all
around the world, the retail landscape
has been significantly impacted. Looking
to the future, how will tourism
destinations sustainably reopen their
attractions, facilities and retailing  to
tourists? As shopping is being shifted
online, there is also a need to question
how the retail offering will have to
innovate to entice customers back?
What will the future retail environment
look like? How will the retail experience
have to change? This begs questions of
not only identifying market and financial
sustainability, but also the question of
long-term environmental sustainability.

About TRMC 2021

The 3rd International Tourism Retail and Service Management Conference (TRMC) 2021
builds on previous conferences hosted by the Macao Institute for Tourism Studies in
2018 and Nankai University (China) in 2019. TRMC2021 is a two-day all-virtual
conference held between October 12-13, 2021 (subject to different time zones). The
conference is hosted by the School of Hospitality and Service Management at Sunway
University in partnership with the Macao Institute for Tourism Studies (Macau, SAR-
China), University of South Carolina (USA) and Nankai University (China). The main theme
of this conference is “Developing Sustainable Tourism Retailing”. 

TRMC 2018 hosted by Macao Institute for 
Tourism Studies

TRMC 2019 hosted by Nankai University, China

TRMC 2021 strives to bring together
leading academics, researchers and
scholars to exchange their experiences
and findings on all various aspects of
sustainability, tourism and retail service
management. It provides a premier
interdisciplinary platform for
researchers, practitioners and educators
to present and discuss recent
innovations, trends, concerns
encountered, and solutions utilised in
this field. This is vital in research
endeavours as sustainability is
increasingly prone to an era of tourism
and retail management through
meaningful multi-disciplinary
collaborations.



Sunway University in Kuala Lumpur, Malaysia is a leading not-for-profit private university
committed to the pursuit of education through scholarship, research and enterprise. It is
ranked by QS World University Rankings in the Top 750 universities in the world, and this puts
it among the top 2% of universities in Asia. Sunway University is  also home  to  the  Jeffery
Sachs Center on Sustainable Development, which was named in honour  of  Professor  Jeffery
Sachs who led the development of the UN’s Sustainable Development Goals (SDGs). The
University has also established a close academic collaboration with Lancaster University in the
UK, as well as having a partnership with Le Cordon Bleu International.

Sunway University is located in Sunway City, Malaysia’s first fully integrated sustainable
township as certified by the Green Building Index (GBI) and was awarded the Low Carbon City
Award. It has become a role-model for urban planning. This multiple award-winning integrated
city is known for its quality education, entertainment, leisure, hospitality, gastronomic, and
health and wellness facilities. The university is an integral part of the Sunway City township, and
is directly connected by overhead walkways into the Sunway Pyramid Shopping Mall, Sunway
Lagoon Theme Park, Sunway Hotels & Resorts, and the Sunway Medical Centre. The Sunway
Pyramid Shopping Mall is listed amongst the world’s largest shopping malls with over 800
shops, and there are also some 1,500+ hotel rooms within the complex surrounding the theme
park. This makes Sunway a unique example of an integrated tourism retail complex.

Sunway University
Your Host Institution
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It is my great pleasure to welcome you to the 3rd  International Tourism and Retail
Service Management Conference (TRMC 2021) on behalf of the Dean, Professor Marcus
Stephenson, and all of my colleagues in the School of Hospitality and Service
Management at Sunway University in Malaysia.
 
Sunway University is located in the heart of Sunway City in Kuala Lumpur. Our suburban
city is built on the site of a disused tin mine site, and over the years has been
transformed from a “wasteland to a wonderland”. The Sunway Lagoon Theme Park was
opened in 1992, which was followed by the Sunway Resort Hotel in 1993, and then the
Sunway Pyramid Mall in 1997. Over the last 25-years, tourism retailing has become
central to the very essence of our integrated tourism destination. The integration of the
mega-mall, theme park and now three hotels has created an important symbiotic
relationship and synergy between all of these services. When it comes to tourism and
retailing, there is probably no other place in SE Asia that has such a unique and
extensive combination of such services all in one inter-connected location - and that’s
why we were looking forward to hosting you in person. Sadly COVID got in the way, and
so we are welcoming you online instead.  

This year our conference theme is “Developing Sustainable Tourism Retailing”,
embracing a broad range of topics on management issues relating to tourism retailing,
tourism retail and service motivations, innovation, marketing, and the impacts of COVID-
19.  This year’s conference follows on from the first two conferences that were held at
the Institute for Tourism in Macau (IFTM) in 2018, and by Nankai University, Tianjin in
2019. The 4th TRMC conference will be hosted in 2022 by the University of South
Carolina.
  
In closing, I would like to acknowledge our Keynotes for this year’s conference, Professor
Dallen Timothy from Arizona State University and also Professor Ming-Hui Huang from
National Taiwan University. I know they will give you much to think about. I would also
like to acknowledge the speakers on our Industry Panel and as well as all of our
presenters. It is thanks to you, and your research, that we have a conference. 

Welcome Note 
Professor Perry Hobson, TRMC 2021 Conference Chair

In addition, I want to acknowledge all of our
consortium partners and to thank all of my
colleagues on our Organizing Committee and the
student events team at Sunway University (which has
been led by Ms. Hairani Nur). They have all worked so
hard to transform this from a face-to-face into an
online conference. Finally, a special thank you to our
Scientific Committee and paper reviewers (led by my
colleague A/Prof Alexander Trupp), the various
session moderators (co-ordinated by Dr. Maggie
Leong) and to the huge amount of co-ordination
(which has been led by Ms Evelyn Loh). Attending a
conference online is a different experience to being
face-to-face. To help us give you the feel of attending
an event, we have built in two networking sessions
and also ‘mindfulness session’ – so please engage,
meet others, and use the chat/Q&A functions to
enjoy the TRMC 2021 experience. 
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Welcome Note 
Professor Marcus L. Stephenson, Dean - School of Hospitality
& Service Management (SHSM), Sunway University

First and foremost, I would like to welcome you to the first fully-virtual conference
hosted by the School of Hospitality and Service Management at Sunway University. It is
indeed our intent to provide all conference attendees with a high standard of
conference delivery, where every individual will be able to gain insightful ideas and
engage in analytical discussion. The theme of the conference, "Developing Sustainable
Tourism Retailing" was carefully put together by the Organising Committee, who saw the
need to critically discuss the changes in tourism retailing, and to create opportunities for
constructive dialogue concerning suggestions and strategies on how the tourism
retailing industry could move forward; particularly as nations are gradually recovering
from the COVID-19 pandemic. 

Therefore, we cannot ignore the challenges and potentialities that the pandemic has
presented. National lockdowns and movement restrictions have transformed the way
things are being done by different constituents including individuals, academic
institutions, businesses and governments. The hospitality and tourism industries are
often regarded as resilient and post-pandemic tourists are anticipated to travel
significantly. Nonetheless, there is a real need to advocate for consumption and
experiences that are sustainable to the environment and local communities. Such
discussions will also be highlighted during the paper sessions.

Along with the tremendous support from our Academic Partners (Macao Institute for
Tourism Studies, SAR China; Nankai University, China; and the University of South
Carolina, USA) and our Industry Partners (Sunway Malls; Sunway Theme Parks; and
Sports Direct Malaysia and MST Gold Management) we have put together a conference
programme which we hope you will find enjoyable and intellectually-stimulating. Our
distinguished keynote speakers, Professor Dallen Timothy and Professor Ming-Hui
Huang have also prepared a very interesting keynote delivery, which I am certain you will
be looking forward to hear from.

With a large part of our lives being shifted to the
online environment, many have experienced
Zoom fatigue, a sensation of being burnout and
exhausted. Therefore, we also find it particularly
apt to have Mr Jespuvan Singh, a trainer /
consultant specialising in workplace wellness
programmes to lead us in a mindfulness workout
session on Day 2 of the conference. 

Last but not least, I would also like to thank all
colleagues, speakers, conference partners and
participants, and student volunteers for your
support in the months leading to the fruition of
the conference. 

On behalf of the School, I wish you all a great
virtual experience with us.

Thank you.
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Consortium Partners Committee 
Dr Fanny Vong (Institute for Tourism Studies, Macau, SAR-China)
Professor Robin DiPietro (University of South Carolina, USA)
Professor Hanqin Qiu (Nankai University, China)
Associate Professor Fang Meng (University of South Carolina, USA)
Professor Rich Harrill (University of South Carolina, USA)
Professor Eve Ren (Institute for Tourism Studies, Macau, SAR-China)
Associate Professor Jeffery Campbell (University of South Carolina, USA)
Dr Judy Junjiao Zhang (Nankai University, China)

Scientific Committee
Asst Prof Dr Beatrice Loo Poh Theng (I-Shou University, Taiwan)
Dr Cody Morris Paris (Middlesex University Dubai, United Arab Emirates)
Assoc Prof Devi Roza Kausar (Universitas Pancasila, Indonesia)
Assoc Prof Dr Evangeline E. Timbang (University of Santo Tomas, Philippines)
Assoc Prof Dr Farhad Nikhashemi (Sultan Qaboos University, Oman)
Prof Huong. T. Bui (Ritsumeikan Asia Pacific University, Japan)
Prof John Ap (Macao Institute for Tourism Studies, Macao)
Dr K. Thirumaran (James Cook University, Singapore)
Prof Kevin Hannam (City University of Macau, Macao)
Prof Leonardo A.N. Dioko (Macao Institute for Tourism Studies, Macao)
Dr Nazia Ali (University of East London, England)
Dr Naser Valaei (Liverpool John Moores University, England)
Assoc Prof Dr Pham Hong Long (Vietnam National University, Vietnam)
Dr Raoul Valerio Bianchi (Manchester Metropolitan University, England)
Dr Roberto Gozzoli (Mahidol University, Thailand)
Prof Stephen Pratt (The University of the South Pacific, Fiji)
Prof Steve Carter (Scotland)
Dr Suha Salem (Management and Science University, Malaysia)
Assoc Prof Dr Syuhaily Osman (Universiti Putra Malaysia, Malaysia)
Asst Prof Dr Toney K. Thomas (Mahatma Gandhi University, India)
Assoc Prof Dr Yuhanis Abdul Aziz (Universiti Putra Malaysia, Malaysia)

Organising Comittee
Conference Chair
Prof Perry Hobson

Conference Coordinators
Evelyn Loh Geok Yan
Hairani M Nur
Dr Maggie Leong Mei Kei

Paper Committee
Assoc Prof Alexander Trupp
Dr Kamelia Chaichi
Prof Marcus Stephenson
Dr Philip Wong Pong Weng

TRMC 2021 Student Committee
Ethan Ling GuangDe
Tan Yee Ching
Lim Heuy Chi 
Lim Feng Yi
Ng Shi Chen

Low Jean
Ng Hui Chin 
Lam Jet Kei
Yong Soo Yuen
Ewe Linq Wen

Industry Engagement
Hairani M Nur
In Sze Yunn
Karen Lui Koon Ling
Dr Teh Pek Yen

SUNWAY 
UNIVERSITY

EXTERNAL
ACADEMIC
NETWORK
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The Macao Institute for Tourism Studies (SAR
China) also known as 澳⾨旅遊學院  or the
Instituto de Formação Turística was founded in
1995 to be an institute of higher education in
Macau. Today, it offers. Bachelor, Masters and
PhD’s. 

University of South Carolina (USA) was created
in 1866, and its College of Hospitality, Retail and
Sport Management was founded in 1962 with
the aim to prepare the next generation of
leaders by integrating experiential learning,
teaching excellence, impactful research and
industry collaboration.

Nankai University 南开⼤学 is a public research
university based in Tianjin (China) and was
founded in 1919, and was the first university in
China to offer undergraduate degrees in
hospitality and tourism in 1981 through its
College of Tourism and Service Management.

Consortium Network

Industry Network

As indicated in earlier sections of this booklet, this conference is in partnership
with The Macao Institute for Tourism Studies (SAR China), Nankai University (China)
and the University of South Carolina (USA). 

TRMC 2021 is supported by several industry organisations: Sunway Malls, Sunway
Theme Parks and Sports Direct MST Sdn Bhd.
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Itinerary is in Malaysia Time Zone

12 October 2021 (Tuesday)

0800 - 0805 Introduction

0805 - 0820 Welcome speech

0820 - 0920 Keynote speech 1 by Professor Dallen Timothy
Tourism and the importance of place in today's retail environment

0920 - 1015 Industry panel session
With Mr KS Wong, Sr General Manager of Sunway Malls and Mr Paul Gibbons,
Managing Director of Sports Direct Malaysia and MST Golf Management 

1015 - 1030 Break

1030 - 1100 Networking session 1
Please get your networking PPT slide template ready 

1100 - 1240 Breakout paper session 1
Grouped into six themes (Themes 1 to 6)

Theme 1: Tourism and Shopping
Moderated by Dr Miyoung Jeong

SHOPPING TOURISM AND TOURIST SHOPPING (2000-2020): A NARRATIVE REVIEW
AND FUTURE RESEARCH DIRECTIONS
Alok Kumar [(Jain (Deemed-to be University)] and Rajat Gera [Jain (Deemed-to be University)]

HOW DOES THE AIRPORT DUTY-FREE SHOPPING ENHANCE TRAVELER’S PURCHASE
INTENTION ON NON-LANDING INTERNATIONAL TOUR FLIGHT?
Hoang Tran Phuoc Mai Le (Hanyang University) and Jungkun Park (Hanyang University)

I LIKE YOUR PRODUCTS, BUT CAN I USE ANOTHER PAYMENT METHOD? EXPLORING
VISITOR EXPERIENCE WITH PAYMENT METHODS IN THE GBA
Jieqi Guan (Macao Institute for Tourism Studies), Lianping Ren (Macao Institute for Tourism
Studies), Zhuo Li (Macao Institute for Tourism Studies) and Yi Fan Chen (Macao Institute for
Tourism Studies)

A STUDY ON CONSUMPTION PREFERENCE OF CULTURAL AND CREATIVE TOURISM
PRODUCTS OF THE “POST-90S” GROUP BASED ON PRODUCT ATTRIBUTES
Yanbo Yao (Nankai University), Jiaxin Wu (Nankai University), Chen Yin (Nankai University), Jinyi
Zhang (Nankai University), Shuxin Peng (Nankai University) and Tiantian Yang (Nankai University)

LINKING TOURISTS’ AND MICRO ENTREPRENEURS’ PERCEPTIONS OF SOUVENIRS: THE
CASE OF FIJI
Navneet Nimesh Kumar (The University of the South Pacific), Alexander Trupp (Sunway University)
and Stephen Pratt (The University of the South Pacific, Fiji)

: sunway-edu-my.zoom.us/j/98296308466?pwd=TkFvejRONlhpdjFQbFkxalFkdENOUT09
: SunwayU

Link
Password

Conference Programme
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Theme 2: Tourism and Sustainable Development
Moderated by Dr Fang Meng

Continued from the previous page 

Theme 3: Travel and tourism decision-making and intention
Moderated by Assoc Prof Dr Daniel Chong

THE INFLUENCE OF THE HONG KONG-ZHUHAI-MACAO BRIDGE ON CITY’S VISITORS
TRAVEL PLANNING AND PATTERNS
Yui-Yip Lau (The Hong Kong Polytechnic University), Jieqi Guan (Macao Institute for Tourism
Studies), Ching-Chi Cindia Lam (Macao Institute for Tourism Studies) and Ivy Chan (The Hong Kong
Polytechnic University)

GUANGDONG-HONG KONG-MACAO GREATER BAY AREA REGIONAL COOPERATION
AND TOURISM RETAILING
Yijun Liu (Beijing International Studies University), Jingjing Yang (Macao Institute for Tourism
Studies), Xiaolong Guo (Chinese Academy of Social Sciences) and Xinjian Li (Beijing International
Studies University)

SURVIVAL STRATEGIES OF MSMES IN TOURISM INDUSTRY DURING PANDEMIC: AN IN-
DEPTH LITERATURE REVIEW
Anjusha P P (Mahatma Gandhi University), Noufal Naheem Kottekkadan (Mahatma Gandhi
University), Harish P (Mahatma Gandhi University) and Mohammed Niyas (Mahatma Gandhi
University)

BENCHMARK ANALYSIS OF TOURISM SUSTAINABLE DEVELOPMENT USING META-
FRONTIER DATA ENVELOPMENT ANALYSIS
Dongdong Wu (Nankai University) and Hui Li (Nankai University)

HOW RESIDENTS’ EMPOWERMENT INFLUENCE ON COMMUNITY SUPPORT FOR
TOURISM IN BAGAN WORLD HERITAGE SITE, MYANMAR
Ye Htut Naing (Mahidol University)

A STUDY ON THE CHANGE OF TOURISM CONSUMER'S DECISION-MAKING BEHAVIOR
IN THE POST-EPIDEMIC PERIOD
Qingjuan Wang (Nankai University), Wenhao Liu (Nankai University), Zhengke Wang (Nankai
University) and Wenyu Ding (Nankai University)

IS SENSORY STIMULUS EFFECTIVE TO TOURISTS? OR EMOTIONAL STATE PLAYS KEY
ROLE TO PREDICT TOURISTS’ REVISIT INTENTION?
Tao Xue (Nankai University), Hanqin Qiu (Nankai University) and Fang Wang (Huaqiao University)

DESTINATION BRAND EQUITY AND REVISIT INTENTION OF TOURISTS: THE
THEORETICAL PERSPECTIVE
Hoang Thị Van (Ton Duc Thang University, Vietnam) and Pham Hong Long (University of Social
Sciences and Humanities Vietnam National University in Hanoi)

WHERE DO YOU WANT TO GO IF YOU ARE LONELY? - EXPLORING THE IMPACT OF
SOCIAL MEDIA ON THE TRAVEL DECISIONS OF LONELY PEOPLE
Junjiao Zhang (Nankai University), Wanying Leng (Nankai University), Yini Li (Nankai University)
and Huijie Liu (Nankai University)

THE IMPACT OF ADULT CHILDREN-PARENT INTERACTION ON THE REVISIT INTENTION
IN FAMILY TRAVEL
Yanbo Yao (Nankai University) and Guangmei Jia (Nankai University)
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Theme 4: Tourism and Destinations
Moderated by Dr Maggie Leong

Continued from the previous page 

Theme 5: Technology and Innovations in Hospitality and Tourism
Moderated by Dr Teh Pek Yen

THE IMPACT OF TOURISTS’ PERCEPTIONS OF SPACE-LAUNCH TOURISM: AN
EXTENSION OF THE THEORY OF PLANNED BEHAVIOUR APPROACH
Philip Pong Weng Wong (Sunway University), Lei Wang (Xuzhou University of Technology) and Qi
Zhang (Xuzhou University of Technology)

RELATIONSHIP OF RFMU AND ONLINE GROCERIES SHOPPING BEHAVIOURS
Rita Lo (Sunway University)

A CONCEPTUAL ASSESSMENT CONCERNING THE INTERCEPTIONS BETWEEN U-COMMERCE
AND TOURISM RETAIL
Evelyn Loh (Sunway University) and Marcus Stephenson (Sunway University)

HEY, STOP GIVING A TIP TO HUMAN WAITERS! EXPLORING FACTORS THAT INFLUENCE CONSUMERS’
WILLINGNESS TO PAY MORE FOR ROBOTIC RESTAURANTS
Siriprapha Jitanugoon (National Yunlin University of Science and Technology), Pittinun Puntha
(National Yunlin University of Science and Technology), Stephanie Hui-Wen Chuah (Taylor's
University) and Eugene Cheng-Xi Aw (USCI University)

DIFFERENT ACTIVITIES, DIFFERENT SENSES: WHAT IS THE ASSOCIATION BETWEEN
ACTIVITIES AND SENSORY EXPERIENCE?
Huahua Li (Nankai University) and Hanqin Qiu (Nankai University)

MARKETING MUSLIM-FRIENDLY TOURISM IN TAIWAN: A REVIEW AND FUTURE
RESEARCH AGENDA
Farah Atiqah Mohamad Noor (Sunway University), Zulfikry Basar (Sunway University) and Nawal
Hanim Abdullah (Universiti Putra Malaysia)

SCUBA DIVING TOURISM INDUSTRY IN MALAYSIA: DEMOGRAPHIC PROFILE OF DIVE
TOURIST
Kalsitinoor Set (Universiti Malaysia Terengganu), Norlida Hanim Mohd Salleh (Universiti
Kebangsaan Malaysia) and Munira Mhd Rashid (Jalan Pasir Mas Salor)

THE INFLUENCE OF MALAYSIA'S IMAGE AS A TRAVEL DESTINATION ON SRI LANKAN YOUTH
VISIT INTENTION: HOW PROMINENT IS THE ROLE OF INTERNET SOURCES?
Trevor Anton (Sunway University)

NEW RELIGIOUS TRAVEL SEGMENT
Siti Atikah Rusli (Sunway University), Tan Ai Ling (Sunway University), Alexander Trupp (Sunway
University), Chong Ka Leong (Sunway University) and Vijaya Malar V Arumugam (Sunway
University)
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Theme 6: Employment Concerns in Tourism and Hospitality
Moderated by Dr Xing Su

Continued from the previous page 

A STUDY ON THE INFLUENCE OF SERVICE-ORIENTED HUMAN RESOURCE
MANAGEMENT ON PROMOTION FAIRNESS - TAKE B ENTERPRISE AS AN EXAMPLE
Qingjuan Wang (Nankai University), Zijie Zhao (Nankai University), Wenyu Ding (Nankai University)
and Zhengke Wang (Nankai University)

FROM DINE IN TO TAKEOUT: INVESTIGATING RAPID ORGANIZATIONAL
TRANSFORMATION DURING THE COVID-19 OUTBREAK
Dachen Wang (Sun Yat-Sen University), Yifei Wang (Sun Yat-Sen University), Huihui He (Sun Yat-Sen
University) and Ipkin Anthony Wong (Sun Yat-Sen University)

HOSPITALITY GRADUATES’ CAREER INTENTIONS DURING COVID-19: EVIDENCE FROM
MALAYSIA
Kok Ann Ng (Sunway University), Alexander Trupp (Sunway University) and Charuwan
Phongpanichanan (Sunway University)

A QUALITATIVE STUDY ON HOTEL EMPLOYEES’ RESIGNATION EXPERIENCES IN
VIETNAM
Nguyen Thi Hao (Yuan Ze University) and Poh Theng Loo (I-Shou University)

RESEARCH ON THE INFLUENCE OF EMPLOYEE SATISFACTION ON CUSTOMER
SATISFACTION IN CATERING INDUSTRY-- TAKING SERVICE QUALITY AS THE
MEDIATOR
Qingjuan Wang (Nankai University), Jiaqi Tan (Nankai University), Wenyu Ding (Nankai University)
and Zhengke Wang (Nankai University)

End of Day One

0800 - 0900 Keynote Speech 2 by Professor Ming-Hui Huang
Female advantage from artificial intelligence

0900 - 1000 Breakout paper session 2
Grouped into seven themes (Themes 7 to 13)

13 October 2021 (Wednesday)
Link
Password

: sunway-edu-my.zoom.us/j/99279543914?pwd=aG82L0hRTzVKWFlEbjBSOXowUVpSZz09
: SunwayU
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Theme 7: Leadership and Sustainability
Moderated by Dr Kathy Kawon Kim

EMPLOYEE’S BRAND LOVE: THE ROLE OF INTERNAL BRANDING
Virginia Meng-Chan Lau (Macao Institute for Tourism Studies) and Chrystal Hun Chen (Macao
Institute for Tourism Studies)

EXPLORE PASTRY FOOD TRUCK FROM MICRO-ENTREPRENEURSHIP PERSPECTIVE IN
TAIWAN
Erin Hui-Wen Shih (Southern Taiwan University of Science and Technology), Fang-Ting Kuo
(Southern Taiwan University of Science and Technology) and Hung-Ju Tsai (National Pingtung
University of Science and Technology)

NEKONOMICS AND FELINE STATIONMASTERS – THE POINT OF PUTTING A HAT ON A
CAT
Johan Edelheim (Hokkaido University)

Theme 8: Developments in the Hospitality and Hospitality-related Fields
Moderated by Dr Drew Martin

THE SHIFT FROM BUSINESS TO LEISURE: AN INDUSTRY PERSPECTIVE OF
MOTIVATORS OF BUSINESS TOURISTS’ TRANSITION TO LEISURE TOURISTS
Ai Ling Tan (Sunway University), Vijaya Malar Arumugam (Sunway University) and Anisha Mee Fong
Chai (Sunway University)

A STUDY ON THE VALUE CO-CREATION MODEL OF EXHIBITORS AND ORGANIZERS -
FROM THE PERSPECTIVE OF EXHIBITORS
Jingna Wang (Nankai University), Jingjing Qi (Nankai University), Zhilin Yuan (Nankai University)
and Xu Xiang (Nankai University)

MACHINE LEARNING TECHNIQUES IN TOURISM AND HOSPITALITY RESEARCH: A
CRITICAL ASSESSMENT
Ningqiao Li (University of South Carolina), Xiaoyi Liu (University of South Carolina) and Fang Meng
(University of South Carolina)

Theme 9: Tourist experiences and consumption
Moderated by Dr Pearl Lin

AN EXPLORATORY STUDY OF MEMORABLE TOURISM EXPERIENCE FOR OLDER
TOURISTS: BASED ON EMBODIMENT COGNITIVE THEORY
Jing Huang (Nankai University), Yanjun Chen (Nankai University) and Danpu Xing (Nankai
University)

EXAMINING THE ASYMMETRIC IMPACT OF ATTRIBUTE-LEVEL PERFORMANCE OF
YOUTH HOSTELS ON TOURIST SATISFACTION
Jing Huang (Nankai University), Danpu Xing (Nankai University), Shiyu Zhou (Nankai University)
and Yanjun Chen (Nankai University)

WILLINGNESS OF US DOMESTIC TOURISTS TO PURCHASE SUSTAINABLE TOURISM
PRODUCTS IN HAWAII
Jerome Agrusa (University of Hawaii), Joseph Lema (University of Nevada Las Vegas), Cathrine
Linnes (Østfold University College) and Gabriella Andrade (University of Hawaii)
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Continued from the previous page 

Theme 10: Resource Management in Hospitality and Tourism
Moderated by Ms Rita Lo

SURVIVING COVID-19, WHAT HAVE THE LUXURY TRAVEL RETAILERS IN MACAO BEEN
DOING?
Zhuo Catherine Li (Macao Institute for Tourism Studies) and Lianping Ren (Macao Institute For
Tourism Studies)

FACTORS AFFECTING PURCHASE INTENTION THROUGH THE MEDIATING ROLE OF
CONSUMER TRUST: A CONCEPTUAL FRAMEWORK FOR EFFECTIVE SALES
MANAGEMENT
Mei Kei Leong (Sunway University) and Evelyn Geok Yan Loh (Sunway University)

MIXED-EMBEDDEDNESS AMONG SOUVENIR STREET VENDORS IN A DOMESTIC
MARKET
Chetan Shah (University of Auckland), Alexander Trupp (Sunway University) and Shipra Shah (Fiji
National University)

Theme 11: Health and Wellness Tourism
Moderated by Dr Catherine Li

CULTURE OF HEALTH: PAVING THE WAY FOR AN INCLUSIVE POST-PANDEMIC
TOURISM AGENDA
Vijaya Malar Arumugam (Sunway University), Siew Cheng Ng (Sunway University), Sivakumari
Supramaniam (Sunway University) and Ai Ling Tan (Sunway University)

DEVELOPING HEALTH TOURISM IN MACAO, REALLY? AN ANALYSIS OF A RECENT
STRATEGIC PROPOSAL BASED ON STAKEHOLDER PERCEPTIONS
Ming Liu (University of Macau), Jieqi Guan (Macao Institute for Tourism Studies), Lianping Ren
(Macao Institute for Tourism Studies) and Huijun Yang (Macao Institute for Tourism Studies)

DECISION FACTORS TOWARDS MEDICAL TOURISM: PERCEPTION OF BANGLADESHI
PATIENTS IN INDIAN HOSPITALS
Dhanonjoy Kumar (Islamic University), Shenba Kanagasabapathy (Sunway University) and Khakan
Najaf (Sunway Univeristy)

Theme 12: Shopping and retail consumption
Moderated by Dr Beile Zhang

WHAT COULD BE THE PERCEIVED RISKS AS IMPEDING FACTORS THAT COULD
PREVENT RETAIL FROM BEING SHIFTED ONLINE COMPLETELY? PERSPECTIVES FROM
BOTH USERS AND SUPPLIERS
Amy Sio Sin Lo (Macao Institute for Tourism Studies) and Cora Un In Wong (Macao Institute for
Tourism Studies)

HOW MUCH YOU CAN SAVE DEPENDS ON THE COLOR OF THE PRICE TAG
Ao Lin [Lululemon Athletica Trading (Shanghai) Ltd] and Henrique Ngan (Macao Institute for
Tourism Studies)

DEVELOPING THE RETAIL MARKET BY COCONUT PRODUCTS IN TOURISM –
ECONOMIC RECOVERY AFTER COVID-19 IN BEN TRE
Pham Van Luan (Ben Tre College) and Tran Dong Phu (Ben Tre College)
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Continued from the previous page 

Theme 13: Alternative Themes I
Moderated by Dr Rachel Thomas

ANTECEDENTS TO ENGAGEMENT IN AGRITOURISM FOR SMALL AND MEDIUM-SIZED
ENTERPRISES (SMES): THE ROLE OF GOVERNMENTAL SUPPORT
Jeffrey Campbell (The University of South Carolina) and Marketa Kubickova (The University of
South Carolina)

WHAT DO TOURISTS LOOK LIKE? SCALE DEVELOPMENT FOR IMAGE BASED ON
CHINESE TOURISTS FROM THE DESTINATION RESIDENTS’ PERSPECTIVE
Qiu Wei (Nankai University), Xingyang Lv (Southwestern University of Finance and Economics), Yan
Chen (Nankai University) and Xin Zheng (Nankai University)

COMMUNITY RESILIENCE IN A MULTI-CULTURAL, URBAN SOUQ ON THE ARABIAN
PENINSULA
Manuela Gutberlet (University of Johannesburg)

1000 - 1015 Mindfulness workout session by Mr Jespuvan Singh
The Art of Breathing 

1015 - 1030 Break

1030 - 1100 Networking session
Please get your networking PPT slide template ready 

1100 - 1200 Breakout paper session 3
Grouped into six themes (Themes 14 to 19)

Theme 14: Food and Beverage Consumption
Moderated by Dr Tan Ai Ling

PREDICTORS OF FOOD WASTE BEHAVIOR AMONG UNIVERSITY STUDENTS
Khee Min Teo (Sunway University) and Kamelia Chaichi (Sunway University)

COFFEE AND COVID-19: FACTORS INFLUENCING THIRD-WAVE CAFE PATRONAGE
Ian J. Choy (Alumni, Victoria University)

ELDERLY ACCEPTANCE OF NUTRITIONAL COMMERCIAL FORMULA IN SNACK FOOD: A
CASE STUDY IN DAY CARE
Erin Hui-Wen Shih (Southern Taiwan University of Science and Technology), Cheau-Jane Peng
(Southern Taiwan University of Science and Technology) and Mei-Yuan Liu (Chi Mei Hospital
Taiwan)
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Continued from the previous page 

Theme 16: Motivation and Experiences in Service Management
Moderated by Dr Marketa Kubickova

I FOUND A CROCKROACH IN MY BOWL!!! RESTAURANT CUSTOMERS’ SERVICE
FAILURE AND RECOVERY ENCOUNTERS IN TAIWAN
Poh Theng Loo (I-Shou University)

DEVELOPING A NEW MODEL OF SERVICE QUALITY IN HOTEL DURING INFECTION
DISEASE OUTBREAK, A CASE STUDY COVID-19
Yousef Keshavarz (Islamic Azad University), Zeinab Ansari (Islamic Azad University) and Hossein
Nezakati (Sunway University)

RESEARCH ON THE RELATIONSHIP AMONG SERVICE FAIRNESS, CUSTOMER
SATISFACTION AND SWITCHING INTENTION IN OTA SERVICE
Qingjuan Wang (Nankai University), Jie Xu (Nankai University), Zhengke Wang (Nankai University)
and Wenyu Ding (Nankai University)

Theme 15: Marketing, Branding and Image
Moderated by Dr Philip Wong

MARKETING OPPORTUNITIES FOR TRADITIONAL FERMENTED FOOD PRODUCTS IN
MALAYSIA
Rachel Thomas Tharmabalan (Sunway University)

MYA SILK – FROM AN EXCEPTIONAL FABRIC TO POTENTIALS OF REPRESENTING THE
FASHION TOURISM OF VIETNAM
Xuan Quyet Pham (University of Economics Ho Chi Minh City)

MALAYSIAN SELFIE TOURIST AFORE THE COVID-19 PANDEMIC: WHO ARE THEY?
Sathish Kumar Velayuthan (Universiti Teknologi Malaysia) and Noor Hazarina Hashim (Universiti
Teknologi Malaysia)

Theme 17: Post-COVID-19 Hospitality Experiences
Moderated by Dr Jing Fu

THE INFLUENCE OF E-MENUS ON CONSUMERS’ PURCHASE INTENTION TOWARD
ONLINE FOOD ORDERING DURING THE COVID-19 PANDEMIC: AN EMPIRICAL STUDY
IN VIETNAM
My Nguyen Thi Nguyet (Ton Duc Thang University Vietnam) and Thai-Ngoc Pham (Ton Duc Thang
University Vietnam)

PERSPECTIVES AND EXPERIENCES OF STREET FOOD VENDORS; AN EXPLORATORY
STUDY OF STREETS OF INDIA
Raji Vipin (Mahatma Gandhi University), Manasse Benny [Mar Ivanios College (Autonomous)
Trivandrum, KERALA], Anita T.A (Mahatma Gandhi University) and Rigin Sebastian (Mahatma
Gandhi University)

HOLIDAY INTENTION AND HOPE OF RECOVERING IN THE HOTEL INDUSTRY AFTER
COVID-19 PANDEMIC
Ling Foon Chan (Sunway University)
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Continued from the previous page 

Theme 18: How COVID-19 has changed the way people 'consume'?
Moderated by Dr Virginia Lau

COVID SCAPE: INNOVATION RELATED DISSONANCE AMONG JAPANESE DOMESTIC
TOURISTS. A CASE STUDY IN TSURUI VILLAGE, JAPAN
Beatriz Adriana Roldán Martínez (Hokkaido University)

APPLYING A 2020 COVID-19 DEVELOPMENT TIMELINE TO CURRENT, FUTURE, AND
RESULTING STATES OF US RETAIL, HOSPITALITY, AND TOURISM SITUATIONS
Judith Forney (University of North Texas) and Dee Knight (University of North Texas)

Theme 19: Alternative Themes II
Moderated by Dr Rich Harrill

ATTRACTIVENESS OF MUNICIPALITIES FOR SECOND HOMES
Xiang Lin (Södertörn University), Eva Hagsten (University of South Eastern Norway) and Martin Falk
(University of South Eastern Norway)

A STUDY OF HOTEL AND PROPERTY SECTORS IN MALAYSIA: DEVELOPERS’ VIEWS AND
SELECTED ANALYSES OF PRICE DRIVERS
Mohamed Ariff (Sunway University), Calvin W. H. Cheong (Sunway University) and Hassanudin
Thaker (Sunway University)

THE INFLUENCE OF GREEN FEATURES ON CONSUMER PERCEPTION IN CREATING
SUSTAINABLE SHOPPING CENTERS
Izian Idris (Sunway University), Mikkay Wong Ei Leen (Sunway University) and Shu Yee Ng (Sunway
University)

1200 - 1230 Closing panel
Announcement for winners of the Best Papers Award
Post-conference video
Closing remarks by the Conference Chair
Handing over to TRMC2022 hosts - The University of South California 

End of Day Two
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Keynote Speakers

He is also Senior Research Associate at the University of Johannesburg, South Africa;
Furong Professor at Hunan Normal University, China; Visiting Professor at Guangxi
University and Luoyang Normal University, China; and Visiting Professor in the European
Master of Tourism Management Program based at the University of Girona, Spain. 

Professor Timothy is the founding editor-in-chief of the Journal of Heritage Tourism and
is commissioning editor of Routledge’s Cultural Heritage and Tourism book series, and
co-commissioning editor of three book series at Channel View Publications. He also
serves on the editorial boards of 22 international social science journals. He has
published 33 books and over 250 articles and chapters on many aspects of tourism,
including retail and shopping. 

He has ongoing research projects in North America, Asia, Europe, and Africa on many
tourism topics, including retail and shopping, heritage, religion, geopolitics, and cross-
border cooperation.

Professor Dallen Timothy
ARIZONA STATE UNIVERSITY 

Dallen J. Timothy is Professor of Community Resources and
Development at Arizona State University and Senior
Sustainability Scientist at the Julie Ann Wrigley Global
Institute of Sustainability. 

Ming-Hui Huang is Distinguished Professor of AI (artificial
intelligence) and service at National Taiwan University. She is
the first and only Asian-based fellow of European Marketing
Academy (EMAC), International Research Fellow of the Centre
for Corporate Reputation, University of Oxford, UK, and
Distinguished Research Fellow of the Center for Excellence in
Service, University of Maryland, USA.

She specializes in interdisciplinary research, with publications encompassing both
academic and managerial journals in Marketing, Information Systems and Strategy, such
as the J. of Marketing, J. of the Academy of Marketing Science (JAMS), Marketing Science,
Harvard Business Review, MIT Sloan Management Review, California Management
Review, J. of Service Research (JSR), International Journal of Research in Marketing (IJRM),
J. of Management Information Systems, Decision Sciences, J. of Consumer Psychology, J.
of Retailing, and Information & Management. 

She is incoming Editor-in-Chief of JSR (we are processing new submissions already), the
11th highest-cited business journal, Associate Editor of IJRM, Information &
Management, and Communications of the Association for Information Systems, and
serves on the editorial boards of JAMS, Int’l J. of E-Commerce, J. of Strategic Information
Systems, and Psychology & Marketing. 

Professor Ming-Hui Huang 

NATIONAL TAIWAN UNIVERSITY 
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KS Wong is the Senior General Manager with Sunway
Malls and responsible for Centre of Management Services,
Quality Assurance and Business Innovation. He leads
Sunway Malls Sustainability Working Committee. He
earned his Master of Business Administration from
University of Derby. He has over 26 years of mall
management, project planning and development
experiences in Malaysia and Indonesia. Prominent malls
that KS has managed in Malaysia includes Sunway
Velocity, Sunway Putra, Berjaya Times Square, and
Queensbay Mall, and Pakuwon Supermall and Grand City
Mall in Indonesia.

KS is a regular Guest Lecturer at Sunway University,
Heriot-Watt University, University of Reading, Swinburne
University of Technology and Petra Christian University,
providing insights on topics revolving around retail
development and management, and retailing during
COVID-19. He was also a Panel Speaker with Malaysia
Shopping Malls Association (PPK Malaysia) on Marketing &
Leasing Stage 2 Certification - “Shopping Malls Planning
for Pre and Post Development”. KS is currently working on
his dissertation for his Doctorate degree of Business
Administration (DBA) titled “Effects of Smart Retail
Technologies on Mall Patronage in Klang Valley”. He was
also recently appointed as an Adjunct Practice Professor
with Sunway University Business School.

Mr Wong Kong San
Senior General Manager
Sunway Malls

Industry Panel Session Speakers

Paul Gibbons, a British national, who together with his
family, have resided in Malaysia for the last 28 years.
Paul is currently Managing Director of Sports Direct
Malaysia and MST Golf Management and a Director of
MST Golf. He oversees the business operation of
general sports retailing, golf events management & golf
academies. 

Prior to joining MST Group, he was for 12 years, Sales &
Marketing Director of Asia Pacific for Amer Sports,
owner of Wilson, Suunto & Saloman brands. He was
also previously with C.C.A. International which manages
numerous golf resorts around the Asian Pacific region.

Mr Paul Gibbons
Managing Director

Sports Direct Malaysia
and MST Golf Mgmt
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At this conference, you may notice that there
will be a 'mindfulness workout session' on
the second day of the conference. This
session will be led by Mr Jespuvan Singh, a
results-driven training consultant with over
17 years of extensive experience in
workplace wellness.

Currently, he is responsible for a range of
wellness programmes including mental
health and stress management, addressing
eating habits, physical exercise and many
more physical and mental health
interventions.

He is also proactive in promoting employee
excellence and encouraging employee
towards increasing productivity, reducing
costs, lowering turnover and maintaining a
positive work environment.

Workplace Wellness

the art of breathing
What is

?

20

The art of breathing is a 'wellness' activity to reduce one's stress
levels. Breathing connects the mind and the physical body. Practicing
the art of breathing frequently can help with achieving better
balance as more oxygen enters into the brain. 

Mr Jespuvan Singh
Trainer / Consultant

specialising in workplace
wellness programmes

To learn more about the art of breathing and other wellness
activities, you may connect with Mr Jespuvan Singh via LinkedIn
bit.ly/JespuvanSingh_LinkedIn.

https://bit.ly/JespuvanSingh_LinkedIn


A CONCEPTUAL ASSESSMENT CONCERNING THE INTERCEPTIONS BETWEEN U-
COMMERCE AND TOURISM RETAIL

Evelyn Loh (Sunway University, Malaysia) and Marcus Stephenson (Sunway
University, Malaysia).

There is a significant reliance on technology amongst tourist shoppers since the
outbreak of the COVID-19 pandemic. This shows the need to consider U-commerce
technologies and applications to enable a tourism retailing industry that is
sustainable. This paper argues that tourist shoppers today possess increased
comprehension and confidence in commerce-related technology applications.
Several key conceptual U-commerce applications and current industry practices are
presented focusing on four U-tourism marketing strategies: immersive marketing,
nexus marketing, sync marketing, and transformational marketing. The applications
of U-commerce in the post-pandemic era were also discussed, whereby to appeal to
a new wave of tourist shoppers.

A QUALITATIVE STUDY ON HOTEL EMPLOYEES’ RESIGNATION EXPERIENCES IN
VIETNAM.

Nguyen Thi Hao (Yuan Ze University) and Poh Theng Loo (I-Shou University).

This qualitative study was conducted to explore the resignation experiences of the
Millenial hotel employees in Vietnam. In addition, this study provides a
comprehensive picture of the whole resignation experience of Vietnamese hotel
employees. Vietnamese hotel employees undergo different stages in their
resignation experiences, starting from their triggered intention to resign until the
final resignation decisions made and finally left the company. The Mobley Model
(1977) is applied, which is described as “The withdrawal decision process” or “the
employee turnover decision process”. The Mobley model is the process of deciding
to quit a job with the possible intermediate steps.

List of Abstracts in alphabetical order of the paper title

A STUDY OF HOTEL AND PROPERTY SECTORS IN MALAYSIA: DEVELOPERS’ VIEWS
AND SELECTED ANALYSES OF PRICE DRIVERS.

Mohamed Ariff (Sunway University), Calvin W. H. Cheong (Sunway University) and
Hassanudin Thaker (Sunway University).

This paper reports an assessment of supply-demand side economics of hotel and
property sectors in Malaysia. The hotel sector in Malaysia has developed over
several decades, and forms an important destination point for some 26 million
international travelers with demands ranging from simple hotel services to the most
exotic private chalets. Analyses of the property sector also provide unexpected
findings. Price increases in residential units have kept pace with inflation in the
country. Further localizing production of input materials, supply of more land, and
regulatory consolidation would help the industry.

A
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A STUDY ON CONSUMPTION PREFERENCE OF CULTURAL AND CREATIVE TOURISM
PRODUCTS OF THE “POST-90S” GROUP BASED ON PRODUCT ATTRIBUTES.

Yanbo Yao (Nankai University), Jiaxin Wu (Nankai University), Chen Yin (Nankai
University), Jinyi Zhang (Nankai University), Shuxin Peng (Nankai University) and
Tiantian Yang (Nankai University). 

The main subject of this study is the “post-90s” group, focusing on their preference
for the attributes of cultural and creative tourism products. In the factorial analysis,
cultural, creative, practical, and memorable attributes are four first-class attributes
of cultural and creative tourism products. After using the AHP method in studying
the product preference, we found out that the among four first-class attributes, the
“post-90s” group valued cultural attribute most highly, while their preference for
creative, practical, and memorable decreases in sequence. For second-class
attributes, they attached importance to attributes such as originality, national
quality, regional spirits and sense of design.

A STUDY ON THE CHANGE OF TOURISM CONSUMER'S DECISION-MAKING BEHAVIOR
IN THE POST-EPIDEMIC PERIOD.

Qingjuan Wang (Nankai University), Wenhao Liu (Nankai University), Zhengke Wang
(Nankai University) and Wenyu Ding (Nankai University).

This study collects 168 pairs of questionnaires on consumer concepts and behaviors
before and after COVID-19. Combing correlation analysis and comparative analysis,
this study shows that the epidemic has a positive impact on tourists’ immersion,
safety perception and tourism role cognition. Family support and participation are
positively correlated with personal time management, which is reflected in a higher
level of individual tourism role recognition. For outdoor enthusiasts, rural and
mountain tourism products with good ecology and low aggregation will be more
popular. Unlike outdoor enthusiasts, ordinary tourists in another information
cocoon are more sensitive to the impact of the epidemic.

A STUDY ON THE INFLUENCE OF SERVICE-ORIENTED HUMAN RESOURCE
MANAGEMENT ON PROMOTION FAIRNESS - TAKE B ENTERPRISE AS AN EXAMPLE.

Qingjuan Wang (Nankai University), Zijie Zhao (Nankai University), Wenyu Ding
(Nankai University) and Zhengke Wang (Nankai University). 

Service-oriented human resource management refers to a series of HRM practices
that emphasize "service". This study explores the impact of service-oriented HRM
system on promotion fairness in service enterprises in China. Through literature
review，content analysis and in-depth description of the qualitative interviews with
15 employees of B enterprise, this study finds that it is service-oriented human
resource management system that makes B enterprise pay more attention to the
growth and promotion fairness of employees. Fair promotion will maintain and
improve the enthusiasm of employees. Service-oriented HRM is more suitable for
the talent management system of today's service enterprises.
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A STUDY ON THE VALUE CO-CREATION MODEL OF EXHIBITORS AND ORGANIZERS -
FROM THE PERSPECTIVE OF EXHIBITORS.

Jingna Wang (Nankai University), Jingjing Qi (Nankai University), Zhilin Yuan (Nankai
University) and Xu Xiang (Nankai University). 

Exhibitors are crucial stakeholders of the exhibition. Creating value together with
organizers is the guarantee to realize their interests and value. However, limited
research is carried out. This study, therefore, uses grounded theory to construct a
value co-creation model from the perspective of exhibitors, including exhibitors’
value co-creation motivation, exhibitors’ value co-creation behavior, organizers’ value
co-creation support system, and exhibitors’ value co-creation results. The research
results show that the value co-creation of exhibitors and organizers follows the
realization mechanism of “motivation-behavior-result”. The research further
subdivides the exhibitors’ value co-creation behavior into exhibitors’ value co-
creation participation behavior and citizenship behavior.

AN EXPLORATORY STUDY OF MEMORABLE TOURISM EXPERIENCE FOR OLDER
TOURISTS: BASED ON EMBODIMENT COGNITIVE THEORY.

Jing Huang (Nankai University), Yanjun Chen (Nankai University) and Danpu Xing
(Nankai University). 

Memorable tourism experiences have an essential impact on travel decisions, but
existing relevant research lacks attention and exploration of older tourists.Based on
embodied cognition theory, this paper explores the dimensions and influencing
factors of memorable tourism experiences.Findings based on in-depth interviews
and grounded analysis of 26 older participants.The results show that the dimensions
of memorable tourism experiences for older tourists include sensory enjoyment,
embodied barriers, emotional experiences, identity, control, and serendipity. The
factors that influence memorable tourism experiences for older tourists are
destination attributes, personal psychology, personal body, and the attitudes and
behaviours of others.

ANTECEDENTS TO ENGAGEMENT IN AGRITOURISM FOR SMALL AND MEDIUM-SIZED
ENTERPRISES (SMES): THE ROLE OF GOVERNMENTAL SUPPORT .

Jeffrey Campbell (The University of South Carolina) and Marketa Kubickova (The
University of South Carolina). 

The current study examines the role of governmental support of small and medium-
sized enterprises (SMEs) in the agritourism domain and the factors that may affect
intention to engage in such activities for these employees and businesses. Using
theoretical underpinnings from the resource-based view of the firm, results suggest
that governmental support of product certifications and governmental marketing
efforts to assist the businesses are significantly related to intentions to engage in
agritourism. However, community branding efforts and financial support of these
businesses were not found as significant. Implications and future research direction
are subsequently provided.
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APPLYING A 2020 COVID-19 DEVELOPMENT TIMELINE TO CURRENT, FUTURE, AND
RESULTING STATES OF U.S. RETAIL, HOSPITALITY, AND TOURISM SITUATIONS.

Judith Forney (University of North Texas) and Dee Knight (University of North Texas). 

The purpose of this study was to identify current, future, and resulting states of
retail, hospitality, and tourism industries using a published timeline of COVID-19
development for the first 12 months (January 1 – December 31, 2020) in the U.S. The
objectives were to apply this timeline to:
1.Quantify evidence of U.S. retail, hospitality, and tourism situations associated with
COVID-19 in 2020.
2.Identify current, future, and resulting states of U.S. retail, hospitality, and tourism
due to COVID-19.
3.Offer insights and suggestions for further study of COVID-19 on U.S. retail,
hospitality, and tourism.

ATTRACTIVENESS OF MUNICIPALITIES FOR SECOND HOMES.

Xiang Lin (Södertörn University), Eva Hagsten (University of South Eastern Norway)
and Martin Falk (University of South Eastern Norway). 

Municipalities that offer a high level of natural and cultural attractions may be more
attractive for the establishment of second homes. Recently, high-speed broadband
connections and investments in public infrastructure could also make certain
regions more attractive. The aim of the study is to investigate how attractive
municipalities are for the location of second homes. Data are based on 290 Swedish
municipalities for the period 2010-2020. The main novelty is the use of dynamic
spatial panel data models and the introduction of new indicators. Results reveal that
high-speed broadband, transport infrastructure, cultural and natural amenities are
significant determinants.

BENCHMARK ANALYSIS OF TOURISM SUSTAINABLE DEVELOPMENT USING META-
FRONTIER DATA ENVELOPMENT ANALYSIS.

Dongdong Wu (Nankai University) and Hui Li (Nankai University). 

The efficient and sustainable development of urban tourism with city as the carrier
deserves further attention. Based on meta-frontier theory and data envelopment
analysis, this paper constructs a meta-frontier non-radial directional distance
function approach. We then define the tourism development index and tourism
sustainability index according to the different choice of direction vector and weight.
This paper comprehensively evaluates the tourism efficiency and its dynamic
evolution of 27 cities in the Yangtze River Delta from 2010 to 2019. Besides, we
systematically analyzes the meta-frontier, group-frontier efficiency and technology
gap ratio, and explores the competitiveness of tourism sustainable development.

B
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COFFEE AND COVID-19: FACTORS INFLUENCING THIRD-WAVE CAFE PATRONAGE.

Ian J. Choy (Alumni, Victoria University). 

Abstract. This paper investigates the factors influencing third-wave cafe customers’
patronage intention during the Covid-19 pandemic, using Ajzen’s Theory of Planned
Behaviour (TPB). Data was collected from 160 Malaysian respondents using a self-
administered survey; and analysed using bivariate correlation and multiple linear
regression. The variables of attitude towards product and service quality, subjective
norms, and perceived behavioural control were positively and significantly correlated
with patronage intention; which explained 42% of the variance in patronage
intention. Based on these findings, seven strategies for the Covid-19-impacted
business environment are suggested. This research contributes to extending the
literature in TPB and foodservice marketing.

COMMUNITY RESILIENCE IN A MULTI-CULTURAL, URBAN SOUQ ON THE ARABIAN
PENINSULA.

Manuela Gutberlet (University of Johannesburg). 

Prior to the pandemic, mega-cruise liners arrived daily during winter just opposite to
Souq Muttrah in Muscat. At that time, overtourism conceptualized in overcrowding,
loss of authenticity and loss of social capital were major impacts facing the local
community. Since then the focus was laid on Omanis and regional tourism. After five
months of lockdown in 2020 and several evening and full lockdowns, the souq has
been facing undertourism and ethnic divisions. The concept of ‘community’ has been
changing and divided the community. My research calls for government
interventions, holistic, innovative measures and investments into a people-oriented
post-COVID-19 recovery.

COVID SCAPE: INNOVATION RELATED DISSONANCE AMONG JAPANESE DOMESTIC
TOURISTS. A CASE STUDY IN TSURUI VILLAGE, JAPAN.

Beatriz Adriana Roldán Martínez (Hokkaido University). 

The purpose of this study is to present the behavioral change that the “COVID-19
countermeasures” have brought to residents from Hokkaido and other parts of
Japan. The focus of the study will be paid especially on the dissonance stage of
residents, how this “New way of life” has created certain changes in purchasing
behavior that they have adopted to “endure” the unfamiliar new restricted behavior
that was asked to be implemented through these countermeasures.

C
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CULTURE OF HEALTH: PAVING THE WAY FOR AN INCLUSIVE POST - PANDEMIC
TOURISM AGENDA.

Vijaya Malar Arumugam (Sunway University, Malaysia), Siew Cheng Ng (Sunway
University, Malaysia), Sivakumari Supramaniam (Sunway University, Malaysia) and Ai
Ling Tan (Sunway University, Malaysia). 

This study assesses the potential extension of the UN’s Sustainable Developmental
Goals through the inclusion of a Culture of Health framework. Quelch’s (2016) model
of the four-pillars of CoH will be used as the underpinning framework for the study
to argue the creation of a corporate ‘health footprint’ for the betterment of the
business as well as society. Adopting a qualitative approach, this research will
analyse the potential application of the CoH pillars and develop a working model to
embed CoH into tourism and hospitality organisational practices as well as extend
the body of knowledge of the culture of health.

DECISION FACTORS TOWARDS MEDICAL TOURISM: PERCEPTION OF BANGLADESHI
PATIENTS IN INDIAN HOSPITALS .

Dhanonjoy Kumar (Islamic University), Shenba Kanagasabapathy (Sunway University)
and Khakan Najaf (Sunway University). 

The study focused on finding out the factors for performing a great role to make
medical tourism decisions in neighboring country India. Data were collected from
200 patients of Bangladesh who got medical services in India. For collecting the data,
non-probability convenience sampling and structured questionnaires are used. The
Smart PLS statistical analysis software was used to evaluate the measurement
properties and tested the hypothesis of the study. To test the hypothesis of the
study found that the patients put most emphasis for taking medical treatment in
Indian hospitals on good health environment and quality medical services.

DESTINATION BRAND EQUITY AND REVISIT INTENTION OF TOURISTS: THE
THEORETICAL PERSPECTIVE.

Hoang Thị Van (Ton Duc Thang University, Vietnam) and Pham Hong Long (University
of Social Sciences and Humanities Vietnam National University in Hanoi).

This paper conducts a research review of the literature on destination brand equity
that has been studied previously. It aims to provide tourism researchers with a
comprehensive view of the general context, concepts, respective research methods
and different ways in which destination brand equity is previously assessed. On that
basis, the authors propose a theoretical model of the relationship between the
components of destination brand equity and the intention to revisit of tourists and
their impact on tourists' intention revisit to the destination under the influence of
destination novelty. The study also suggests some directions for future research.

D
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DEVELOPING A NEW MODEL OF SERVICE QUALITY IN HOTEL DURING INFECTION
DISEASE OUTBREAK, (CASE STUDY COVID-19).

Yousef Keshavarz (Islamic Azad University), Zeinab Ansari (Islamic Azad University)
and Hossein Nezakati (Sunway Universityl). 

The current study aimed to determine and ranking the factors that make guests
more willing to stay in a hotel during Covid-19 outbreak. The model was constructed
through a two-stage of qualitative and quantitative process. The expert panel was
selected to identify the health service factors in hotel. 362 questionnaires were
collected from the guests of 4- and 5-star hotels in Mashhad. Data were analysed by
SPSS and Amos. The results showed that disinfected room, proper ventilation,
uncrowded place, food hygiene, checking the guests, speeding up the process, and
hygienic staff were dimensions of HEL_SERV scale in hotel.

DEVELOPING HEALTH TOURISM IN MACAO, REALLY? AN ANALYSIS OF A RECENT
STRATEGIC PROPOSAL BASED ON STAKEHOLDER PERCEPTIONS.

Ming Liu (University of Macau), Jieqi Guan (Macao Institute for Tourism Studies),
Lianping Ren (Macao Institute for Tourism Studies) and Huijun Yang (Macao Institute
for Tourism Studies).

Macao is known for its gaming industry, but its lonely economy has invoked much
concern. Developing health tourism has been one of the diversification strategies
proposed. This study explores the potential and feasibility of this seemingly out-of-
tune strategic proposal. Sixteen purposefully selected informants representing key
strategic perspectives have been approached and interviewed. Thematic analysis
reveals an optimistic prospect in developing wellness tourism and a selection of
medical tourism in Macao, capitalizing on the key trends identified, a unique
combination of VRIO resources and distinctive competencies that is only available in
Macao.The study contributes to scholarly knowledge of strategic visioning process.

DEVELOPING THE RETAIL MARKET BY COCONUT PRODUCTS IN TOURISM –
ECONOMIC RECOVERY AFTER COVID19 IN BEN TRE.

Pham Van Luan (Ben Tre College) and Tran Dong Phu (Ben Tre College). 

The brackish water ecoregion is the most suitable for the growth of coconut in Ben
Tre. The increasing climate change, natural disasters, saltwater intrusion, COVID-19
pandemic have narrowed the area for planting other types of trees, but coconut
trees are well adapted to adverse conditions. The Industry 4.0 has brought great
opportunities for the digital transformation of the Ben Tre coconut industry. The
study is based on a review of the Ben Tre coconut industry, assessing the possibility
of digital transformation with policy implications for develop the retail market of the
coconut in Ben Tre based on promoting the tourism.
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DIFFERENT ACTIVITIES, DIFFERENT SENSES: WHAT IS THE ASSOCIATION BETWEEN
ACTIVITIES AND SENSORY EXPERIENCE??

Huahua Li (Nankai University) and Hanqin Qiu (Nankai University).

Currently, studies concerning sensory dimensions still revolve around the
components and consequences of sensory experiences. An obvious absence is
observed with regard to how sensory experience varies when people participating in
different activities. This study aims to understand the association between tourism
activities and sensory experiences. During a pilot study, travel blogs were collected
from Ctrip website, based on which a content analysis was further conducted.
Results indicate that the visual experience is evoked by walking; auditory feelings
pertain to entertainment activities; olfactory experience is associated with food-
tasting events and natural park visiting; tactile perception correlated with boating
and shopping.

ELDERLY ACCEPTANCE OF NUTRITIONAL COMMERCIAL FORMULA IN SNACK FOOD: A
CASE STUDY IN DAY CARE.

Erin Hui-Wen Shih (Southern Taiwan University of Science and Technology), Cheau-
Jane Peng (Southern Taiwan University of Science and Technology) and Mei-Yuan Liu
(Chi Mei Hospital Taiwan). 

The world is aging. This study aims develop commercial formula of product added in
recipes and the nutritious food characteristics on the acceptance for elderly. The
nutrition snack food meets one-tenth of the daily needs of the elderly. The finding
showed nutrient composition analysis compared with the daily nutrient
requirements of the elderly. The finished products were tasted by the elderly and
medical experts. The recipes were made into a booklet and can be promoted and
used in the family or the community. Finally, the products may be discussed to
benefit more patient and elderly used.

EMPLOYEE’S BRAND LOVE: THE ROLE OF INTERNAL BRANDING.

Virginia Meng-Chan Lau (Macao Institute for Tourism Studies) and Chrystal Hun
Chen (Macao Institute for Tourism Studies).

Brand love emerges as a popular topic in marketing research, but extant literature
focuses on consumers’ perspectives, while brand love from employees’ perspectives
isunderstudied. This research attempts to fill the gap by exploring the types of
employees’ brand love and the role of internal branding in the loving building
process. This study adopts a qualitative approach, and data are collected through in-
depth interviews with employees in fashion apparel brands. The results identify
internal communications, training, and organization culture as the main source of
internal branding, which collectively influence the development of employees’ brand
love and consequent behaviors.

E
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EXAMINING THE ASYMMETRIC IMPACT OF ATTRIBUTE-LEVEL PERFORMANCE OF
YOUTH HOSTELS ON TOURIST SATISFACTION.

Jing Huang (Nankai University), Danpu Xing (Nankai University), Shiyu Zhou (Nankai
University) and Yanjun Chen (Nankai University). 

Youth hostels have developed fast after entering the Chinese market, however, they
have been facing fierce competition, and problems such as low tourist satisfaction
and low tourist loyalty have also appeared. It is necessary to investigate how to
improve tourist overall satisfaction of youth hostels efficiently. The paper adopts a
mixed method to identify attributes of youth hostels from the perspective of
tourists, examine the asymmetric effects of youth hostel attribute-level performance
on tourist overall satisfaction, and discuss how to optimize the attribute-level
performance of youth hostels and enhance tourist satisfaction efficiently.

EXPLORE PASTRY FOOD TRUCK FROM MICRO-ENTREPRENEURSHIP PERSPECTIVE IN
TAIWAN.

Erin Hui-Wen Shih (Southern Taiwan University of Science and Technology, Tainan
City, Taiwan), Fang-Ting Kuo (Southern Taiwan University of Science and Technology)
and Hung-Ju Tsai (National Pingtung University of Science and Technology).

The pastry culture has been diversified and development gradually influenced by
Japan, China, and other country in Taiwan. Traditional pastry shops face business
difficulties due to imported ingredients and financial problems, transform and create
new business models. The study was conducted in content analyses from different
sources. An exploratory mixed method approach was used to identify factors that
indicate interview owner and customer, gather both point of view from different
angles. And collect customer’s questionnaires. The result will indicate food truck
business analysis success factors for constraint business success. This study will
explore the important strategy on their microenterprise success.

FACTORS AFFECTING PURCHASE INTENTION THROUGH THE MEDIATING ROLE OF
CONSUMER TRUST: A CONCEPTUAL FRAMEWORK FOR EFFECTIVE SALES
MANAGEMENT.

Mei Kei Leong (Sunway University, Malaysia) and Evelyn Geok Yan Loh (Sunway
University, Malaysia). 

Sales management emphasises the reliance on individual salespersons to “push” a
firm’s products to attain contractual agreements with a clientele. Personal selling
focuses on strengthening customer relationships through trust-building and serving
their long-term interest. A trusting selling environment can be nurtured through
sales drivers such as salespersons skills or eWOM, and salespersons’ big 5
personality traits, which then could lead to increased purchase intention. This study
proposes a conceptual framework which can contribute to the field of sales
management, particularly for industry practitioners to possibly embrace changes in
human resource management and include technology-mediated programmes to
enhance sales activity.

F
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FROM DINE IN TO TAKEOUT: INVESTIGATING RAPID ORGANIZATIONAL
TRANSFORMATION DURING THE COVID-19 OUTBREAK.

Dachen Wang (Sun Yat-Sen University), Yifei Wang (Sun Yat-Sen University), Huihui
He (Sun Yat-Sen University) and Ipkin Anthony Wong (Sun Yat-Sen University). 

The foodservice industry in worldwide has been greatly affected the COVID-19
pandemic. In order to adapt rapid changes in the marketplace in the midst of the
pandemic, foodservice providers have been undergoing organizational
transformations. The present research takes the fast food sector as the research
context with Cafe DE Coral as a case in point. Our findings reveal that consumers’
takeout and dining in experiences were fairly similar. Further analysis reveals that
the strategic shift to the takeout business allowed Cafe DE Coral to successfully
alleviate its financial pressure due to decline of dine in volumes.

GUANGDONG-HONG KONG-MACAO GREATER BAY AREA REGIONAL COOPERATION
AND TOURISM RETAILING.

Yijun Liu (Beijing International Studies University), Jingjing Yang (Macao Institute for
Tourism Studies), Xiaolong Guo (Chinese Academy of Social Sciences) and Xinjian Li
(Beijing International Studies University). 

The essence of the coordinated development of Guangdong-Hong Kong-Macao
Greater Bay Area is to promote the coordinated development of cross-border urban
agglomerations, and promote the cross-regional flow and relocation of production
resources. Based on this, this paper first builds a gravity entropy model to evaluate
the comprehensive development level and the gravity intensity among cities of these
three regions, then explores the coordinated development level of their industries
from five aspects. And then puts forward some countermeasures and suggestions to
promote the sustainable development of Greater Bay Area's industries.The aim is to
provide implications to tourism retailing within the region.

HEY, STOP GIVING A TIP TO HUMAN WAITERS! EXPLORING FACTORS THAT
INFLUENCE CONSUMERS’ WILLINGNESS TO PAY MORE FOR ROBOTIC RESTAURANTS.

Siriprapha Jitanugoon (National Yunlin University of Science and Technology),
Pittinun Puntha (National Yunlin University of Science and Technology), Stephanie
Hui-Wen Chuah (Taylor's University) and Eugene Cheng-Xi Aw (UCSI University). 

The study aims to determine whether there are any significant differences in the
consumers’ willingness to pay more for robotic restaurants exist across the
demographic and psychographic variables. The survey findings indicate that a
majority of the Thai respondents were willing to pay up to 10% more to dine at
robotic restaurants. This segment was dominated by consumers who are male, in
the middle- and older-aged groups, more educated, in higher income levels, and
those who have married and with childrenhighly innovative individuals and those
who perceive greater advantages/disadvantages of service robots were willing to pay
a higher price premium.
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HOLIDAY INTENTION AND HOPE OF RECOVERING IN THE HOTEL INDUSTRY AFTER
COVID-19 PANDEMIC.

Ling Foon Chan (Sunway University, Malaysia). 

Using Google Trend information to test the relationship between the top keyword
search in the tourism industry to forecast the demand for hotels in Malaysia. The
popularity keyword search index is 100 for Demand of Hotel, Holiday, 98 for Travel,
97 and 85 for Trip. The moderating effect of the case to travel and trips coefficient of
0.000165, 0.0001101 and standard error of .0000627, 0.0000498 is significant at a
5% level. The Case, Travel, Trips, Holiday, Agoda Resort, and Airbnb, are associated
with the demand of hotels and could use for planning on the hotel industry's
recovery.

HOSPITALITY GRADUATES’ CAREER INTENTIONS DURING COVID-19: EVIDENCE FROM
MALAYSIA.

Kok Ann Ng (Sunway University), Alexander Trupp (Sunway University) and Charuwan
Phongpanichanan (Sunway University). 

In the context of COVID-19, it is important to evaluate future hospitality graduates
commitment and motivation towards the hospitality industry. This research thus
asks How do future hospitality graduates make career decisions during the COVID-
19 pandemic? The theoretical framework draws on Positive Psychological Capital
(PsyCap) and Social Cognitive Career Theory (SCCT), whilst the empirical data derives
from semi-structured interviews with hospitality graduates in Malaysia. Findings
concerning the career decision-making process highlight the role of family on career
intention, the surprisingly positive career outlook during COVID-19, and show that
work exposure reinforces and influences intention to stay in the industry.

HOW DOES THE AIRPORT DUTY-FREE SHOPPING ENHANCE TRAVELER’S PURCHASE
INTENTION ON NON-LANDING INTERNATIONAL TOUR FLIGHT?

Hoang Tran Phuoc Mai Le (Hanyang University) and Jungkun Park (Hanyang
University). 

Non-landing scenic flights emerged as a new phenomenon in airport retailing to
ease the stress of tourists. This paper aims to build a model of the linkage among
servicescape, perception-attitude, and behavioral intention toward the airport
retailing industry. The moderating effects of shopping flow and perceived enjoyment
on flow behavior are also examined. An online survey through a research company
is selected to collect Korean customers and analyzed by SEM. Results are expected
to shed light on the relationship between revisit intention to stores and purchase
intention on related services and the moderation of shopping flow and perceived
enjoyment.
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HOW MUCH YOU CAN SAVE DEPENDS ON THE COLOR OF THE PRICE TAG.

Ao Lin (lululemon Athletica Trading (Shanghai) Ltd) and Henrique Ngan (Macao
Institute For Tourism Studies). 

Consumers often seek the lowest price and highest value for any purchase that is
being made. While many strategies have been employed to leverage on this, the
suggestibility of color has been one of the most effective at least in Western
countries. The results of a quasi experimental design, suggests that red colored
price tags may enhance the perceived savings and lower the expected price of a
product and it appears to be equally effective in a context that is culturally different.
We extend existing theoretical opportunities to other contexts and provide cost-
efficient changes in design to potentially increase sales.

HOW RESIDENTS’ EMPOWERMENT INFLUENCE ON COMMUNITY SUPPORT FOR
TOURISM IN BAGAN WORLD HERITAGE SITE, MYANMAR.

Ye Htut Naing (Mahidol University).

The study aims to identify residents’ perception on their empowerment through
tourism by using Resident Empowerment through Tourism Scale to analyze
residents’ empowerment through tourism, and how such empowerment may
contribute to shape community response to support tourism. A self-administered
questionnaire was used to collect data from 450 residents in Bagan and data were
analyzed using CFA and SEM through SPSS’ AMOS. Results have shown that
residents were mostly influenced by the economic benefits from tourism and
psychological empowerment. The results may help key stakeholders to effectively
achieve their strategic management goal in tourism planning within Bagan World
Heritage Site.

I FOUND A CROCKROACH IN MY BOWL!!! RESTAURANT CUSTOMERS’ SERVICE
FAILURE AND RECOVERY ENCOUNTERS IN TAIWAN.

Poh Theng Loo (I-Shou University). 

Taiwanese customers concern about product and service quality before making
dining decision. Therefore, studies to understand customers’ actual experiences are
critical. Majority of the existing studies on failure and recovery are experimental
studies. Actual real incidents on customers’ service failure and recovery encounters
are still lacking. In this study, Critical Incident Technique (CIT) was used. 240 usable
data for further analysis. Study reveals the highest incidents of service failures is
people-related, followed by product-related failures. Respondents felt satisfied when
the employees took immediate corrective actions upon complaining. Findings of this
study enhance existing literature and provide practical contributions.

I
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I LIKE YOUR PRODUCTS, BUT CAN I USE ANOTHER PAYMENT METHOD? EXPLORING
VISITOR EXPERIENCE WITH PAYMENT METHODS IN THE GBA.

Jieqi Guan (Macao Institute for Tourism Studies), Lianping Ren (Macao Institute for
Tourism Studies), Zhuo Li (Macao Institute for Tourism Studies) and Yi Fan Chen
(Macao Institute for Tourism Studies).

The “Greater Bay Area” (GBA) refers to China’s strategic initiative to link eleven cities
into an integrated economic and tourism hub. However, as these cities belong to
three administrative regions where are considerably different in all aspects.
Therefore, when residents in the three places visit the rest two, they encounter
frustration with payment. It is important to investigate how they experience payment
methods in the target cities for adjusting operation strategies and marketing tactics.
The purpose of this study is therefore to explore the GBA residents’ shopping
experience in their target cities, with payment method as the focus of enquiry.

IS SENSORY STIMULUS EFFECTIVE TO TOURISTS? OR EMOTIONAL STATE PLAYS KEY
ROLE TO PREDICT TOURISTS’ REVIST INTENTION?

Tao Xue (Nankai University), Hanqin Qiu (Nankai University) and Fang Wang (Huaqiao
University). 

Based on the Stimulus–Organism–Response(SOR) model, this study selects Gulangyu
and Wuyi Mountain scenic spot in Fujian, China as the cases, conducts a
questionnaire survey on tourists who visit to Gulangyu and Wuyi Moutain, and uses
SPSS/AMOS statistical software to conduct an empirical test on the questionnaire
data. The results show that: (1) Five sensory stimulus of landscape has a significant
influence on the arousal, pleasure and revisit intention of tourists; (2) Arousal and
pleasure have a mediating effect on tourists' intention to revisit through sight,
sound, touch, taste and smell.

LINKING TOURISTS’ AND MICRO ENTREPRENEURS’ PERCEPTIONS OF SOUVENIRS:
THE CASE OF FIJI.

Navneet Nimesh Kumar (The University of the South Pacific), Alexander Trupp
(Sunway University) and Stephen Pratt (The University of the South Pacific).

Most tourists return home with a souvenir purchased after a holiday. Studies on
souvenirs have mainly focused on either the demand or supply perspective. This
research integrates both perspectives to achieve a more holistic understanding of
souvenirs in the Pacific context. This paper compares souvenir purchase behavior of
cruise ship visitors and overnight tourists. The research also examines the main
reasons micro-entrepreneurs sell souvenirs and the meanings they attach to
souvenirs. Overnight tourists have a deeper understanding and appreciation for
souvenirs compared to cruise ship visitors. Suppliers provide souvenirs to sustain
their culture, as well as for economic reasons

L
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MACHINE LEARNING TECHNIQUES IN TOURISM AND HOSPITALITY RESEARCH: A
CRITICAL ASSESSMENT.

Ningqiao Li (University of South Carolina), Xiaoyi Liu (University of South Carolina)
and Fang Meng (University of South Carolina). 

Machine learning techniques and massive Internet data have been increasingly
employed in tourism and hospitality research. However, most existing literature
used specific techniques but failed to identify the appropriateness and robustness
of different methods. This study aims to provide a comprehensive review and critical
assessment of articles published in the tourism and hospitality academia using
multiple machine learning approaches. Published refereed articles in tourism and
hospitality literature applying machine learning techniques were collected and
analyzed. Streams of research were identified, and the performance issues and
adaptability of commonly used algorithms were discussed.

MALAYSIAN SELFIE TOURIST AFORE THE COVID-19 PANDEMIC: WHO ARE THEY?

Sathish Kumar Velayuthan (Universiti Teknologi Malaysia) and Noor Hazarina Hashim
(Universiti Teknologi Malaysia).

The pandemic has introduced a new normal to the entire tourism industry, precisely
on how people communicate. Addressing the tourist-to-tourist interaction in social
media through travel selfies, this paper has taken the lead to study the demographic
profile of Malaysian selfie tourists. This paper has discussed the demographic
background, behaviour and perception of selfie tourists towards travel decisions. In
dealing with the post-pandemic, this paper is expected to be an eye-opener for the
entire tourism stakeholders about the rival of this tourist genre, which can be used
as an indirect marketing tool to strengthen their destination image.

MARKETING MUSLIM-FRIENDLY TOURISM IN TAIWAN: A REVIEW AND FUTURE
RESEARCH AGENDA.

Farah Atiqah Mohamad Noor (Sunway University), Zulfikry Basar (Sunway University)
and Nawal Hanim Abdullah (Universiti Putra Malaysia). 

The information about the impacts of marketing strategies in other Muslim-friendly
destinations are advantageous for practitioners marketing an emerging Muslim-
friendly destination like Taiwan. Thus, a systematic review of the literature within the
Scopus database, with the keywords “Muslim-friendly”, “Tourism” and “Marketing”,
was conducted to select the articles for review. The results, among others, display
the common approach of Islamic guidelines in promotional messages for Muslim
tourists as well as the holistic approach undertaken by several Muslim-friendly
destinations. This study identified that a single tourism marketing framework is not
applicable to all Muslim-friendly destinations due to underlying elements within the
destination.

M

34



MIXED-EMBEDDEDNESS AMONG SOUVENIR STREET VENDORS IN A DOMESTIC
MARKET.

Chetan Shah (University of Auckland), Alexander Trupp (Sunway University) and
Shipra Shah (Fiji National University).

The current research utilises the concept of mixed-embeddedness to examine the
effect of socio-economic and politico-institutional structures on the local micro-
businesses of street vendors selling souvenirs in Nainital. The souvenir categories
were clothes, display items, candles, and wooden creatives manufactured locally and
sourced from outside. Social networks of the vendors facilitated ease of operation,
initial capital investment, accessing and exchanging resources and management of
businesses. Legal issues related to lack of licenses, operating beyond the prescribed
time limits and occupying areas beyond the permissible, fuelling tensions with the
residents and law enforcement agencies.

MARKETING OPPORTUNITIES FOR TRADITIONAL FERMENTED FOOD PRODUCTS IN
MALAYSIA.

Rachel Thomas Tharmabalan (Sunway University).  

Fermented food has been an integral part of many cultures and communities
around the world. Although there is a resurgence of interest in the significance of
fermented food amongst populations, particularly in Western societies, the majority
of research on fermented food products revolves around their biological and
chemical properties and the biochemical mechanisms involved in improving gut
microbiota. As such, this review attempts to identify fermented food products that
could be potential players in the global food industry, as these value-added products
not only create localized avenues to improve overall health and well-being.

MYA SILK – FROM AN EXCEPTIONAL FABRIC TO POTENTIALS OF REPRESENTING THE
FASHION TOURISM OF VIETNAM.

Xuan Quyet Pham (University of Economics Ho Chi Minh City). 

MyA Silk is an exquisite fabric from Vietnam. There are potentials of luxury goods
from MyA Silk and its role in building the tourism image for Vietnam's fashion
tourism in general. Therefore, the author has synthesized, analyzed, and evaluated
the current status and provided solutions to bring MyA Silk beyond the boundaries
of Vietnam. The author's qualitative research was carried out by reading
comprehension and interviews with experts, besides the evaluations of customers
on the official page of MyA Silk in social media. The author summarized the
experiences of studying, experiencing, and practicing in countries with the
developed fashion industries.
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NEKONOMICS AND FELINE STATIONMASTERS – THE POINT OF PUTTING A HAT ON A
CAT.

Johan Edelheim (Hokkaido University).

The success of Tama the feline stationmaster has inspired several copycats around
Japan. Beyond the direct economic impacts and media attention that these
stationmasters create, other issues remain unclear. My aim is to distinguish what
Nekonomics mean beyond its name, and to determine whether there is an actual
substance to the mostly casual references to it in popular media. What the long-
term viability of these schemes are, whether they add to, or dilute the heritage
environments that they often are introduced to. Are they enough to sustain
themselves? The article’s theoretical framework is constructed along Knudsen &
Waade’s "Performative authenticity”.

NEW RELIGIOUS TRAVEL SEGMENT.

Siti Atikah Rusli (Sunway University), Tan Ai Ling (Sunway University), Alexander Trupp
(Sunway University), Chong Ka Leong (Sunway University) and Vijaya Malar V
Arumugam (Sunway University). 

The research focus on a new religious travel segment, Umrah Do It Yourself (DIY)
travelers. A specially licenced travel agent handles all of the arrangements for the
Umrah pilgrimage. However, a small percentage of travellers prefer not to use such
agencies and instead make their own preparations. The Saudi Arabian government's
Tourist e-Visa, which was launched in September 2019, has provided an opportunity
to perform Umrah DIY. This study is to see the travel motivations that influence
Umrah DIY. 20 people that had performed Umrah DIY volunteered and the data
show that ‘Flexibility' is the most important motivation to embark on this journey.

N

PERSPECTIVES AND EXPERIENCES OF STREET FOOD VENDORS; AN EXPLORATORY
STUDY OF STREETS OF INDIA.

Raji Vipin (Mahatma Gandhi University), Manasse Benny (Mar Ivanios College
(Autonomous) Trivandrum), Anita T.A (Mahatma Gandhi University) and Rigin
Sebastian (Mahatma Gandhi University).

Street food, as a tourism resource has received little attention in India, despite being
a significant part of the country's informal economy. India has 10 million street
vendors and street vending is a vital economic activity. They offer local authentic
tastes, for affordable prices, at convenient locations, and thus, become a part of the
cultural traditions of the urban population. The goal of this exploratory study is to
learn more about the unique qualities of street food, their interaction with tourism,
their existing and potential contributions to visitor experiences, destination
economies, and cultures, and also analyze the impact of COVID-19.

P

36



PREDICTORS OF FOOD WASTE BEHAVIOR AMONG UNIVERSITY STUDENTS.

Khee Min Teo (Sunway University) and Kamelia Chaichi (Sunway University).

The significant increase in global food wastage has led to unfavourable
environmental impacts. It had been pointed out that Malaysian wasted an estimate
of 16,668 tonnes of edible food daily which increased food waste issues. The current
paper applies quantitative research to determine the predictors that influence food
waste behaviour among university students in Malaysia. This research hopes to
provide additional insight to the existing literature linking to food waste, gender,
consumer value, food-related habits and environmental awareness in hope that the
outcome can add value to the literature and provide practical implications for
government and foodservice sectors.

RELATIONSHIP OF RFMU AND ONLINE GROCERIES SHOPPING BEHAVIOURS. 

Rita Lo (Sunway University). 

The goal of this study is to see if there's a link between RFMU and online grocery
purchasing behaviour, and the possibility of making a repeat purchase. In this study,
Hughes' (1996) RFM model (recency, frequency, and monetary) was combined with
the urgency from the consumer purchasing behaviour model. The RFMU model in
this study is based on four attributes: recency focuses on time interval of purchase
information, frequency focuses on number of purchases made within a specific
period, monetary focuses on average amount spent per order, and urgency focuses
on risk factors perception of online purchase decision.

R

RESEARCH ON THE INFLUENCE OF EMPLOYEE SATISFACTION ON CUSTOMER
SATISFACTION IN CATERING INDUSTRY - TAKING SERVICE QUALITY AS THE
MEDIATOR.

Qingjuan Wang (Nankai University), Jiaqi Tan (Nankai University), Wenyu Ding (Nankai
University) and Zhengke Wang (Nankai University). 

Employee satisfaction is closely related to customer satisfaction. Taking employees
of China's catering enterprises and their service objects -- customers as research
objects, this study aims to investigate the current situation of employee satisfaction
in China's catering industry, as well as customers' expectations, actual perception
and satisfaction of restaurants, and explore the correlation between employee
satisfaction and customer satisfaction.Combining online and offline surveys, this
study collects a total of 331 valid questionnaires.The results show that employee
satisfaction has a positive effect on customer satisfaction, and employee satisfaction
has an influence on on customer satisfaction through service quality.
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RESEARCH ON THE RELATIONSHIP AMONG SERVICE FAIRNESS, CUSTOMER
SATISFACTION AND SWITCHING INTENTION IN OTA SERVICE.

Qingjuan Wang (Nankai University), Jie Xu (Nankai University), Zhengke Wang (Nankai
University) and Wenyu Ding (Nankai University). 

Service fairness is an important issue in service management. Taking service fairness
as research topic, this study explores the relationship among Online Travel Agency’s
(OTA) service fairness, customer satisfaction and switching intention under normal
service situation. Combining online and offline surveys, this study collects a total of
253 valid questionnaires, and uses multiple linear regression methods for empirical
analysis. The results show that service fairness has significant positive effects on
customer satisfaction; Customer satisfaction in turn has a significant negative impact
on switching intention; Distributive justice and procedural justice have significant
negative effects on switching intention.

SCUBA DIVING TOURISM INDUSTRY IN MALAYSIA: DEMOGRAPHIC PROFILE OF DIVE
TOURIST.

Kalsitinoor Set (Universiti Malaysia Terengganu), Norlida Hanim Mohd Salleh
(Universiti Kebangsaan Malaysia) and Munira Mhd Rashid (Jalan Pasir Mas Salor). 

It is challenging to analyze the various motivations and segments of the scuba diving
market since tourist’s behaviour and motivations are constantly changing over time.
This study aims to contribute to the understanding of the various factors particularly
after the pandemic COVID-19 that affect the profitability of this industry. In order to
assist dive operators in identifying and developing effective marketing strategies to
attract or penetrate the scuba diving’s niche market, this study aims to contribute
towards the current understanding of dive tourists in Malaysia by compiling a
demographic profile of such tourists.

S

SHOPPING TOURISM AND TOURIST SHOPPING (2000-2020): A NARRATIVE REVIEW
AND FUTURE RESEARCH DIRECTIONS.
 
Alok Kumar (Jain (Deemed-to be University) Bangalore) and Rajat Gera (Jain
(Deemed-to be University) Bangalore).

Shopping Tourism is a recent concept. Tourist shopping behavior, in the unique
context of tourism setting, is often different from day-to-day shopping. Sixty nine
articles published between 2000 and 2020 were selected for review by following the
PRISMA approach (Pollock, A., & Berge, E., 2018). The study of tourism shopping is
still limited and in an exploratory stage. Therefore, this study synthesizes the existing
literature in shopping tourism to identify research gaps and propose future research
directions. One of the gaps in the literature is on the market-driven processes which
drive and influence shopping tourism.
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SURVIVAL STRATEGIES OF MSMES IN TOURISM INDUSTRY DURING PANDEMIC: AN
IN-DEPTH LITERATURE REVIEW.

Anjusha P P (Mahatma Gandhi University), Noufal Naheem Kottekkadan (Mahatma
Gandhi University), Harish P (Mahatma Gandhi University) and Mohammed Niyas
(Mahatma Gandhi University).

Covid-19 Pandemic resulted In the majority of micro, small, and medium-sized
companies (MSMEs), at-risk, involving a large number of women and youth in the
workforce. This forced the industry as well as governments to come up with
measures. This study focuses on identifying these strategies globally. We used an in-
depth literature review of the available secondary data. The findings of the study will
help us identify the strategies as well as the areas and problems in the sector which
are still not addressed and also why such areas are relevant to study further for the
betterment of MSMEs.

SURVIVING COVID-19, WHAT HAVE THE LUXURY TRAVEL RETAILERS IN MACAO BEEN
DOING?

Zhuo Catherine Li (Macao Institute for Tourism Studies) and Lianping Ren (Macao
Institute For Tourism Studies). 

COVID-19 pandemic outbreaks have caused huge disruption on business activities,
tourism industry is probably the one that has been affected the most. The disruption
does not only happen to the tourism industry but also the retail industry, especially
the luxury retail sector. The study adopted qualitative approach by conducting in-
depth interviews and focus group discussions with luxury travel retailers to
understand how the luxury retailers formulate strategy during the time of crisis. The
findings add new knowledge to the existing literature on strategic management in
luxury travel services, especially in context of tourism in challenging times.

THE IMPACT OF ADULT CHILDREN-PARENT INTERACTION ON THE REVISIT
INTENTION IN FAMILY TRAVEL.

Yanbo Yao (Nankai University) and Guangmei Jia (Nankai University). 

While the interaction between tourists has received intensive coverage in tourism
literature, less attention has been paid to the travel interaction among family
members. As an emerging tourism market in China, adult children-parent travel
deserves our attention. In this study, we explore the impact mechanism of the
interaction between adult children and their parents on their revisit intention.
Utilizing two experiments, we found that emotion is a mediating variable and the
attribution of children to interaction events is a boundary condition.

T
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THE IMPACT OF TOURISTS’ PERCEPTIONS OF SPACE-LAUNCH TOURISM: AN
EXTENSION OF THE THEORY OF PLANNED BEHAVIOR APPROACH.

Philip Pong Weng Wong (Sunway University), Lei Wang (Xuzhou University of
Technology) and Qi Zhang (Xuzhou University of Technology). 

Prior studies on space tourism have mainly investigated tourists’ engagement in
outer space tourism activities. There is no research undertaken as yet related to
tourists’ perception toward indoor space tourism (i.e., space-launch tourism). The
aim of this study is to examine the relationship between attitude, subjective norm,
perceived behavioral control, hedonic motivation, and intention toward space-
launch tourism activities using the Wenchang spacecraft launch site as the tourism
destination.

THE INFLUENCE OF E-MENUS ON CONSUMERS’ PURCHASE INTENTION TOWARD
ONLINE FOOD ORDERING DURING THE COVID-19 PANDEMIC: AN EMPIRICAL STUDY
IN VIETNAM.

My Nguyen Thi Nguyet (Ton Duc Thang University Vietnam) and Thai-Ngoc Pham
(Ton Duc Thang University Vietnam). 

During the first wave of the pandemic, which began in mid-March 2020, most
restaurants were required to suspend their business operations. To face this severe
challenge, restaurant managers have to sell online food or use a home delivery
service. The study used structural equation modeling by AMOS to investigate and
assess the impact of e-menus (in terms of aesthetics and content), consumer
cosmopolitanism, and social impact on consumers' intention toward online food
ordering. The theoretical and managerial implications will be discussed to stimulate
future research and to assist hospitality managers in better planning marketing
strategies during the pandemic outbreak.

THE INFLUENCE OF GREEN FEATURES ON CONSUMER PERCEPTION IN CREATING
SUSTAINABLE SHOPPING CENTERS.

Izian Idris (Sunway University), Mikkay Wong Ei Leen (Sunway University) and Shu Yee
Ng (Sunway University). 

Manageable green drives and features in shopping centers not just change the
structure for more feasible activities and consumptions, likewise to draw in and
bring eco-climate benefits to its local area. Green highlights includes green structure
plans, feel/vibe and green marketing which affecting consumers' perception towards
shopping malls and their intention to visit green shopping centers. Outcome shown
that green structure plans is the most relevant and critical green highlights in this
investigation. The extent of study in this industry will be widen and to serve as the
stepping stone for in-depth research on the managerial and environmental issues.
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THE INFLUENCE OF MALAYSIA'S IMAGE AS A TRAVEL DESTINATION ON SRI LANKAN
YOUTH VISIT INTENTION: HOW PROMINENT IS THE ROLE OF INTERNET SOURCES?

Trevor Anton (Sunway University). 

Malaysia has been unable to capitalize on attracting Sri Lankan youth travelers. This
research questions the destination image attributes of Malaysia that influence Sri
Lankan youth while understanding the role of internet sources in influencing their
travel decisions. The theory of consumption value is utilized and accessing internet
sources is included as a moderator. 154 responses collected revealed that all five
variables have a positive correlation with youth visit intention while social and
conditional attributes had the greatest influence. Accessing internet sources as a
moderator significantly improved the relationship between the two variables
significantly influencing Sri Lankan youth visit intention.

THE INFLUENCE OF THE HONG KONG-ZHUHAI-MACAO BRIDGE ON CITY’S VISITORS
TRAVEL PLANNING AND PATTERNS.

Yui-Yip Lau (The Hong Kong Polytechnic University), Jieqi Guan (Macao Institute for
Tourism Studies), Ching-Chi Cindia Lam (Macao Institute for Tourism Studies) and Ivy
Chan (The Hong Kong Polytechnic University). 

The Hong Kong-Zhuhai-Macao Bridge (HZMB) has been recognized as the eighth
wonder of the 21st century. This research has used a quantitative approach through
questionnaire. A regression analysis has conducted HZMB users and tourists from
GBA, to explore their different travelling behavior in terms of transport pattern and
potential contextual factors influencing their perception and behaviour. Findings
illustrated that the HZMB has provided added convenience to tourists and
encouraged visits to tourism attractions in the GBA cities. The research findings
induce holistic significance to the area of sustainable tourism from the perspectives
of regional integration and development of transport infrastructure.

THE SHIFT FROM BUSINESS TO LEISURE: AN INDUSTRY PERSPECTIVE OF
MOTIVATORS OF BUSINESS TOURISTS’ TRANSITION TO LEISURE TOURISTS.

Ai Ling Tan (Sunway University), Vijaya Malar Arumugam (Sunway University) and
Anisha Mee Fong Chai (Sunway University).

This study focuses on business events industry stakeholders’ perspectives on the
issues surrounding the return of business event tourists as leisure tourists through
the exploration of the push and pull factors from the supply side of business
tourism industry. This study determined the factors that attract and dispel business
tourists to return as leisure tourists using an inductive and explorative research
design research. Findings show that there is a need for an integrated-marketing-mix
strategy that focuses on leisure aspects for business tourists to enrich tour
experiences and improve tourists’ satisfaction to overcome the ‘silo’ effect in the
tourism value chain.
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TRAVEL ANXIETY INDEX.

Chloe Riley (University of South Carolina), Lori Pennington-Gray (University of South
Carolina) and Ashley Schroeder (Pennsylvania State University). 

The Travel Anxiety Index (TAI), modeled after the Consumer Confidence Index, was
used to measure American tourist’s travel anxiety associated with future domestic
travel. The TAI tracks changes in American tourist anxiety to indicate future intention
to travel. Data collection began January 26, 2020, before the first confirmed COVID-
19 case in the United States, and occurred regularly over the course of a year. The
data can inform decisions about crisis preparedness and management because it
was measured in the early stages of the pandemic, during quarantine, and as the
reopening process began.

WHAT COULD BE THE PERCEIVED RISKS AS IMPEDING FACTORS THAT COULD
PREVENT RETAIL STORES FROM BEING SHIFTED ONLINE COMPLETELY?
PERSPECTIVES FROM BOTH USERS AND SUPPLIERS.

Amy Sio Sin Lo (Macao Institute for Tourism Studies) and Cora Un In Wong (Macao
Institute for Tourism Studies).

This paper aims to reveal what are the impeding factors that are often associated
with certain products. Scant research could be found in documenting the rank order
of perceived risks when an individual engages in online shopping. Little is known
about what kind of perceived risks are associated with certain online products.
Findings of the paper shed light on what are the impeding factors that could
potentially bar people from engaging in online shopping in the context of Macao.
Moreover, the paper reports the reasons for physical stores to continue to exist
instead of being shifted to be completely online.

W

WHAT DO TOURISTS LOOK LIKE? SCALE DEVELOPMENT FOR IMAGE BASED ON
CHINESE TOURISTS FROM THE DESTINATION RESIDENTS’ PERSPECTIVE.

Qiu Wei (Nankai University), Xingyang Lv (Southwestern University of Finance and
Economics), Yan Chen (Nankai University) and Xin Zheng (Nankai University). 

Since destination image has attracted much attention, tourist image has been
ignored. In today's world, tourists are the image ambassadors of source countries,
as well as affect the support of destination residents for tourism development. The
purpose of this study was to develop a scale for tourist image. Following standard
scale development procedure, a four dimensional (Respect, Friendliness,
Appearance, Negative impression) tourist image scale with 12 items was established.
This study extends the current tourism image theory and is valuable to public
diplomacy and communication strategy with tourists for destinations.
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WHERE DO YOU WANT TO GO IF YOU ARE LONELY? - EXPLORING THE IMPACT OF
SOCIAL MEDIA ON THE TRAVEL DECISIONS OF LONELY PEOPLE.

Junjiao Zhang (Nankai University), Wanying Leng (Nankai University), Yini Li (Nankai
University) and Huijie Liu (Nankai University).

With the development of economy and society, the huge pressure of life adds
loneliness and anxiety to the single group. Travel may become a channel to relieve
loneliness and anxiety. Given that social media dependence is an important
characteristic of the single group, how social media affects their physical and mental
loneliness becomes an ESSENTIAL issue that must be explored in academia and
industry. The purpose of this study is to define lonely travelers and their loneliness
characteristics, understand their travel and leisure needs, and explore how social
media affects their loneliness and their travel decision-making behavior.

WILLINGNESS OF US DOMESTIC TOURISTS TO PURCHASE SUSTAINABLE TOURISM
PRODUCTS IN HAWAII.

Jerome Agrusa (University of Hawaii), Joseph Lema (University of Nevada Las Vegas),
Cathrine Linnes (Østfold University College) and Gabriella Andrade (University of
Hawaii).

As the continental United States is the largest source market for visitors to Hawaiʻi,
the purpose of this study was to examine the trend towards willingness to purchase
and the price point percentage that a U.S. visitor was willing to pay for an authentic
Hawaiian cultural experience.
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