HONG KONG
Y] 2016
p =
2nd Global Tourism & Hospitality Conference

and
15th Asia Pacific Forum

for Graduate Students Research in Tourism
16-18 May 2016




HONG KONG 2016

The Proceedings of HONG KONG 2016:
2nd Global Tourism & Hospitality Conference
and
15th Asia Pacific Forum for Graduate Students

Research in Tourism

Innovation - Education - Research
16 — 18 May 2016

Hong Kong
Organiser: ZQ\ THE HONG KONG School of H™ 2
b PQLYTECHNIC UNIVERSITY Hotel & Tourism Management
&/ mwmrin WO ROk OE ¥ EOE BB



HONG KONG 2016

The Proceedings of HONG KONG 2016: 2ndGlobal Tourism & Hospitality Conference
and 15thAsia Pacific Forum for Graduate Students Research in Tourism Vol.2

Copyright © 2016 by HONG KONG 2016 Organising Committee, School of Hotel and
Tourism Management, The Hong Kong Polytechnic University.

All rights reserved. No part of this book may be reproduced or transmitted in any form or by
any means, electronic or mechanical, including photocopying, recording, or by any
information storage and retrieval system without the written permission of the author, except
where permitted by law.

Printed in Hong Kong

ISBN: 9789628505968

The views expressed in this publication do not necessarily reflect the view of School of Hotel
and Tourism Management, The Hong Kong Polytechnic University and HONG KONG 2016
Organising Committee.

School of Hotel and Tourism Management

The Hong Kong Polytechnic University

Hung Hom, Hong Kong

Tel: (852) 3400-2200

Fax: (852) 2362-9362

Email: shtm.info@polyu.edu.hk

Website:  http://hotelschool.shtm.polyu.edu.hk/eng/index.jsp



HONG KONG 2016

Preface

This year, a group of 53 students from the School of Hotel and Tourism Management (SHTM)
of The Hong Kong Polytechnic University (PolyU) forms an Organising Committee who
takes the chance to organise and manage an international joint conference, HONG KONG
2016: 2nd Global Tourism & Hospitality Conference (GTHC) and 15th Asia Pacific
Forum (APF) for Graduate Students Research in Tourism which is held in the
state-of-the-art teaching and research hotel of SHTM, Hotel ICON, during 16-18 May 2016.

HONG KONG 2016 has combined two prominent conferences in the field of hospitality and
tourism. GTHC was firstly organised by the SHTM jointly with the Taylor & Francis Group in
Hong Kong in 2014. APF was found by SHTM in 2002 and has been held in various locations
in Asia Pacific Regions. This is the second time for APF to be held in Hong Kong.

With the theme “Innovation - Education - Research”, this unique two-in-one conference
aims to provide a networking platform for educators, thoughtleaders, industry professionals
and students to exchange insights related to innovations and trends in the global tourism and
hospitality industry, as well as opportunities andchallenges that the industry is currently facing.
This conference attracts more than 200 delegates from 30 countries from 28 regions, and over
150 abstracts were received.

In the three-day conference, the great diversity of academic and social programs offers a
networking and insight exchanging platform for the delegates. On the academic side, sessions
such as Pre-Conference Workshops, Paper Presentations, Panel Discussion, Keynote Speeches
and Poster Displays create enjoyable learning experiences for the delegates.

On the social side, HONG KONG 2016 provides delegates great opportunities to be
connected with others during the Opening Ceremony, Welcome Reception, Optional Dinner
with Speakers, Closing Ceremony and Gala Dinner. The Pre-Conference Tour to the Lantau
Island will provide attendees a value-added delightful retreat from the dynamic cityscape of the
urban of Hong Kong.

Many prominent international and local scholars and experts have been invited asspeakers of
the conference, to name just a few:
. Professor Kaye Chon, Dean and Chair Professor, SHTM, PolyU
. Mr. Tony Chow, Director, Creative & Content Marketing, Asia Pacific,
MarriottInternational, Inc
. Professor Fabien Fresnel, Dean, Ecolehoteliére de Lausanne
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e  Professor Dennis Reynolds, Dean, Conrad N. Hilton College of Hotel and Restaurant
Management, University of Houston

e  Professor John Tribe, Professor, University of Surrey

e  Ms. Kathy Pugh, Vice President of Education Services, edX

Key topic area that covered at the keynote and panel sessions include Developing Trends in
Global Travel and Tourism Industry: Challenge and Issues, New Modes of Collaboration in
International Education, Current Issues and Trends in Tourism and Hospitality Research,
Certification in Hotel Industry Analytics (CHIA) - pre-conference workshopsponsored by
STR SHARE CENTER and Pursuing a Successful Research Career-pre-conference workshop
sponsored byTaylor and Francis Group.

Efforts and supports from all guests and speakers are vital to the conference’s success. With
the support from PolyU, SHTM, school professionals, delegates, sponsors, conference
supporters and volunteers, we strived to make HONG KONG 2016 a remarkable success.

Organising HONG KONG 2016 provides us a valuable hands-onopportunity to learn, explore
and experience from the “real world” conference.We would like to extend our sincere
gratitude to PolyU, SHTM, Dean Kaye Chon, Dr. Sam Kim, Dr. Chloe Lau, Dr. Stephen Pratt
and Ms. Leslie Fung.

We wish you all a productive conference ahead and an enjoyable stay in Hong Kong!

HONG KONG 2016 Organising Committee
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Message from Conference Chairman

It gives me great pleasure to present to you the HONG KONG 2016 Conference: 2nd Global
Tourism & Hospitality Conference and 15th Asia Pacific Forum for Graduate Students
Research in Tourism organised by the School of Hotel and Tourism Management (SHTM) at
The Hong Kong Polytechnic University (PolyU). | am delighted that the conference takes
place in vibrant Hong Kong and at our state-of-the-art teaching and research hotel, Hotel
ICON, on 16-18 May 2016.

HONG KONG 2016 is an unique two-in-one conference combining the 2nd Global Tourism
& Hospitality Conference and the 15th Asia Pacific Forum for Graduate Students Research in
Tourism. The conference takes the theme “Innovation - Education - Research”. The theme
aptly reflects the aim of this conference which is to provide a networking platform for
educators, thought leaders, students and industry professionals to exchange insights related to
innovations and trends in the global tourism and hospitality industry, as well as opportunities
and challenges that the industry is currently facing. Organising a conference of this scale takes
collective team efforts by many people and | wish to acknowledge our faculty members and
students who are working tirelessly to ensure that delegates are provided with an exceptional
platform to exchange dialogue, to connect and network. | look forward to your participation in
the conference.

Dean Kaye Chon

Walter Kwok Foundation Professor in International Hospitality Management
Dean and Chair Professor

School of Hotel and Tourism Management

The Hong Kong Polytechnic University

and

Conference Chairman

HONG KONG 2016



HONG KONG 2016

Message from Programme Chairs

2016 GHTC & APF welcomes you all the Asian cosmopolitan city of Hong Kong! As the
Program Chairs of this conference, we would like to sincerely express our warmest welcome
to you for participating in this conference event in the hospitality and tourism field.

Since last year’s September in the planning itinerary, we have been happy that the time has
finally come for this joint conference to be successfully hosted at the Hotel ICON. It is our
pleasure to be the Program Chairs of this joint conference. We are grateful to observe the
phenomenal enhancement of capabilities of our students through their passionate participation.
This conference different from other conferences in terms of planning and organizing entirely
by students.

This year, we received over 150 papers from different study areas within the hospitality and
tourism field. Based on the rigorous review process, more than 130 prestigious papers were
selected for stand-up and poster presentations. Honestly, it was very difficult to select Best
Papers out 14 candidate papers. We express kudos and congratulation to Best Paper Awardees.

With more than 200 delegates from 30 different countries and a great diversity of academic
and social programs in the 3-day conference, we hope that all delegates achieve their aims and
safely return to their residence.

Best wishes,

Dr. Chloe Lau

PhD, MBus, BSc, Assistant Professor, SHTM
15th Asia Pacific Forum for Graduate Students Research in Tourism Programme Chair and
Supervising Instructor

and

Dr. Sam Kim

PhD, MS, BS, Associate Professor, SHTM
2nd Global Tourism & Hospitality Conference Programme Chair
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Abstract

The purpose of this study is to explore the determinants and outcome of career resilience. A
conceptual framework was proposed based on extensive literature review. It proposed that
OCM and ICM may contribute positively to career resilience; career resilience may be
positively related to career satisfaction. Data would be collected in domestic hotels in main
tourist cities in China, and structural equation modeling would be used to test the proposed
relationships. The findings of this study may provide useful implications for both hotel
managers and employees.

Keywords: Organizational career management, Individual career management, Career
resilience, Career satisfaction

Introduction

Rapid economic and technological development, fierce competition and expansion of tourism
industry have led to the strategies and structures of organizations changing significantly.
According to Drive (1982), the traditional careers were stable pattern that features predictable,
linear career development within one or two firms. However, today’s dynamic working
environment has revolutionized this model to one that includes: perceptive uncertainty about
future arrangements, multiple roles, lack of job security and less explicit career paths. This has
led to the fact that the employment relationship between employers and employees is no
longer stable. Thus, employees may actively or passively change their work environment or
work content at any time.

Given the trend towards more high-demanding and high-pressure working environment, hotel
employees who are successful are those who are able to transfer between different works even
different organizations by enhancing their career resilience. They need to be equipped with the
ability to adapt and response rapidly to the dramatic changes in the workplace. Under these
circumstances, both in practical and theoretical research, career resilience has become
increasingly important (Fourie & Van Vuuren, 1998).

Although domestic scholars have conducted preliminary study and analysis of career
resilience, most of them are focused on the connotation as well as the measurement of career
resilience and in the form of reviewing foreign research achievements. Empirical research on
career resilience and its relationship to other concepts remains rare. Alternatively, in
hospitality industry, despite the studies on career satisfaction is quite rich, the concept of
career resilience has not been taken into consideration. Therefore, inspired by Baruch’s (2006)
view that both organizations and individuals are respectively obliged to the career
management of employees, this study aims to explore the effects of organization and
individual factors on career resilience. Thus, perceived organizational career management
(OCM) and individual career management (ICM) were developed as the determinants. It is

1
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also important to consider the outcome that resulted by developing employees’ career
resilience.

Conceptual framework

2.1 Organizational Career Management (OCM)

From the organization perspective, perceived OCM was developed to be a determinant.
Organizational career management (OCM) is defined as a series of management policies and
activities executed by organizations that aim to provide feedback for employees regarding
progress towards achieving the career goal, as well as additional information concerning the
appropriateness of the strategy and the career goal itself (Greenhaus, Callanan & Godshalk ,
2006). OCM involves various activities introduced and practiced by organizations aiming to
improve the career performances, career competencies, and career satisfaction of their
employees. The management activities initiated to meet the career needs of employees and
improve their employability play an increasingly important role in retaining employees.

According to Kong et al. (2011), OCM can be categorized into three dimensions, namely,
career appraisal, career training, and career development. The first includes career discussion,
360 - performance appraisal, and career suggestion; the second is related to Internal and
external career-relevant training; and the third concerns job rotation, succession plan, post
announcement, and dual ladder system that contribute to both the organization’s and the
individual’s growth. These practices are critical in helping employees develop career
resilience. Thus effective organizational career support can facilitate the career satisfaction of
employees.

2.2 Individual Career Management (ICM)

From the employee perspective, ICM was developed to be a determinant. Individual career
management (ICM) is defined as the personal efforts made by individuals to advance their
own career goals (King, 2004). The predominance of organizational restructuring, de-layering
and downsizing has contributed to a more flexible or “boundaryless” career environment with
expectations that individuals will self-manage their careers, rather than rely on organizational
direction (Arthur et al., 2005; Kossek et al., 1998).

According to Hall and Moss (1998), compared with the past few decades, individual career
management has become more and more important. It is believed to have a great impact on
individuals’ quality of life and development opportunities, as well as on maintaining the staff
competitiveness for organizations.

Individual career management refers to the process of identifying what one wants from one’s
career, assessing one’s strengths and weaknesses in relation to these goals, and deciding what
career tactics need to be taken to realize these goals in the light of one’s own conditions. It
comprises a series of individual decisions that ought to be made as rationally and
systematically as possible if their efforts are to contribute to career success. Individual efforts
of this kind are also beneficial for an appropriate career management program on the part of
the employer (Orpen, 1994).

2.3 Career Resilience

Taking charge of one's own career requires career resilience. Career resilience is defined as
—the ability to adapt to changing circumstances, even when the circumstances are
discouraging or disruptivel (Collard, 1996). It refers to two parts: know yourself and know
your organization. According to Koonce (1995), workers must know the skills they have, how

2
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those skills are marketable to other employers and industries, and how they can be updated to
keep them in state-of-the-art condition. They must also know all aspects of the organization
they work for as well as the new roles they might assume in the organization's future.

“Individuals who are career resilient contribute skills aligned with business needs, are
dedicated to continuous learning and committed to personal excellence, have an attitude that
is focused but flexible, and deliver solid performance in support of organizational goals for as
long as they are part of the organization”(Collard et al. 1996). For hotel employees, providing
services for customers from all over the world requires them to update their knowledge on
multi-cultural and multilingual aspects.

2.4 Career Satisfaction

Career satisfaction was proposed as the outcome of career resilience in the conceptual
framework. The importance of career satisfaction has been well recognized. Career
satisfaction, which is also known as —subjective career successl, is depicted as the
satisfaction that individuals derive from the intrinsic and extrinsic aspects of their careers,
including pay, guidance, working time, advancement, and developmental opportunities
(Greenhaus et al., 1990). It indicates individuals’ evaluation of a wider range of outcomes,
such as sense of accomplishments and work-life balance - relative to their own goals and
aspirations (Heslin, 2005). Fig. 1 shows the proposed framework.

Organizational
Career
Management

Career Career

Satisfaction

Resilience

Individual
Career
Management

Fig. 1. Conceptual framework.

Literature review and hypotheses

3.1. Effect of OCM on career resilience

Pazy (1988) found that after controlling the age, tenure, gender, and other factors, OCM still
has significant influence on employees’ attitude or behavior in providing service. Froster
(1977) found that OCM has a positive effect on individual adaptability. It is also proved that
there are positive correlations between OCM and employee adaptive performance which
includes four parts: learning adaptability, interpersonal pressure and emergency treatment,
environmental adaptability and innovation of working methods. In addition, Li Xia (2013)
also proved that the structure and dimensions of OCM have significant influence on the career
resilience.
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The study of Kong Haiyan (2011) has shown that OCM activities implemented by
organizations do help individuals improve their career competencies. For example, career
appraisal can help employees obtain clear understanding of their strengths and weaknesses
and develop specific career goals based on accurate assessment, which leads to greater career
resilience. Career development can also enhance employee career resilience by developing the
potential of employees and providing appropriate opportunities for them. Based on the above
discussion, the hypothesis is proposed as follows:
H1 : Organizational career management may have a positive effect on career resilience.

3.2. Effect of ICM on career resilience

At present the studies on the relationship between individual career management and career
resilience remains unclear, but a series of theory exploration of individual career management
generally proves that ICM will exert an influence on career resilience. From the career
motivation perspective, Orpen (1994) pointed out that developing ICM is to achieve career
goals through their own efforts and find the potential opportunities inside and outside. From
the career motivation perspective, Orpen (1994) pointed out that developing individual career
management is to achieve career goals through their own efforts and find the internal and
external realistic or potential opportunities.

Chinese scholar Long Lirong (2002) defined one of the reference standards of ICM is to
expand the present career, or pursue new career. Kossek (1998) believed that ICM reflects
employees’ willingness for job conversion. That is to say, employees who manage their
careers actively have already made corresponding preparation for career transition: they can
predict in advance and actively create or seize the opportunity for a new position. In another
words, they have a positive attitude towards job or organizational changes, which is a
reflection of high career resilience. Claes (2003) pointed out that ICM refers to get the
promotion opportunities within the organization, and meanwhile make your performance
noticed by superiors.

So we can deduce that employees with career self-management tend to cultivate flexible
employability and recognize opportunities in turbulent working environment. Based on this
discussion, it is predicted that:

H2 : Individual career management may have a positive effect on career resilience.

3.3. Effect of career resilience on career satisfaction

The relationships between various factors and career satisfaction in the hospitality industry
have been researched. According to the Collard (1996), employees with high career resilience
tend to enhance self-confidence and achieve self-realization, therefore, are more likely to get
the career satisfaction. Roman-Oertwig (2004) pointed out that career resilience of school
teachers is positively related to career satisfaction. Moreover, a survey conducted by Huang
Yinong (2015) indicates that career resilience of the hotel staff have a positive effect on their
job satisfaction and a negative effect on their turnover intention. In addition, studies also
proved that career resilience of enterprise managers has significant influence on career
success, improving their career resilience helps to achieve career success (Li Xia, 2014;
Zhang Longxiang, 2014). Together, these theoretical predictions and empirical findings lead to
the hypothesis:

H3 : Career resilience may have a positive effect on career satisfaction.
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Research methodology

4.1. Target respondents

The target population of this study is young employees working in domestic hotels in main
tourist cities in China. This is because young employees have become the main workforce of
the hospitality industry and their career paths are less explicit. Super (1957) states that there
are five career stages in a person’s life-circle career, and people aged 22-30 are in the
exploration stage. In this stage, individuals are facing a situation where tolerance of
uncertainty as well as identify change and adaptability is considered to be the most important.
They tend to explore the possibility of growth in their chosen occupation. Thus, they focus
more on career resilience, and therefore may provide more information for this study.

4.2. Instrument measurement

In terms of the measurement scale of career competencies, Fourier et al. (1998) identified the
relevant variables of career resilience for Western countries. Li Xia (2002) later refined the
study of Fourier to fit the context of China. This study adopted the refined items to measure
the career resilience of hospitality employees in China. Perceived OCM was measured by 13
items that were developed by Kong et al. (2011). ICM was assessed using Long (2002)
eighteen-item measure. Career satisfaction was measured using a five-item measure
developed by Greenhaus et al. (1990).

4.3. Data collection

Procedurally, a pilot test would be first conducted and then the main survey. Participants
would be asked to answer their perceptions of OCM, ICM, career resilience and career
satisfaction. All questions would be measured by a seven-point Likert-type scale that ranged
from 1 (disagree strongly) to 7 (agree strongly).

The main survey would then be conducted by convenience sampling method. The researcher
would approach most of the surveyed hotels and contacted a key person in each hotel, such as
human resources manager or marketing manager. With the help of the key person, the
questionnaires would be distributed and collected on the spot. A total of 500 questionnaires
would be distributed to employees working in main tourist cities in China, including Beijing,
Shanghai, Shandong.

4.4 Data analysis method

Structural equation modeling (SEM), using AMOS software, was applied in data analysis.
This study adopted a two-stage approach to SEM as this approach enjoys comparative
advantages over the one-step approach when a theory is only tentative (Anderson & Gerbing,
1988). First, the measurement model was examined by conducting exploratory factor analysis
(EFA). Confirmatory factor analysis (CFA) was done to purify the measurement indicators,
and to specify the relationships between the observed indicators and the constructs. Second,
the structural model was assessed to specify the relationships among the latent variables. A
more reliable measure can be secured in the sense that interaction between the measurement
and the structural model may be avoided.
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Results
5.1 Reliability and validity
Table 1 presents the socio-demographic information (N=444) of the sample.
Table 1 Socio-demographic information

Variable Item Frequency Percentage
(%)
Male 173 38.9
Gender

Female 271 61.1

20 years old or below 60 13.5

21-25 180 40.5

26-30 122 27.5

Age

31-35 45 10.1

36-40 22 5.0

40-50 15 3.4

Middle school or below 20 4.5

High school 123 27.7

Edu.catlon Vocational school 156 35.1

attainment

University 140 31.5

Graduate school 5 1.2

1 year 114 25.7

1-3 years 185 41.7
Yea r.s of 4-6 years 82 18.4
service

7-10 years 50 11.2

More than 10 13 2.8

5.2. Individual measurement model

Firstly, EFA was conducted between the observed indicators and the constructs. Three
dimensions of OCM is identified through EFA with Cronbach’s alpha ranging from 0.73 to
0.83, exceeding the minimum standard for reliability (0.70) recommended by Nunnally (1978).
The items measuring ICM explained 65.92% of the total variance in the structure. The four
factors Cronbach’s alpha of ICM was ranged from 0.86 to 0.94, and that of career satisfaction
was 0.82, all above the minimum standard for reliability (0.70).The items comprising career
resilience explained 56.97% of the overall variance. The Cronbach’s reliability scores of
career resilience factors ranged from 0.76 to 0.82, suggesting satisfactory internal consistency.
The KMO of sampling adequacy was 0.90, indicating a satisfactory level for the
appropriateness of factor analysis. It can therefore be concluded that the items comprising the
OCM, ICM, career resilience and career satisfaction were internally consistent and stable and
together formed reliable scales. The CFA results of OCM provide the following overall fit
indices: » x* = 164.53, df = 55, CFI = 0.90, GFI = 0.89, and RMSEA = 0.09, suggesting that
the final measurement model fit the data reasonably well. All of the AVE values were greater

6
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than 0.50, certifying high convergent validity (shown in Table 2). Thus, both the convergent
and the discriminant validity of OCM were satisfactory.

The CFA results of ICM were as follows (XZ = 496.25, df =119, CFI = 0.87, GFI = 0.82,
RMSEA = 0.08), indicating the model fit the data reasonably well. All of the standardized
loading estimates of ICM exceeded 0.50, and their respective absolute t-values were higher
than 1.96. All of the AVE values were greater than 0.50, confirming high convergent validity
(shown in Table 3). Thus, both the convergent and the discriminant validity of career
commitment were satisfactory.

The CFA results of career resilience model were as follows (x? = 515.67, df = 210, CFI = 0.88,
GFI = 0.83, RMSEA = 0.09), indicating the model fit the data reasonably well. Finally, the
AVE for each construct was higher than the squared correlation coefficients for the
corresponding inter constructs, which indicated that each construct was truly distinct from
others (shown in Table 4).

The CFA results of career satisfaction measurement model provided the following overall fit
indices: y* = 9.75, df = 4, CFI = 0.98, GFI = 0.98, RMSEA = 0.08. All of the standardized
loading estimates exceeded 0.50 and their respective absolute t-value was greater than 1.96,
indicating a high level of convergent validity (Hair et al., 2009). As shown in Table 5, the AVE
value of career satisfaction was 0.62, greater than 0.50 and the square of the correlation
estimate between these measures.

Table 2 Correlations (squared correlation), AVE, and mean of OCM.

Appraisal Training Development
Appraisal 1.00
Training 0.79" (0.62) 1.00
Development 0.7277(0.52) 0.57" (0.33) 1.00
Mean 5.22 5.34 4.71
Std. Dev. 0.95 0.83 1.05
AVE 0.68 0.73 0.52
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Table 3 Correlations (squared correlation), AVE, and mean of ICM.

L . Continue .
Objective Exploration | . Presentation
earning
Objective 1.00
Exploration 0.37" (0.14) 1.00
Continue 0.48" (0.23) 0.61" (0.37) 1.00
learning
Presentation | 0.49" (0.24) 0.397(0.15) | 0.79** (0.62) 1.00
Mean 5.24 5.39 5.34 4.85
Std. Dev. 0.87 0.99 0.90 1.35
AVE 0.82 0.87 0.86 0.85
Table 4 Correlations (squared correlation), AVE, and mean of Career Resilience.
Career Career Abili achievement | Psychological Flexibili
initiative | aspiration ity motivation resilience exibility
Career 1.00
initiative
Career 0.27" 1.00
aspiration (0.07)
0.38" 0.70" 1.00
Ability
(0.14) (0.49)
achievement | 0.55** 0.63** | 0.39** 1.00
motivation | (530) | (0.40) | (0.15)
Psychological| 0.51** 0.43** | 0.57** 0.31** 1.00
resilience | ) 56 (0.18) | (0.32) (0.09)
Flexibility | 0.45** | 0.52** | 0.49** 0.48** 0.71" 1.00
(0.20) (0.27) | (0.24) (0.23) (0.50)
Mean 5.12 4.76 5.35 5.06 4.98 5.21
Std. Dev. 0.72 0.76 0.83 1.03 1.12 0.88
AVE 0.50 0.56 0.54 0.55 0.62 0.64
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Table 5 Correlations (squared correlation), AVE, and mean of Career Satisfaction

cs1 cs2 Ccs3 cs4 Cs5

cs1 1.00

cs2 0.3177(0.10) 1.00

cs3 0.40" (0.16) | 0.43" (0.18) 1.00

cs4 0.427(0.18) | 0.46" (0.21) | 0.52 (0.27) 1.00

Cs5 0.38  (0.14) | 0.42"(0.18) | 0.48" (0.23) | 0.50"" (0.25) 1.00

Mean 5.71 5.58 5.72 5.71 5.66
Std. Dev. 1.00 1.06 1.02 1.01 1.01

AVE 0.80

5.3. Overall measurement model

The overall measurement model was examined after testing the fit and construct validity of
each individual measurement model. The EFA of perceived hotel career management
suggested the three dimensions of career appraisal, career development, and career training.
The overall measurement model was thus tested with these four dimensions using the entire
sample. The goodness-of-fit indices(y?=347.63, df=119, CFI=0.94, GFI1=0.92, RMSEA=0.06)
all indicated a fairly good fit between the model and the sample data. As shown in Table 6, the
AVE value for each construct exceeded 0.50 and was greater than the squared correlation.
Thus, both the convergent and discriminant validity were satisfactory.

Table 6 Correlations (squared correlation), AVE, and mean of overall model.

Career
ocm ICM " Career
Resilience Satisfaction
OCM 1.00
ICM 0.88"" (0.77) 1.00
Career o .
” 0.40"(0.16) | 0.497(0.24) 1.00
Resilience
Career 0.61" (0.37 0.62"(0.38) | 0.89" (0.79 1.00
Satisfaction ) (0.37) ) (0.38) ) (0.79) )
Mean 5.11 5.08 5.85 5.67
Std. Dev. 0.80 0.82 0.64 0.79
AVE 0.87 0.81 0.87 0.79

5.4. Structural model

As the measurement model was found to be acceptable, the hypothesized structural model was
evaluated using all the sample data. The model fit indices were as follows: x> = 860.89, df =
245, CFl = 0.82, GFI = 0.84, and RMSEA = 0.08. The values indicated that the model
represented an adequate fit to the data. The results indicated that all structural path estimates
were statistically significant (as indicated by CR > 1.96) and validated. Fig. 2 shows the
structural model associated with standardized parameter estimates.
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Organizational
Career

Management

Career Career

Satisfaction

Resilience

Individual
Career
Management

Fig. 2. Final structural model with path results.

Discussion and implications
This study conducted an empirical research to explore the determinants and outcome of career
resilience. The findings of this study indicate that two determinants—perceived OCM and
ICM, are all positively related to career resilience. This provides empirical support for the
notion that enhancing employees’ career resilience requires a joint cooperation between hotel
managers and hotel employees.

The findings of this study also indicate that employees who pay more attention to individual
career management are likely to have higher levels of career resilience, and thus career
satisfaction. As career goal is of great importance in guiding the employees’ action towards
career advancement, hotel employees should also actively engage in the various activities
offered by their hotels, so as to develop specific career target, extend career-relevant skills,
and widen their career-related networks. However, previous studies haven’t did any empirical
research on the relationship between ICM and career resilience.

Theoretically, this paper has reviewed past studies and conducted an empirical research on the
determinants and outcome of career resilience. It explores the impact that organizational and
individual variables have on career resilience, which provides a more comprehensive
understanding of their relationships. Particularly, it may enrich the knowledge of careers by
revealing the ICM’s influence on career resilience. The results provide empirical evidence of a
positive relationship between ICM and career resilience. Besides, although studies about
career satisfaction have been numerous, empirical research of its antecedent variable career
resilience is rare. So based on domestic hotels, this study dedicates to provide new ideas for
hotels on improving employee satisfaction and therefore reducing the turnover rate.

Practically, the challenge that human resource management faces today is to recruit and retain
qualified talents and keep staffs in high employability in the increasingly competitive
environment. The study highlights the importance for hotels to engage in career management
activities that are consistent with the hotel’s objectives and needs. The fact that the hypothesis
was supported shed light on the suggestion that hotels improve employees’ career resilience
by providing better OCM programs. For example, employees that were vocational students or
undergraduates are skilled workers who have not developed independent ideas about careers.
Hotels should offer more directions and support to facilitate their understanding of jobs.
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Abstract
The study was undertaken with the aim at finding out the flood preparedness and response
plan of inns/hotels in Iligan City. Specifically, it sought to find out the following: 1) the
profile of the five hotels under study; 2) the kind of disasters they have experienced in the last
five years; 3) the existing preventive and preparedness activities against flooding; 4) the
devices and equipment used to prevent, respond, and recover from flood; and 5) the projects
and activities related to flood risk reduction and management.

The study found that the selected inns/hotels did not have any preventive, preparedness, and
response plan against flood. Further, it revealed that the existing preventive and preparedness
activities that lodging accommodations had were seminars, trainings, drills, and strategic
planning about fire and earthquake, and none of the lodging accommodations have devices
and equipment to prepare and recover from flood.

The overall outcome of the study warrants the hope that all the inns/hotels should always be
safe and flood-free all the time. Taking cognizance of the feedbacks from the respondents, as
well as the researcher’s own observation, the researcher crafted a Flood Preparedness and
Response Plan (Checklist and Guidelines), which would help them prepare, response and
recover from flood.

Keywords: Checklist, Flood, Guidelines, Hotels, Preparedness, Response

Introduction

One of the most vulnerable industries for disasters is the hospitality industry that has become
more frequently hit by disaster (Pforr, 2006). Whether it is man-made or a natural disaster, the
importance is high to be well prepared in order to mitigate the impact issues concerning
guests. Hospitality experts have argued that experiencing a local disaster would be
undesirable. Disaster planning and recovery could be a challenge for any business and
constitute acute tasks for hotel stakeholders. Johnston D. et al., (2005) explored the impacts of
natural disasters on hospitality/tourism industry and argued that such events disturb
destinations having negative impacts on the local community, stakeholders, and the economy.
Thus, because of the growing importance of hospitality and tourism worldwide, any
disruption to tourism arrivals can seriously undermine hotels’ competitiveness and sustainable
development, thus affecting a country’s image and making it less attractive to foreign
investors and visitors (Brigitte L., et al 2015).

Typhoons in the past, specifically Sendong (2011) and Pablo (2012) hitting the Cities of
Iligan and Cagayan de Oro and the Provinces of Compostela Valley and Davao Oriental had
revealed the vulnerability of these localities to climate-related hazards such as heavy flooding,
rain-induced landslides, storm surge and increasingly severe storms. The widespread
devastation brought by these typhoons displaced more than a million people, caused damage
to housing, infrastructure, agriculture and telecommunications, with a total damage estimated
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at PhP 1.3 billion. Urgent attention and action are now called for to assess vulnerabilities to
climate-related risks and to identify measures that will enhance these localities’ adaptive
capacity towards a changing climate. Unfortunately, up to this time the city has not developed
innovative practices for the community to deal with such disasters.

The Tropical Storm Washi, locally known as Typhoon Sendong, served as an important eye
opener for the authorities, tourism/lodging operators and the whole people of Iligan City
about the importance of disaster risk reduction and management (DRRM). The city is not
known to be prone to disasters, but the recent disaster triggered by Sendong in December
2011 proved that in these times of rapidly changing climate, increasing vulnerability and the
challenges brought about by the rapid development, there is no room for complacency and
inaction because disasters can happen anytime. The Sendong disaster echoed the
internationally-shared fact that disasters erode important development gains which took a city
to achieve and realize in years and decades.

Former lIligan City Mayor Lawrence LI. Cruz had this to say:

In the past almost 9 years, in my watch as mayor of lligan City, the city has experienced
many disasters, both natural and man-made. The city has experienced minor and major
fires, flooding in at most 4 barangays at a time, bombings and in 2008, when MILF
lawless elements attacked several towns in Lanao del Norte, thousands of refugees from
the hinterland barangays of the city and the neighboring towns of Lanao del Norte,
sought refuge in evacuation centers in the city, amid threats of attacks by the lawless
elements in the city itself.

But the worst disaster in the history of our city occurred at midnight of December 16
until the wee hours of December 17, 2011, when Typhoon Sendong struck Northern
Mindanao, with such massive loss and destruction to lives and properties, with: 53
deaths and 98 missing and presumed dead, or a total of 1,531 lives lost; 657 houses
totally damaged and 18,951 partially damaged. Nearly 3,000families or 1,700 persons
affected, representing 37% of the city population; 37 barangays or 84% of the city’s 4
barangays affected.

A total of P3.5 billion worth of infrastructures and public and private properties
destroyed.

When Typhoon Pablo came to Iligan on December 4, 2012, despite its stronger winds,
though less rainfall, there was not a single casualty, although there were more than a
hundred houses destroyed or damaged.

With this given scenario, this study on “Flood Preparedness and Response Plan of
Inns/Hotels in Iligan City: Checklist and Guidelines” was undertaken.
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Literature Review
This chapter presents the various literatures and studies made by some authors and
researchers related to the present investigation.

Related Literature

RA 10121 or the Philippine Disaster Risk Reduction and Management Act of 2010 and
Its Salient Features

RA10121 is an act strengthening the Philippine Disaster Risk Reduction and Management
System, providing for the national disaster risk reduction and management framework and
institutionalizing the national disaster risk reduction and management plan, appropriating
funds therefore and for other purposes.

It is coherent with international commitments of the Philippines such as the: Millennium
Development Goals (MDG); Hyogo Framework of Action (HFA); and ASEAN Agreement
on Disaster management and Emergency Response (AADMER).

Sec. 5 National Disaster Risk Reduction and Management Council

The National Council shall be headed by the Secretary of the Department of National Defense
(DND) as Chairperson with the Secretary of the Department of the Interior and Local
Government (DILG) as Vice Chairperson for Disaster Preparedness, the Secretary of the
Department of Social Welfare and Development (DSWD) as Vice Chairperson for Disaster
Response, the Secretary of the Department of Science and Technology (DOST) as Vice
Chairperson for Disaster Prevention and Mitigation, and the Director-General of the National
Economic and Development Authority (NEDA) as Vice Chairperson for Disaster
Rehabilitation and Recovery.

SEC. 11. Organization at the LGU Level

The existing Provincial, City, and Municipal Disaster Coordinating Councils shall henceforth
be known as the provincial, City, and Municipal Disaster Risk Reduction and Management
Councils. The Barangay Disaster Coordinating Councils shall cease to exist and its powers
and functions shall henceforth be assumed by the existing Barangay Development Councils
(BDCs) which shall serve as the LDRRMCs in every barangay.

SEC. 12. Local Disaster Risk Reduction and Management Office (LDRRMO)

(a) There shall be established an LDRRMO in every province, city and municipality, and a
Barangay Disaster Risk Reduction and Management Committee (BDRRMC) in every
barangay which shall be responsible for setting the direction, development, implementation
and coordination of disaster risk management programs within their territorial jurisdiction.

(b) The LDRRMO shall be under the office of the governor, city or municipal mayor, and the
punong barangay in case of the BDRRMC. The LDRRMOs shall be initially organized and
composed of a DRRMO to be assisted by three (3) staff responsible for: (1) administration
and training; (2) research and planning; and (3) operations and warning. The LDRRMOs and
the BDRRMCs shall organize, train and directly supervise the local emergency response
teams and the ACDVs.

SEC. 16. Declaration of State of Calamity

The National Council shall recommend to the President of the Philippines the declaration of a
cluster of barangays, municipalities, cities, provinces, and regions under a state of calamity,
and the lifting thereof, based on the criteria set by the National Council. The President’s
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declaration may warrant international humanitarian assistance as deemed necessary. The
declaration and lifting of the state of calamity may also be issued by the local Sanggunian,
upon the recommendation of the LDRRMC, based on the results of the damage assessment
and needs analysis.

On its part, Iligan City also has some clusters of barangays under which the local chief
executive or the city mayor, by the power vested in him, can locally declare a particular under
a state of calamity, and endorse the same to the President for him to acknowledge and
declared officially the same. In particular, during heavy rains which would eventually result
to flooding, there were 19 out of 44 barangays of the city already identified or clustered as
flooded areas. Moreover, there were eight barangays which, in times of constant heavy rains,
were also identified as highly prone to landslides.

Lessons Learned from Data against Disaster

Whether human-induced or natural hazards-induced, disasters can happen anytime, anywhere
especially to vulnerable people and environments. In order to minimize, if not totally avoid
losses and injuries to lives and damages to properties caused by hazards and disasters across
countries and communities, the United Nations formulated the Hyogo Framework for Action
(HFA) to which the Philippines was one of the 168 signatory countries.

In line with the HFA, the formulation and implementation of laws and policies in building up
disaster preparedness through actions have been given priority by the Philippine national
governments with the enactment of the RA 10121 or the “Philippine Disaster Risk Reduction
and Management (DRRM) Act of 2010” that guides and strengthens the disaster risk
reduction and management capacity of the country, LGU’s, communities, institutions and
various other groups.

1. Make DRR a priority: Ensure that reducing disaster risk is a
national and local priority with a strong institutional basis for
implementation

2. Know the risks and take action: |dentify, assess and monitor
disaster risk- urban risk assessments - and ensure early
warning

3. Build understanding and awareness: Use knowledge,
innovation and education to BUILD A CULTURE a culture of
safety and resilience at all levels — PARTICIPATION

4. Reduce risk: Reduce underlying risk factors
5. Be prepared and ready to act: Strengthen

disaster preparedness for effective response
at all levels

Figure 1. Hyogo Framework for Action priorities
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As mandated by the RA 10121, local governments units and communities have integrated
disaster risk reduction and management into their plans and activities.

One case is Quezon Province. Due to the damages left by typhoon Winnie in 2004, the
province had developed its disaster preparedness plan implementing early warning system,
radio communication technology and the use of indigenous knowledge system (IKS), such as
in identifying early signs to the weather patterns; behavior of animals and migration of birds.
Forming, training and developing of contingency plans strengthen the risk management of the
communities in the province. This helps them for future preparation.

In Marikina City, the LGU has improved its drainage system; canals, creeks and other
waterways were being unclogged. Factories situated near the riverbanks were also removed
unless these factories could build their own waste and wastewater management facilities.
Resettlement projects as well are located to higher and safer grounds. The city has installed
water level gauge and sirens to warn people. Numerous offices had coordinated with the
city’s disaster preparedness program towards center’s proceedings, communication and
information monitoring of water level, available evacuation center, medical assistance, food
and relief goods distribution, evacuation transport, logistic requirements, rescue operations,
security and public order, accurate information dissemination, conducts maintenance services.

In Bula, Camarines Sur, they have employed different kinds of preparedness mechanism. One
of which is reconstruction of people’s houses. They also added up tools and equipment to be
used during a disaster. The municipality’s barangay council purchased boats for the rescue,
evacuation and transportation in preparation of flood. The Department of Local Government
in the area has trained barangay tanod enabling them to gain knowledge on rescue operations.
Also there were Disaster Management Committees trained by an NGO operate to in such
different phases of disaster management.

In Labo, Camarines Norte, they organized an emergency response team known as BERTs —
OCOU (Barangay Emergency Response Teams-Organized Community Operations Units).
The organized group helps assist the BDCC in warning and evacuating people in affected
communities and in hazard mapping and contingency planning. This supports the
municipality to become aware of disaster preparedness and mitigation.

In Paranaque City, the Barangay BF Homes has developed their Disaster Preparedness Plan.
They have formed teams who were given responsibilities and tasks based on their capabilities.
The Calamity and Disaster Preparedness Plan guidelines of the Barangay is composed of pre,
during and post-disaster phases. These would help them avoid panic and unnecessary actions
during disasters.

In Barangay Maasin, Quezon, and the island province of Palawan, the communities mobilized
their members to solve their problems including their isolation from the town center, lack of
health care services and environmental degradation through BDAT (Barangay Disaster Action
Team). The members of BDAT use posters and comics as means of public awareness on
disaster preparedness. The community provided the labor for the various projects and Red
Cross supplied the materials needed. Technical help in engineering design was given by the
municipal government. Hanging bridge was used during floods for access to the village center
and schooling for children.
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Iligan City has strengthened its Disaster Risk Reduction and Management Council (DRRMC)
and has started awareness on DRR and CCA, operationalizing the NDRRM to all its
barangays. The functions of the Iligan City Disaster Risk Reduction and Management Council
(ICDRRMC) are to establish a physical facility to be known as the Disaster Operations Center
or DOC; coordinate from the DOC the disaster operation activities; implement within the city
the guidelines set by the Provincial Disaster Risk Reduction and Management Council or
PDRRMC; advise the Barangay Disaster Risk Reduction and Management Committee
(BDRRMC) regarding disaster risk management; and submit recommendations to the
PDRRMUC, if necessary. The city’s DRRMC has the following task units (pre-disaster phase):
warning, communication, evacuation, transportation, security, health, and relief. It also has
the following clusters (response phase): coordination, logistics, camp coordination and camp
management (CCCM), food and non-food items, health and mass casualty management,
mental health, psychosocial, and spiritual (MHPSS), nutrition, water, sanitation, and hygiene
(WaSH),protection, livelihood, shelter, early recovery, and education.

In particular, Iligan City has, first of all, made a hazard map and disaster risk assessment in all
the city’s 44 barangays. Next, the city has developed some relocation sites, such as in Sta.
Elena (7 kms from the city), Upper Hinaplanon (5 kms. from the city), Digkilaan (17 kms.),
and Dalipuga (12 kms.). It has improved its drainage system and also those of the barangays’.
It has also expanded and rehabilitated river bank systems, constructed flood control structures
in flood prone areas. To say the least, it has finally established a radio program on DRR and
climate change adaptation (CCA). So far, the hotels under study have not exerted any effort to
link with the city government on its plans and programs for flood prevention and
preparedness. It is high time for them to do so. By then, they could coordinate with the city
government in its activities, and the hotels, in turn, could also tap the city in their own flood
preparedness activities.

On the other hand, the Philippine government has improved knowledge and capacity in
handling disasters through the institutionalization of the Gawad Kalasag that stands for
KAlamidad at Sakuna LAbanan SAriling Galing ang Kaligtasan. The yearly award (national
and regional) is given to the municipality, province or city which has developed the best
contingency plan and disaster preparedness or disaster risk reduction management program.
Iligan City was one of the cities nationwide which received such award Gawad Kalasag award
(Viloria L., et al., 2014).

Risk reduction and disaster preparedness require the collection of baseline information on
communities, services, and infrastructure, but this information is usually scattered across
many public bodies. Needs assessment and damage assessment, too, should reflect commonly
accepted standards and definitions and should be made available on various media and digital
platforms so that they may be shared across agencies. Finally, search and rescue operations,
evacuations, and care for victims of trauma—all these must be planned and coordinated.
Large-scale emergencies tend to trigger a mass influx of humanitarian supplies, often of
questionable relevance and quality. These relief goods must be sorted through, logged, and
distributed. There may be dozens or even hundreds of organizations engaged in relief and
reconstruction, and the activities of these organizations must be tracked to identify gaps and
redundancies. For in emergencies, improvements in efficiency translate quickly into more
saved lives.
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Mitigating the Impacts of a Disaster

To mitigate the impact of any disaster, the following are to be taken:

1. There should be vulnerability assessment of the buildings, infrastructure, agriculture,
industries, etc. Buildings are the easiest target of an earthquake. For construction of
earthquake resistant buildings, its site, materials used (cement mortar, RCC casting,
steel), shape (square, rectangle type), structural design, construction technique (bend,
curing, foundation), maintenance, etc., are important aspects.

2. There should be pre-planning of all available resources, communication facilities,
manpower, etc. Experience has shown that before starting the rescue work,
administration has to clean the roads and bridges which are badly damaged therefore, not
only an inventory of local resources should be prepared but also bypasses and alternative
routes should be identified in the plan itself.

3. There should be an emergency plan for each and every district in which response
mechanism should be clearly spelled out. For instance, what is to be done, when to be
done, who will do, what and how to get it done through public, NGOs, army or civil
administration should be properly clarified, otherwise the natural disaster results in
“chaos, anarchy, and destruction” due to confusion confounded.

4. There should be proper information and public relation system during a disaster, i.e.,
there should be a temporary camp/counter to tell the people about the loss of life and
property and it should also brief the mass media like newspapers, radio, TV, regularly;
otherwise, the mass media will report inflated figures of losses. The hotels, in particular,
should also have their own information and guest relation system so that the guests
would not be taken by surprise and would not panic in the event of a disaster like flood.

5. Finally, there should be public education and training before the occurrence of any
disaster.

According to Sinha (2006), the greatest potential for minimizing economic losses and
reducing disaster vulnerability lies with the preparedness and mitigation phases. As such,
given that improved warning systems and dissemination of information on disaster prevention
have significantly reduced the number of people seriously affected in developed countries, the
availability of such information to the population at risk in disaster-prone developing
countries is equally, if not more vital to their disaster prevention and mitigation efforts. Once
the population mostly at risk is identified in these countries, specific prevention measures
should be taken to protect them, including the enforcement of appropriate building standards.
Sinha (2006) further said that effective policies to regulate further growth of human
settlements in risky areas should also be formulated and implemented as part of a broader
disaster prevention and mitigation strategy. Since the location of human settlements is partly
determined by spatial location of economic activity, the reduction of disaster vulnerability
requires the implementation of appropriate economic policies, such as fiscal incentives for
orientation of economic activities away from disaster-prone areas. Efforts aimed at reorienting
economic activities away from risky areas may require cooperation with the private sector,
given that recurrent natural disasters can play a role in determining patterns of investment and
discouraging new investment in particularly disaster-prone areas.
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Mitigating the Impacts of Floods

Floods, especially flash floods, kill more people each year than hurricanes, tornadoes, wind
storms or lightning. Flood water can be deceptively strong. Fresh water moving at 4mph (a
brisk walking pace) exerts a force of about 66 pounds on each square foot of anything it
encounters. Double the water speed to 8 mph and the force suddenly rises to about 264
pounds per square foot. That’s enough force to punch a car or light truck off a flooded road if
water reaches up to door level.

In particular, the 1998 flood experiences in Bangladesh show that disaster mitigation and
response are best managed at the national level. Disaster can be particularly effective when
jointly carried out by government agencies, local communities, NGOs, and business and
financial institutions, including micro-credit organizations. Bearing in mind the engineering,
economic, social and environmental complexities of large-scale embankments, dams and river
canalization projects—together with their often prohibitive cost—qgreater attention should be
given to non-structural measures designed to prevent, mitigate or minimize the damage
caused by floods in poorer developing countries. The main lesson from the recent flooding
disaster in Bangladesh, therefore, is that, in the absence of expensive structural measures,
many non-structural one can go a long way towards reducing vulnerability to natural disasters
and mitigating their impacts.

Moreover, on October 20, 1999, tropical storm Eve hit the central provinces of Vietnam. In
just six days (from November 1 to 6), the skies dumped the equivalent of two years of rain.
The Huong (or Perfume) River rose a meter an hour. A month later, just when the rainy
season should have dried up, a second tropical storm unleashed fresh torrential rains. In the
worst affected areas, ten years of development were wiped out. The two floods resulted in 793
people dead or missing and made 55,000 homeless. All in all, 1.7 million people were directly
affected out of the 8 million or so inhabitants in the central provinces. The whole of Vietnam
lives with the threat of water.

As an initial solution, reconstruction projects promoting mitigation need to send the message
during the first months after disaster that safer housing is within everybody’s reach. By
building such a large number of houses, the message of the need for stronger housing is
getting through by simple presence in so many places. Aside from this, the Vietnamese
government did issue building directives taking account of natural disasters in the mid-1990s.

On the other hand, it was found out, however, that village people lack any saving structures. It
is estimated that 50-70 per cent of credit needs are met by ‘informal’ sources—neighbors,
family members or village moneylenders who apply high rate of interest (3-10 per cent per
month), leading to widespread indebtedness. Researchers have shown that very few farmers
invest the money they borrow in ways which create new economic activity. Most use their
loans to enlarge their home, to repay their debts, or simply to survive between two harvests.
So loans must go hand in hand with major inputs of technical and economic expertise to
provide rural inhabitants with the skills they need to diversify into, for example, food
processing or other ‘multiplier’ activities. Finally, Viet Nam has no system of insurance
against natural disasters. In the absence of such insurance, the country should have a separate
budget line for disasters (Sinha, 2006).
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Disaster Preparedness in the Hotel Industry

In his Plan Ahead for Disaster, Roland Leiser (2011) had this to say: Plan for the unexpected,
develop emergency preparations for known threats, join seminars to stimulate responses to
disasters and surf the Internet for hotel associations’ tips and advice. These are among the
views of lodging executives for coping with floods, hurricanes, tornadoes and droughts.

Based on his experiences after the flood at Gaylord Opryland Resort, Peter Weien (2010)
offers advice to hoteliers on how to stay prepared in case of a natural disaster.

= s \’:" " .__‘
Figure 2. Flooded Gaylord Opryland Resort, Nashville

- Draft a comprehensive plan to address a particular type of emergency and be sure that it
is practical and updated periodically. Staff should participate in simulated emergency
events programmed into desktop computers.

- Assure that all staff understand their roles and responsibilities.

- Establish a stand-alone command central room with computers and phones and stock
plenty of flashlights and batteries if electricity goes out. Similarly, a generator should
always be available for temporary power.

- Involve the hotel’s public relations staff on site to communicate with the media.

- Consider working with a consultant.

On the other hand, Glenn Tuckman, SVP, operations and asset management, HEI Hotels &
Resorts, echoed some of the same advice but added his own spin on a more practical level.
His advice:

- Have a preparedness plan and review it annually.

- Keep inventory data current for batteries and radios.

- Where full-force winds are prevalent, do advance planning to purchase plywood for
covering glasses.

- As for PBX manual, make sure there’s a bomb threat form to assure that the staff asks the
right questions. “To avoid panic of not getting the right information, they need to know
what they say, where the bomb was put and what the reason was.”

- Overall, develop an emergency and disaster preparation manual. Training is key, so
perform fire drills and rehearse emergency transportation requirements.
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- For housekeepers, HEI helps them learn basic words to advise guests in the event of a
fire alarm.

- Fire and water mitigation should be contracted well in advance before a disaster strikes.
If the hotel is flooded, property managers want a fast response to extract the water in
carpets. If other hotels in the area suffered from similar damage, it may be difficult to
find a company at the last minute.

- Back up-generators are indispensable but managers must stock enough diesel fuel for
emergencies and test them occasionally.

- A yearly review of insurance coverage is recommended (Retrieved on August 28, 2014
(http://www.hotelmanagement.net/plan-ahead-for-natural-disasters-12522).

In line with this, the present study would seek to find out whether the hotels under study do
have a flood preparedness plan or not. In the absence of it, a checklist and guidelines of flood
preparedness and response would be recommended. Thus, some of the points given or
outlined by Wein are also adopted in the checklist and guidelines of flood preparedness and
response (FPRP) drafted for the hotels under study to make one.

Devastating Disaster affecting Hospitality Industry

Disasters experienced by hospitality industry have steadily increased over the past few
decades. Disaster management has become an important issue as hospitality key players seek
ways to cope with these unexpected events, which confound threats to the viability of
hospitality organizations (I.I1. Mitroff, 2004), and create multiple challenges for the private
and public sectors (B. Prideaux, 2004).

Flooding and violent coastal storms in areas such as Cornwall, Somerset, Devon in England
and along the river Thames have caused some hotels to offer modified services or temporarily
close. To help affected properties better manage their cash flow, the government stepped in to
offer rate and tax relief to affected areas, prime minister David Cameron announced, among
other measures, “100% relief on business rates for three months for companies affected by the
flooding”. A government news release also said “businesses will also be able to apply for a
three-month deferral of VAT (value-added tax; currently 20% in the United Kingdom), PAYE
(pay as you earn payments) and council tax (local government rates)”
(http://www.hotelnewsnow.com/Article/13168/Flood-ravaged-hotels-seek-relief-in-UK).

Tim House, hotel director of the Idle Rocks Hotel in St. Mawes, Cornwall, said, “I think the
government is taking the right steps. Much has been done already, and we will look at getting
some relief from rates when the time comes, but at the moment we’re concentrating on
rebuilding the hotel.”

Hospitality and tourism businesses in UK, struggled to cope with disaster brought by floods.
Hotels, restaurants, pubs and tourist attractions have been battered by heavy rain and gale-
force winds and the Government is acting now to set a path to recovery. The British
Hospitality Association asks the Government urgently to help the industry in two ways: by
setting up a marketing budget to attract tourists back and by giving affected businesses a
lifeline by offering a moratorium on VAT, PAYE and corporation tax payments.” (Nicholls L.,
2014)
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On November 08, 2013 Friday night in the Philippines, Super typhoon Yolanda (international
name Haiyan) hit Coron which caused a huge damage to the said area. An estimated 90
percent of houses and hotels in the area, 990 tourism pump boats, and two villages were
destroyed by Yolanda. According to Mayor Clara Reyes, with all the hotels damaged by
Yolanda, Coron, Palawan recovery may take up to a year.

Related Studies

In their study, Emergency Preparedness for Disasters and Crises in the Hotel Industry, Al
Battat and Mat Som (2013) said that hospitality practitioners noticed a rising number of
natural and man-made crises that harm the hospitality industry, with regards to their
vulnerability to crisis and internal and external hazards. Practitioners mentioned safety
measures like closed circuit TV (CCTV), passport photo ID checks, guards, emergency
generators, fire protection, emergency plan, and emergency lights (Bach & Pizam,
1996; Bullen, 1988; Enz, 2009; Kwortnik, 2005). The hospitality industry is one of the most
vulnerable to crisis and can be affected by internal and external hazards (Henderson & Ng,
2004; Santana, 2004). Some practitioners study the impact of the crisis on different sectors
within the hospitality industry, such as restaurants (Green, Bartholomew, & Murrmann,
2004; Tse, So, & Sin, 2006), airlines (Gillen & Lall, 2003; Henderson, 2003), travel agents
(Lovelock, 2003), and hotels (Chien & Law, 2003; Hassanain, 2009; Israeli & Reichel,
2003; S. Kim et al., 2005). The effects of disasters cannot be stopped, but they can be
mitigated, and lives and property can be saved (Ritchie, 2004).

They also cited that safety and security are essential for hotels in preventing death and injury
of guests and employees, with multiple forms of hazards such as falls, cuts, slips, burns, and
related accidents (Enz & Taylor, 2002). To improve safety and security, hotels installed
CCTV, fire sprinklers, smoke detectors, and electronic doors (Pizam, 2010). Security
personnel have the responsibility to insure the safety of the hotel, guests, employees, and
assets. In this regard, human resources should attract and recruit professional security officers
with good experience for this mission. Employees in general and security officers specifically,
should attend training workshops on governmental regulations and first-aid. Moreover, they
should receive fire and emergency evacuation training to deal effectively with hazards
(Henderson, Shufen, Huifen, & Xiang, 2010). Since September 11, security budgets have
been increased by the hotels to invest more in the front area, installing heavy-duty equipment
(Howie, 2005). To tackle blackout situations, hotels enhance power systems and emergency
lighting (Kwortnik, 2005).

In the Philippine setting, the study of Asim (2006) on Disaster Risk Reduction Planning and
Management Models for Institutional Linkages assessed the functional efficiency and
effectivity of Disaster Coordinating Councils (DCCs) and he suggested models for better
coordination among DCCs, line agencies, NGOs, Private Organizations, and Civic
Organizations at three phases of disaster management, that is, Pre-disaster, Syn-disaster, and
Post-disaster. Asim found that of the 20 districts, 9 are highly susceptible to landslides and
others are moderate and low susceptible to landslides. Two districts are prone to flooding and
karst development. Considering its high national hazard vulnerability, there is an immediate
need to have an effective disaster management system.

Asim’s findings were: weak coordination among DCCs, line agencies, NGOs, POs and Cos.
In assessing the institutional linkages among the agencies involved, it was concluded that City
Disaster Coordinating Councils' (CDCCs) functional efficiency level was 39% at Pre-disaster
phase, 21% at Syn-disaster phase and 25% at Post-disaster phase. He concluded that the level
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of the national hazards could be significantly used to strengthen the linkages among the
concerned agencies, i.e. CDCCs, NGOs, POs and COs based on the type of the hazards and
the density of the population for potential hazardous areas.

Orpilla’s (2004) study on Urban Planning and Disaster Prevention: The Case of Flooding in
Baguio City found that flooding in the city was not solely caused by improper garbage
proposal but by unregulated land practices of the population. A considerable amount of solid
waste remained uncollected. There was no substantial proof that such indeed was the main
cause of flooding. However, his study accepted that improper disposal of solid waste
aggravated the stagnation of surface runoff in an area, i.e. by clogging drainage inlets and
disallowing surface runoff to be properly discharged. He further found some underlying
causes of this problem: weak institutional capacity of the city government, non-enforcement
of ordinances to address the problem of drainage, lack of environmental concern, and public
awareness on environmental degradation.

Another study by Redentor Bien Luz, Jr. (2014) was on Disaster Preparedness Plan for the
Manila City Library. His paper aimed to find out how prepared the Manila City Library
(MCL) for disaster and what could be done to improve its disaster preparedness. His findings
show that the MCL is not prepared for a disaster. The library is in a disaster-prone area
located at a place where flooding is a common occurrence. The MCL is deemed unsafe due to
lack of exits and the stairway having insufficient width. The library does not have a disaster
plan or a disaster team. The library only employs basic preventive measures and it has limited
resources to use in an event of a disaster. There are no clear response and recovery procedures
during and after a disaster. He recommended that the library should have its own disaster
preparedness team and he proposed a disaster preparedness plan which the library might use.

On the other hand, two studies on hotels in Mindanao were made by Belisario (1984) and
Balares (2010). The former was A 1986 Survey on the Security Measures Instituted by Some
Hotels and Restaurants in Cagayan de Oro City; the latter was Safety and Security Practices
of the Selected Hotels in Cagayan de Oro City. In her 1984 study, Belisario revealed that
there were some hotels that did not have fire exits and fire alarms, and did not inspect the
things brought by guests upon entering and leaving the hotel premises. Twenty-six years after,
Balares’ study now reveal that the security of the guests against possible threats and losses
was rated excellent.

Locally, the studies of Enriquez, Gallardo and Villa in Hinaplanon (2012) and of Colance,
Landong and Manda in Rogongon (2012) respondents from Hinaplanon and Rogongon
revealed that respondents were unprepared when typhoon Sendong came. The actions taken
by their barangay officials were limited to the coordination of different organizations. It
somehow shows that their studies were taken mainly from the perspective of the residents in a
single barangay. Hence, the government's role and perspective were less attended. Iligan
being a Gawad Kalasag awardee before the occurrence of Typhoon Sendong was expected to
have armed itself for disaster. Ironically, however, it appeared that it was caught flat-footed
when Sendong struck, leaving a large number of casualties and damages to properties. This
disaster had raised a serious question regarding the city’s disaster preparedness.

Finally, all the related literatures and studies cited, in one way or another, have some bearing

to this present study: Flood Preparedness and Response plan of Inns/Hotels in lligan City:
Checklist and Guidelines
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Methodology
This chapter presents the research design and instruments, the respondents, the data gathering
procedure, and the statistical treatment.

Research Design and Instruments

This study is qualitative-quantitative in nature. To gather the needed data, a questionnaire was
administered to the five hotels—one for the manager, one for the hotel staff, another
questionnaire for the guest and the LGU. On top of the questionnaires, an interview was done
to supplement data.

The Respondents
The five hotel-respondents under study were: Caprice Inn, Celadon Pension House, Crystal
Inn, Elena Tower Inn, and Ma. Cristina Hotel.

Caprice Inn, which opened for business in 1986, is a 30-bed hotel composed of 12 single, 15
double, and 3 king beds. With a wide spacious lobby, it is a two-storey hotel located at Cor.
Badelles and Lluch Streets, Barangay Poblacion, Iligan City. Celadon Pension House, which
opened for business in 2007, is a 62-bed hotel composed of 7 single, 27 double, 1 deluxe, 1
executive, 11 standard, and 5 each for suite, economy, and twin beds. It is a 3-storey hotel
located at Rotunda cor. Ubaldo Laya Ave., near Iligan Medical Center College, at Barangay
Palao. Likewise, Crystal Inn, which opened for business in 1971, is also a 62-bed hotel. It is
also a 3-storey hotel located at Ma. Cristina Subdivision, Jeffrey Road, Barangay Palao.
Elena Tower Inn, on its part, which opened for business in 1994, is a 47-bed hotel composed
of 19 standard, 12 twin, and 8 each for suite and matrimonial beds. It is a 7-storey hotel
located at Andres Bonifacio Ave., National Highway, Barangay Tibanga. Finally, Ma.
Cristina Hotel, which opened for business in 1969, is a 53-bed hotel. It is also a 7-storey hotel
located at the heart of the city particularly on Gen. Aguinaldo Street, Barangay Poblacion.

From these five hotels, the respondents of the study were the following: one (1) hotel
owner/manager; three (3) rank-and-file employees, which may include, the security and
maintenance staff, front desk staff, room attendant, housekeeping staff, and food & beverage
attendant; twenty (20) guests in each inn/hotel. From the LGU which was represented by the
Department of Tourism and Disaster Risk Reduction and Management, there were four (4)
DOT personnel and twenty (20) DRRM staff. In other words, there were 5 hotel managers, 15
hotel staff, 100 guests, 4 DOT personnel, and 20 DRRM staff. All in all, there were 120 hotel
respondents and 24 LGU personnel.

The five hotel respondents, all located in Iligan city and all are DOT accredited hotels, were
the following.

Name of DOT Number of

Inns/Hotels Classification | Rooms Owner/Manager | Staff Guests
Caprice Inn Inn 30 1 3 20
Celadon Pension Inn 62 1 3 20
House

Crystal Inn Inn 62 1 3 20
Elena Tower Inn Hotel 47 1 3 20
Maria Christina Hotel 53 1 3 20

Hotel
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Data Gathering Procedure

A questionnaire was shown to the thesis adviser for approval. Once it was approved, the
researcher made a survey to identify the inns/hotels in Iligan City that were accredited by
DOT. After this phase, a letter was sent addressed to each hotel owner/manager requesting
permission to gather the data as the basis of this study. Once the permit was granted, the

conduct of the study began.

Statistical Treatment

This study used the following statistical tools: frequency distribution (FD), mean (M), ranking,
standard deviation (SD), chi-square, and Cochran Q. Chi-square was used to test
independence between categorical variables. Cochran's Q Test was used to statistically
analyze success rate data, particularly when only a small number of users were tested
(http://webword.com/moving/cochransg.html).

The gathered data were then endorsed to a statistician for the statistical analysis. The
following were the statistical tools were used to compute for the results of this study:

1. Standard Deviation (SD)
SD =+/s?

Where:

ST = 0 is the sample variance

X is the sample mean
x. is the i™ object

n is the sample size

2. Mean

n

2%

X = i=1 ’
N

Where:

Xj is the ith observation

n is the sample size

3. Frequency (Percentage)
_ frequency

X 100%
total

RF

4. Chi-square Test
-used to test independence between categorical variables.
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Where:

0, is the observed frequency in the (i, j-th cell)

e; is the expected frequency in the (i, j-th cell)

_ (rowitotal)x(column j total)

ij grand total
n is the no. of observations

r is the no. of rows
c is the no. of columns
v =(c—1)(r —1) is the degrees of freedom

5. Cochran Q Test j j

u\]
J-IYC - YC |

~ ~ j Where P; is the row and C; the
_ J= J=
0= N column, J is the number of
JYP-)F :
= ! ; ! variables.
Results
Hotel room category or type
Table 1
Hotel | Room Types Total
S D Dx [Ex | T Sd St |M |Eco|TB |Kb
A 12 15 3 30
B 7 27 |1 |1 11 5 5 5 62
C 20 |10 |2 |3 8 8 5 6 62
D 19 8 8 12 47
E 12 1 3 9 28 53
Legend:
S - Single D — Double T —Triple Ex — Executive
Sd — Standard Eco — Economy St - Suite Dx — Deluxe
Th- Twin Bed M — Matrimonial Kb- King Bed
Hotel’s startup capital and year of operation
Table 2
Hotel | Start-up Capital Year of Operation | Age of Hotel in Years
A Below Php500, 000 1986 29
B Php750, 000 above 2007 8
C Php750, 000 above 1971 44
D Php750, 000 above 1994 21
E Php750, 000 above 1969 46
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Disasters experienced by hotels in the last five years

Table 3

i coeienced DY/ | sum | Mean | std. Deviation | Rank
Flood 5 4 0.80 0.45 1.0
power outage/brownout 5 3 0.60 0.55 2.0
Vandalism 5 2 0.40 0.55 4.0
Earthquake 5 2 0.40 0.55 4.0
civil disturbance (terrorism,

bombing) 5 2 0.40 0.55 4.0
theft or robbery 5 1 0.20 0.45 6.5
hotel building collapse 5 0 0.00 0.00 7.5
Landslide 5 0 0.00 0.00 7.5

Frequency of giving preventive and preparedness activities and procedures of hotels

Table 4
Hotel Frequency
Every year every 6 months every 3 months
A 1 0 0
B 1 0 0
C 0 0 1
D 0 1 0
E 1 0 0
Existing preventive and preparedness activities of inns/hotels against fire and
earthquake
Table 5
Existing preventive and preparedness .
activitigspof hotels againsr: fiFr)e/earthquake ) | e ) Sifel DEvETen
Seminar 5 1 0.2 0.44721
Training 5 2 0.4 0.54772
Drills 5 2 0.4 0.54772
Strategic Planning 5 2 0.4 0.54772
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Mode of transport used to deliver guests to safety

Table 6
Hotels Mode of Transport
van dump truck bus rubber boat

A 0 0 0 0
B 1 1 0 0
C 1 0 0 0
D 0 0 0 0
E 0 0 0 0

Place of safety where guests could be delivered in case of flood

Table 7
Hotel Place of Safety
School | Gym Brgy. Hall | Church | City Hall

A 0 0 0 0 0
B 1 0 0 0 1
C 0 0 1 0 0
D 1 1 0 1 0
E 0 0 0 0 0

Preventive and preparedness activities among hotels as evaluated by managers and staff

Table 8
Cochran Test

Frequencies

Test Statistics

- Value - N >0
! a
Seminar 5 5 Cochran's Q 6.254
Training 9 11 df ) 3
Drills 10 10 Asy mp. Sig. .100
Strategic_Planning 15 5 a. O is treated as a success.

Legend: 0 = Not existing/Not available; 1 = Existing/Available

x?% = 6.254, p-value = 0.100
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Devices and equipment of hotels used against fire and earthquake

Table 9
Devices and Equipment N Sum Mean | Std. Deviation
Fire Exit 5 5 1.0 0.0
Fire alarm 5 5 1.0 0.0
CCTV 5 5 1.0 0.0
Generators 5 5 1.0 0.0
emergency lights 5 5 1.0 0.0
Fire extinguisher 5 4 0.8 0.4
emergency plan 5 4 0.8 0.4
Table 10
Cochran Test
Frequencies
Value
0 1
Fire_Exit 5 o5 Test Statistics
Fire_alarm 3 97 N 100
C,CTV o 3 97 Cochran's Q 13.3852
fire_extinguisher 2 98 df 6
generatrors 3 97 .
emergency lights 3 97 Asy mp. Sig. 037
emergency plan 8 92 a. 1 is treated as a success.

Legend: 0 = Not existing/Not available; 1 = Existing/Available
x? = 13.385, p-value = .037

Discussion

Profile of the Inns/Hotels in lligan City

As shown in Table 3, the type of rooms of the hotels varied. That is, they did not have the
same room category. Hotel A, for instance, had 12 single, 15 double, and 3 king bed, with a
total of 30 beds. Hotel B had 7 single, 27 double, 1 each for deluxe and executive, 11 standard,
and 5 each for suite, economy, and twin bed. All in all, Hotel B had 62 rooms. Hotel C had 20
single, 10 double, 2 deluxe, 3 executive, 8 each for triple and standard, 5 economy, and 6 twin
bed. Like Hotel B, Hotel C also had 62 rooms. Hotel D, on the other hand, did not have any
single, double, deluxe, executive, twin bed, economy, and king bed rooms. It had, however,
19 standard rooms, 8 each for suite and matrimonial rooms, and 12 twin bed rooms. All in all,
Hotel D had 47 rooms. Finally, Hotel E had 12 single, 1 double, 3 executive, 9 triple, and 28
twin bed rooms. Hotel E had 53 rooms.

The data shows that the hotels did not have the same types and numbers of rooms. . Hotels B
and C had the most number of rooms (62) while Hotel A had the least (30). The findings
imply that because of the variety of rooms the hotels have, their customers or guests can
really choose which type of room they would want to avail of. Hotels have made it a point to
have varied types of rooms available since hotel industry is a kind of business that caters to
different types of customers. In short, hotel guests come from all walks of life.
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Aside from the many number of rooms, the hotels also have several floors or storeys in order
to accommodate as many guests as they can.

Hotel A, a 30-bed 2-storey hotel has wide spacious lobbies on each floor. It is located at Cor.
Badelles and Lluch Streets, Barangay Poblacion. A semi-concrete building, it can withstand
an intensity 4 earthquake. It can also withstand storm signal No. 2, that is, with a wind
velocity of 61-100 kph in 24 hours that can uproot few big trees.

Hotel B, a 62-bed hotel, has three floors or storeys. It is located at Rotunda cor. Ubaldo Laya
Avenue. It is a concrete structure; hence, it can withstand an intensity 6 earthquake, and a
storm signal No. 3, i.e., with a wind velocity of 101-185 kph in 18 hours that can destroy
many coco trees.

Hotel C, another 62-bed 3-storey hotel, is located at Ma. Cristina Subdivision, Jeffrey Road,
Barangay San Miguel. It is a semi-concrete building which can withstand an intensity 4
earthquake, and can also withstand storm signal No. 2, with a wind velocity of 61-100 kph in
24 hours that can uproot few big trees.

Hotel D, a 47-bed 7-storey hotel, is located at Andres Bonifacio Ave., National Highway,
Barangay Tibanga. A high rise-concrete, it can withstand an intensity 6 earthquake, and a
storm signal No. 3, i.e., with a wind velocity of 101-185 kph in 18 hours that can destroy
many coco trees. Being located in the national highway, it always experiences some 1-2 meter
high flood water. On its right, just beside the hotel, is MSU-Iligan Institute of Technology.

Hotel E, a 53-bed 7 storey hotel, is located at the heart of the city particularly at Gen.
Aguinaldo Street, Barangay Poblacion. A concrete structure which can withstand an intensity
6 earthquake, Hotel E can also withstand a storm signal No. 3, with a wind velocity of 101-
185 kph in 18 hours that can destroy many coco trees. Of the five hotels, this is the only hotel
located near a river, the Tubod River, some 40-50 meters away.

Hotel’s Startup Capital and Year of Operation
Every business venture always needs a put-up capital. For one, the inns/hotels in lligan City
also have their own start - up capital.

Table 4 presents the start-up capital of the five hotels understudy and their year of operation.
As shown in Table 4, only Hotel A had the smallest start-up capital, i.e., below Php500, 000,
and it started operation in 1986. It is 29 years old. The rest, Hotels B, C, D, and E had a
startup capital of Php750, 000 above. Hotel B started its operation just eight years ago, 2007.
Hotel C, second oldest hotel next to Hotel E, started its operation in 1971, a year before the
declaration of Martial Law. Hotel D started operating in 1994. Finally, Hotel E, the oldest of
the five hotels, started operating in 1969.

The data show that there are two hotels, Hotels C and E in particular, which are already very
old—44 and 46 years in existence. The hotels’ vulnerability has to be assessed as to whether
there are already signs of decay, weakened columns, falling concrete plaster, and collapsing
ground floor frame. When these are found to be evident, these hotels and even all the other
old hotels in the city, should undergo some repairs or retrofitting. The threat to guests' safety,
especially during natural disasters (floods or earthquakes), should be the immediate reason for
retrofitting, as much as possible, using the modern technology.
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It then implies that to engage in hotel industry needs a huge capital and to be able to sustain
this venture also calls for another big sum. During the hotel visit and interview, it was found
that three hotels—Hotels A, C, and E already had some retrofitting and, to some extent, some
renovation and improvement in order for them to withstand to a given natural disaster like
flood and to adapt to the present environment. Although retrofitting and renovating are
another big expense, Hotels A, C, and E succeeded on this. It is hoped that in their new
ventures, they would already purchase or procure the devices and equipment that would equip
and make their hotels ready and prepared for any incoming flood.

Disasters Experienced by Inn/Hotels in lligan City in the Last 5 Years

As shown in the table, there were six disasters the hotels had experienced in the last five years.
Ranked first was flood, power outage second, vandalism third, earthquake fourth, civil
disturbance fifth, and theft or robbery sixth. It further shows that the hotels have never
collapsed, have never experienced landslide, and even experienced fire, which is a worst
disaster. This finding implies then that flood is the number one worry of each hotel under this
study. In fact, in an internet article, 11 Facts about Flood, it states that: No region is safe from
flooding. Flash floods can bring walls of water from 10 to 20 feet high. A car can be taken
away in as little as 2 feet of water. Flooding is caused by spring thawing, heavy rains, flash
floods, and mudflows. (www.dosomething.org/facts/11-facts-about-floods). So, since the
Philippines is a flood country, and knowing that Iligan City was already badly hit by Typhoon
Sendong, the hotels naturally ranked flood as their number one disaster instead of fire or any
other disaster.

The hotels were fortunate enough not to experience any of these. However, in a disaster like
flood (number 1 in the table), they had not initiated any prevention activities on this--the pre-
event phase of Robert’s (1994) lifestyle model, like drainage cleaning and maintenance. They
had no devices and materials to prevent flood like sandbags. They have no flood preparedness
and response team (emergency phase) who will be responsible to instruct the guests what to
do, what not to do, and to direct them to a safe place without being panicked. On the other
hand, cleaning the hotel after the flood, taking pictures on the damage of the hotel, contacting
the insurance agencies, and telling or informing the media that the hotel is back for business
after a flood, are jobs that entail or require a lot of people or staff to perform (intermediate
phase). Still, these are not enough. How about the repairs (electrical, plumbing, etc.). The
hotels, therefore, should hire some help outside. In fact, they can hire a consultant—an
electrical engineer, a plumbing engineer, a civil engineer or architect—when they would
undertake some repairs or, if not, some retrofitting so that the threat to guests safety especially
during natural disasters (floods or earthquakes) would be addressed to immediately. These
consultants then could suggest to hotel owners what materials, structural design, and
construction or retrofitting technique would be best for the hotels to mitigate or reduce the
impact of flood, and the hotels to last long secured and safe from flooding.

Existing Preventive and Preparedness Activities of Inns/Hotels against Flood

All the five hotel managers/owners disclosed that they gave preventive and preparedness
activities only on fire and earthquake to their staff either every year, every six months, or
every 3 months. It was found that there were no activities on flood given to their staff.

As shown in table 4, one of the five hotels, Hotels C and D had done a preventive and

preparedness activity on fire and earthquake every 3 months and every 6 months, respectively.
Majority or 3 out of 5 the hotels had done their part yearly.
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This finding implies that doing this preventive and preparedness activity on fire and
earthquake alone entails a lot of preparation. More so, since it especially involves some
expenses, the hotel management prefers to have it once a year only than not having it at all. It
may also imply that financial expenditures like this are given less consideration. This could be
one of the reasons why these hotels up to this time do not have any flood preparedness and
response plan.

On the other hand, seminars, trainings, and drills are very good activities especially when
these pertain to prevention and preparedness against a given disaster like flood. Table 5
presents the existing preventive and preparedness activities and procedures the inns/hotels
have against fire and earthquake only.

It can be said that in terms of prevention and preparedness against fire and earthquake, the
five hotels are obviously ready. They disclosed that these activities were seminars, trainings
and drills on the prevention and preparation against fire and earthquake. Specifically, they had
seminars on fire safety and prevention, fire escape and safety plan, and on earthquake’s dos
and don’ts. They also revealed that they had some training on building on fire and basic
response of fire: rescue, alarm, confine, and extinguish (RACE). They also performed some
drills on fire ground orientation, how to use a fire extinguisher, and how to handle fire
emergency situations. Finally, their strategic planning includes home style ambience and
accommodation, loyal, committed and hardworking employees, positioning the hotel in a
competitive landscape, and quality service.

It is sad to note, however, that they are not prepared and ready for any incoming flood. The
city DRRM office, one of the agencies which is tasked to organize seminars and training on
disaster, has attested to this fact. As of the moment, their first priority is on fire and
earthquake. Consequently, the hotels which appear to be dependent on the city’s DRRM do
not have any flood preparedness seminars and trainings. They do not have a flood
preparedness and response plan (FPRP). How much more for an FPRP team?

The hotels could have initiated their own flood preparedness seminars, trainings, and drills.
They should not be dependent on DRRM. They should not wait for DRRM to take the first
move. It is obvious that it could not do it this time because the incumbent city mayor was just
suspended from office. Flood will come anytime whether the hotels are prepared or not.

On the other hand, in the event of flood, the mode of transport the hotels used to fetch or
deliver their guests to safety were vans and dump trucks. They had no buses nor dinghy boats
or rubber boats. Rubber boats and dinghy boats are very important devices or equipment
during flood evacuation. Dinghy boats, however, are less expensive than rubber boats, so the
hotels can easily procure them.

As can be seen from the table 6, Hotel B had a van and a dump truck; Hotel C had only a van.
The rest did not have any vehicle to fetch or carry their guests to safety. When an ocular
inspection was done with the hotels, it was found that Hotels A and E are located at the heart
of the city while Hotel D is located along the national highway. In other words, these
particular hotels have a ready access to any vehicle to deliver their guests to safety once there
is flood.

On the other hand, as to where the hotels deliver their guests to safety, they had a school, a
gym, a barangay hall, a city hall, and even a church to choose from.
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As shown in the table 7, Hotels A and E would not deliver their guests to another place in
case there is flood. Instead, Hotel A manager disclosed that they would right away send their
guests to the second floor of the hotel which has a wide spacious lobby and could
accommodate 50 guests and the lobby could also serve 20 guests. For Hotel E, since it is a
high-rise hotel, they would readily send their guests to the top floors (5", 6™, and 7™) of the
building, which could serve 200-250 guests. Hotel B would deliver their guests to a school
not prone to flooding and to the city hall, which is situated on top of the Buhanginan Hills and
is just less than a kilometer away from the hotel itself. A school classroom can accommodate
20 persons. Hence, a 4-classroom building could house 80 persons. A city hall can house 200
persons. Hotel C, on its part, would quickly send their guests to a nearby barangay hall, safe
and away from a creek. A barangay hall can serve 50-60 persons. Finally, Hotel D, a 7-storey
building, aside from sending their guests atop the hotel, they would also deliver some to a
school, gym, and church. A gym can serve more or less 80-100 people; a church can also
serve 100 persons.

This finding implies that the hotels are all prepared where to send or deliver their guests to a
safe place in case there is flood. The hotels should designate some staff (since they do not
have yet a flood preparedness and response team) to send and direct their guests to higher
floors of the hotels. Another staff also would fetch or hail a vehicle to escort and send their
guests to a school, gym, barangay hall, church or city hall.

Hotels’ Preventive and Preparedness Activities as Evaluated by Managers and Staff
Seminars, trainings, and drills are some of the preventive and preparedness activities a hotel
industry to have and to undertake in preparation for any incoming disaster—be it fire,
earthquake, or flood. In case of flood, for example, the seminars that they should initiate
would be to draft a comprehensive plan to address to flood prevention and preparedness. This
plan must be practical and updated periodically. All staff, particularly the flood preparedness
and response team (FPR) understand their roles and responsibilities. Their trainings and drills
would include simulation of flood events programmed into desktop computers, ropemanship,
rappelling, gathering of available materials, devices, and equipment for flood prevention and
preparedness like sandbags, first aid, and CPR/AED.

In this particular study, which concerns about flood preparedness of hotels, it was found that
the hotels had preventive and preparedness activities only on fire and earthquake, and not on
flood. Still, making use of the data gathered, the preventive and preparedness activities among
the five hotels under study were evaluated as to whether there is a significant difference.

Of the 20 respondents (5 managers and 15 staff), five of them said that they held seminars,
trainings and drill to prevent and prepare against fire and earthquake. They had seminars on
fire safety and prevention, fire escape and safety plan, an on earthquake’s dos and don’ts.
Eleven of them disclosed that they had some training on building on fire and basic response of
fire: rescue, alarm, confine, and extinguish (RACE). On the one hand, ten of them revealed
that they performed some drills on fire ground orientation, how to use a fire extinguisher, and
how to handle fire emergency situations. On the other hand, five of them said that they also
had some strategic planning on home style ambience and accommodation, on loyal,
committed and hardworking employees, on positioning the hotel in a competitive landscape,
and on quality service.

Treating the data statistically using the Cochran's Q test, it indicated some differences among
the seven proportions. Thus, the result was y? = 6.254, p-value = 0.100. Since the four
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preventive and preparedness activities (i.e., seminar, training, drill, strategic planning) were
equally the same in the population, there's still a 10.0% chance of finding the differences
observed in the sample. Because this chance was greater than 5%, the hypothesis that there is
a significant difference among inns/hotels in terms of preventive and preparedness activities is
rejected. In short, it means rather that there was no significant difference among the
inns/hotels in terms of their preventive and preparedness as evaluated by the managers and
staff. In other words, a certain preventive and preparedness activity on fire and earthquake of
one hotel was also present or done by other hotels. In other words, if Hotel A, for instance,
had fire and safety seminar, Hotels B, C, D, and E also had one. If Hotel E had seminar and
training on the dos and don’ts of earthquake, Hotels A,B, C, and D also had the same.

What is very revealing here is the fact that all the five hotels under study, and perhaps all the
other hotels in Iligan City, do not have preventive and preparedness activities on flood. All
are on fire and earthquake only. Apparently, they do not have any flood preparedness and
response plan (FPRP) and an FPR team. This is then the aim of this study to offer a checklist
and guidelines on FPRP for the hotels to make one of their own.

Devices and Equipment to Prevent, Respond, Recover from Fire and Earthquake

Part of a start-up capital, the hotel’s management has procured and installed several devices
and equipment to prevent and be prepared for any disaster to happen. Although the number
one worry of the hotels is flood, the devices and equipment they have procured and installed
are not strictly or exclusively for flood.

Table 9 presents the devices and equipment to prevent and respond either to fire and
earthquake. According to the five hotel managers, they had fire exit, fire alarm, CCTV,
generators, emergency lights, fire extinguisher, and emergency plan. Moreover, they also
have a van and a dump truck which they could use to deliver their guests to safety in the event
of these disasters (Please see Table 6).

Upon scrutiny, it was observed that these devices like fire exits, fire alarm, fire extinguishers,
as their names suggest were not for flood. Generators could be used for flood; CCTV could be
considered flood-related equipment. Emergency lights also are a flood-related device.
However, all the five hotels under study did not have any device nor equipment for them to be
prepared from an incoming flood. There were no devices like life jackets, life buoy, rubber
boats, sandbags, movable flood walls and water gate control. If they had these, they could
easily recover from flood. Moreover, there was one device or equipment the hotels can use
after the flood. This was the flood pumper.

Although this is quite expensive, a flood pumper is a portable flood extractor that can pump
out up to 30 gallons per minute of liquid, sludge, and solids up to a 1/2” diameter. There is a
metal basket inside the tanks that will collect all the sludge and debris for removal later. The
extractor comes with a 50’ recovery hose, and a 50’ dump hose to cover very large areas,
including basements.

When interviewed what to do to recover from flood, they said that they would clean their
hotels. They would take pictures of what were damaged and report these to insurance
companies and to the concerned agency. Then they would undertake some repairs, but only if
there is some budget for it. In short, it implies that after the flood they would only do those
simple things—<clean, take pictures, report.
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It is sad to note that the hotels have not learned some lessons from the December 2004
tsunami in Phuket, Thailand, which they could also emulate to achieve fast recovery of their
hotels in case there is flood. One lesson learned from the tsunami is that the people working in
the resorts in Phuket did not waste any day—that is, everybody worked. In particular, they
“converted the resort convention facility into a rescue and operations center. The resort also
served as a meeting place for rescue workers and media to assist in or report on recovery
effort. Tourists came to support the recovery by making return visits as soon as possible”
(Fein, 2014).

Hotels’ Devices, Equipment Used to Prevent, Respond, Recover from Fire and
Earthquake as Evaluated by Guests and LGU personnel

Operating a hotel business is not easy. Preparation is done not only for the guests’ comfort but
also for the hotel to prevent, to respond, and to recover from a given disaster.

Table 10 presents the devices and equipment of the hotels against fire and earthquake as
evaluated by the hotels’ guests.

Combined altogether, of the 100 guests from the five hotels, 92 said that the hotels had
emergency plan. Ninety-five said that the hotels had fire exits. Ninety-seven disclosed that
there were fire alarms, CCTVs, generators, and emergency lights. Ninety-eight guests
revealed that the hotels had fire extinguishers. Treating the data statistically using the
Cochran's Q test, they indicated that the seven devices and equipment are equally the same in
the population. Thus, there was still a 3.7% chance of finding the differences observed in the
sample. Because this chance was lesser than 5%, the hypothesis that there is a significant
difference among inns/hotels in terms of preventive and preparedness devices is accepted.

It means that the results are not the same in the entire hotel population. Although it is true that
they have some common devices and equipment like fire alarms, CCTVs, fire extinguishers,
generators, and emergency lights, they still differ in fire exits and emergency plans. In short,
it implies that the hotels should fix their fire exits, make these wider. They should also review
or evaluate their emergency plans. Their fire exits should be functional and secured too.
Emergency plans should be available and strategically posted so that these can be followed
through easily. There have been fire accidents that have claimed many lives because the fire
exits of a certain establishment are not securely fixed and narrow. The emergency plans are
also not available.

As a whole, the hotels should have a thorough flood preparedness and response plan (FPRP).
To realize this, first of all, the hotel management should conduct a strategic planning calling
all the staff and personnel to attend and participate. Some outputs that they could have at the
end of the day are to outline flood prevention, preparedness, and response activities which
will include trainings and seminars, to list down FPR devices and equipment to be procured or
purchased, and to assign or designate an FPR team. The hotels are very inadequate on these
areas. Hence, this study recommends a checklist and guidelines of FPRP for the hotels to
make one of their own.

Projects, Activities of Inns/Hotels, DRRM and DOT on Flood Risk Reduction and
Management

To triangulate the data gathered through the questionnaires, the hotel managers were
interviewed. Probably aware about the aim or purpose of the interview, they openly admitted
that they have future plans to conduct seminars on water search and rescue. In line with this,
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they said that they were willing to conduct workshops on first aid and basic life support, as
well as trainings on basic ropemanship and rappelling. They also recognized that need to
do some strategic planning in which they would tackle about the need to design a basic
emergency/disaster planning module, and when to procure or purchase safety equipment, such
as rubber boat, life jackets, and even ropes. Finally, they accepted the importance of
undertaking regular maintenance of the building and the drainage. It was only after the
interview that the hotel managers seemed to realize the need for flood preparedness and
disaster risk response plan.

For the DRRM, which is under the city mayor’s office the researcher learned that part of their
activities on flood risk reduction and management was the maintenance of their alarm system,
dissemination of warnings from PAGASA, and personnel and equipment availability for
immediate response. However, at present they do not have programs and projects, since these
are held in abeyance due to the fact that the incumbent mayor has been suspended. At present,
the city has an OIC-mayor, who feels he could not push through with the necessary
programs/projects since as an officer-in-charge, he feels that his position is only temporary.
Besides, the 2016 election is already in the offing, so he deems it impractical to push through
with the activities and projects started by the suspended mayor.

On the part of the DOT, they disclosed that activities and projects on flood risk reduction and
management were under the jurisdiction of the DRRM. They were only concerned, however,
on DANA—disaster assessment and needs analysis.

Checklist and Guidelines of Hotels’ Flood Preparedness and Response Plan

Developing a flood preparedness plan is one of the most important strategic decisions hotel
owners must make and consider. As owners, they have to consider how flood could affect
their hotels, employees, and guests. An FPRP — Checklist and Guidelines — can help them
prepare their hotels to stay in business — safe and secured from flood.

In the light of the data gathered and the findings of the study, the following checklist and
guidelines of hotels’ FPRP are hereby offered. This checklist with its accompanying
guidelines is approved by the head of the city tourism office and the head of DRRM office of
Iligan City.

CHECKLIST AND GUIDELINES OF FLOOD PREPAREDNESS AND RESPONSE
PLAN FOR HOTELS OF ILIGAN CITY

The Checklist

How vulnerable is your hotel if a flood would occur?

Know your location, such as making it sure the urban and local governance in
place are accountable and competent to identify risks, and apply risk reduction and
preparedness. Link with the city’s DRRM and with your barangay DRRM.

1 Find out what emergencies, like floods and earthquakes; have occurred in the past and
what impact these have on other hotels in the area. One best way to do this is to review a
Hazard Vulnerability Assessment (HVA) obtained from your local agency. Your city
engineer’s office can assist on this.

1 Consider your hotel’s physical capacity to resist damage and proximity to flood plans
and other hazards. If your hotel is quite old, say 30 years old and up already, some
retrofitting may be done.
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1 Consult with your insurance agent and learn what coverage is available and what
precautions to take for disasters that may impact your hotel. Make sure that your
insurance policies cover flood damage.

Identify external emergency response resources and their corresponding contact
numbers.
Local police
Fire department and medical services organizations
Local government officials, emergency management office
Local public health agency
Red Cross chapter
National and local weather Service
Telephone and electric companies
Neighboring businesses (malls, department stores, etc.)
Neighboring cities or provinces (cities of Cagayan de Oro, Gingoog, Ozamiz, and the
provinces of Lanao Sur, Misamis Or., and Mis. Occ.)

N T Y Y A B oy O

What is your plan to protect the hotel, employees, and the customers before, during and
after the flood?

Identify a planning committee or team that is responsible for developing and
implementing a flood preparedness and response plan (FPRP).Make or designate one team or
committee for your own FPRP

Obtain necessary safety equipment.

1 List and purchase some or all safety devices and equipment (e.g., dinghy and rubber
boats, water gate, movable flood walls), first-aid kits, life jacket, life buoy, flood-
detection device and shelter-in-place supplies that you need for your hotel. Make sure
all employees know how to access these supplies and use these devices.

Write or draft a plan describing how your hotel will respond to flood. Your

FPRP team or staff can do this. Your plan should include a clearly designated leadership

structure that indicates who is in charge during a flood.

1 A system for warning employees and customers about an incoming flood and
communicating with employees, guests, and local emergency management officials
during flood.

1 Procedures for communicating with employees, guests, families, flood preparedness and
response personnel and media representatives prior to, during and after flood.

1 Procedures for employees and guests to follow for evacuation, sheltering-in-place and
for other area-specific hazards.

1 Procedures for responding to internal medical flood emergencies.

Develop a Continuity or Operation Plan (COOP). This plan will help keep your
hotel as it responds and recovers from the effects of flood.
1 Establish procedures for COOP activation.
1 Identify essential hotel functions and staff to carry out these functions.
1 Establish procedures with suppliers and other hotels and businesses critical to daily
operations.
1 ldentify records and documents that must be readily accessible to perform essential
functions and store them safely where they can be retrieved quickly in case of flood.
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What can you do to integrate flood preparedness procedures into your hotel?

Train employees. Their trainings would include simulation of flood events
programmed into desktop computers, ropemanship, rappelling, gathering of available
materials, devices, and equipment for flood prevention and preparedness like sandbags, first
aid, and CPR/AED.

Consider partnering with community organizations, such as your own Barangay
Disaster Risk Reduction and Management, to help create comprehensive preparedness
training. All employees should know:

1 Their role during a flood and the roles and responsibilities of key personnel at your
facility.

1 Warning and communication procedures.

1 Evacuation and shelter-in-place procedures.

Obtain needed equipment, devices and supplies. Designated employees should
know how and where to access safety equipment, devices and flood preparedness supplies as
needed:

First-aid kits

Life jackets and life buoy

Dinghy boats and Rubber boats

Ropes and whistles

Functional generators

Waterproof clothing (including rubber gloves and rubber boots)

Battery operated torch, flashlights, and spare batteries

Sandbags, movable flood walls and water gate control

Shelter-in-place supplies ( including canned foods, drinking water, blankets and spare
clothes)

N Y Y O B o O

Practice your FPRP. Conduct and assess regular drills and exercises for
evacuation, COOP activation, shelter-in-place, and medical emergency response. Do this
every three months or earlier as the need arises.

(1 Use the drills to assess the readiness of your employees and your facility.
1 Involve personnel in the evaluation process to improve procedures and increase training
as needed.

Encourage personal preparedness among employees and customers.
1 Have at least 10% of your employees trained in first-aid to handle flood emergencies at
work.
Offer first-aid, CPR/AED and flood preparedness training.
1 Encourage your employees to: get a kit, make a plan, be informed.

|

1 Encourage your employees to identify alternate routes for going to and from your
facility.

1 Remind employees to always keep their emergency contact information current and
active.

1 Encourage employees to have an out-of-town contact they can text or call during a flood
or an emergency.
1 Encourage employees to have emergency preparedness Kits at work and at home.
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Help your community get prepared. Work with local community groups and
government officials to ensure that your community is prepared for flood and other
emergencies. Here are a few ideas.

Host blood drives.

Work with your local Red Cross chapter to train employees to serve on a disaster
assignments or conduct presentations on flood preparedness.

Contribute supplies and/or services to flood emergency efforts.

Adopt a local school or school district and support their flood preparedness programs.
Participate and get involved in tree-planting activities.

Disseminate information regarding flood prevention and preparedness through flyers
and leaflets.

The Guidelines
Before Flooding Occurs

Be aware how often your location is likely to be flooded and to what extent.

Know the flood warning system in your community where your hotel is located and be
sure everyone is informed.

Keep informed of daily weather condition.

Prepare or ready the evacuation area (higher floors and rooftops of the hotel). Direct the
flood preparedness and response personnel to perform their task.

Keep stock of food which requires little cooking and refrigeration as electric power
might be interrupted.

Keep a transistorized radio and flashlight with spare batteries, emergency cooking
equipment, candles, matches and first aid kit handy in case of emergency.

During the Flood
Be alert to the possibility of flood, if it has been raining for several days. Flood happens as the
ground becomes saturated.

Listen to your radio emergency instructions.

When evacuating, remind your guests not to panic while they proceed to the evacuation
area (higher floors, rooftops, or if there is no room for other guests, they can go to
designated schools, gyms or halls which are far from rivers, safe from landslides.

Store drinking water in containers, water service may be interrupted.

Turn off electricity at the main switch in the building when evacuating.

Have a few filled sandbags ready to prepare to block doorways like entrances and exits.
Flood preparedness and response personnel should remain on site.

Implement the flood preparedness plan.

Coordinate to external emergency response resources like DRRMO, local and state
police, Communication Center, etc.

Secure the guest safety and on time (pre-emptive or mandatory evacuation). For
vulnerable guests (i.e. PWD’s senior citizen, children, etc.) they must be given more
attention and concern.

Reserve or make available the highest floor or rooftop of the hotel as a communication
center with computers and phones and stock plenty of flashlights and batteries, if
electricity goes out. Similarly, a generator should always be available for source of
temporary power.

Involve the hotel’s public relations staff on site to communicate with the media.
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After the Flood
After emergency officials have given permission to re-enter the hotel:

Secure the site and survey the damage.

Evaluate and address all safety hazards (i.e. live wires, leaking gas, flammable liquids,
etc.).

Remove standing flood water.

Activate fire protection system after inspecting components and contacting the fire
department for instructions.

Inspect bus bars, conductors, and insulators before starting system. Re-energize system
after it has been inspected by an electrician. It should be assumed that any intrusion of
water to electrical equipment may have caused serious damage.

After site is deemed "safe", call in key personnel, contractors, and consultants to begin
repairs.

Contact utility companies for information relative to your access to gas and electrical
services.

Take steps to perform temporary repairs (i.e. roofs, clean drains, windows, separate
damaged goods from undamaged goods, etc.) to mitigate your damage.

Start salvage and cleaning operations immediately.

Re-start operation if possible.

Document your damages with photos, etc.

Contact your risk manager, broker and/or insurance company if you have sustained
damage.

Briefing/Training/Exercising

All employees (and guests) should be aware of this FPRP. The flood preparedness and
response should be briefed and trained accordingly. Exercising of this plan is essential.

Document Control

The FPRP should be owned, maintained, and updated. All users should be reminded
periodically (ideally, every three months) to provide details of any changes that may
materially affect the plan in any way.

Details of changes should be recorded; documentation should be updated. This should
be completed either through a re-issue of the plan or via an amendments record.

The FPRP should be reviewed at least every three years or earlier than this if required
and necessary, such as, following major changes of personnel or policy, or following
any change to the flood risk or warning process.

Documentation control procedures should be in place to ensure that only the current
version of the plan is in circulation.
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Flood Warning Codes

What do the flood warning codes mean? What possible action can be taken?

As shown in the table below, there are three codes that are used for flood warnings and they
can be issued in any order.

FLOOD ALERT

Flooding is
possible.

Be prepared.

2 hours to 2 days in
advance of flooding.

* Be prepared to act on
your flood plan.

* Prepare a flood kit of
essential items.

* Monitor local water
levels and the flood
forecast on your area.

* Move guests and

Flooding is Half an hour to 1 valuables to a safe place.
expected. day in advance of « Turn off gas, electricity

. flooding. and water supplies if safe
Immediate

action required.

to do so.

* Put flood protection
equipment in place.

Severe flooding.

Danger to life.

When flooding
poses a significant
threat to life and
different actions are
required.

* Stay in a safe place with
a means of escape.

* Be ready should you
need to evacuate from the
hotel.

» Cooperate with the
emergency Services.

* Call DRRMO if you are
in immediate danger.

* Be careful. Flood water

No further may still be around for
Warnings no longer | flooding is Issued when a flood | several days.
in force currently warning is no longer
expected for in force. -_Ifthe hOFEI been flooded,
your area. ring your insurance

company as soon as
possible.
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Findings
1. The five hotels understudy had 11 varied room category or room type. That is, from single
to double rooms, down to twin bed and king bed rooms.

2. The hotel’s start-up capital was below Php500, 000 specifically for Hotel A, but Php750,
000 above for Hotels B, C, D, and E. The oldest hotel to start its operation in 1969 was Hotel
E; the most recent hotel to start its operation in 2007 was Hotel B.

3. In the last five years, there were six disasters experienced by the hotels. Ranked first was
flood, next was power outage, and ranked third were vandalism, earthquake, and bombing.
The last was theft/robbery.

4. The existing preventive and preparedness activities the hotels had, specifically on fire and
earthquake but not on flood, were seminars, trainings, drills, and strategic planning. These
activities were given to their staff either every three months, every six months, or every year
as the case may be.

5. In case of flood, however, the hotels would deliver their guest using either a van or a dump
truck to a school, a gym, a barangay hall, a church, or even in the city hall. One hotel, Hotel A,
would simply send their guest at the second floor of the hotel building which had a wide and
spacious lobby. High-rise hotels, like Hotels D and E, send their guests to higher floors or to
the rooftop.

6. As to the devices and equipment used by the hotels to prevent, respond, and recover from
fire, earthquake, or flood they had fire exits, fire alarms, CCTVs, generators, emergency
lights, fire extinguisher, and emergency plan. They, however, did not have devices and
equipment to be used to recover from flood. They disclosed that after the flood, they would
simply clean their hotels, take picture of what were damaged and report this to insurance
companies and some concerned agency.

7. It was found that there is no significant difference among inns/hotels in terms of the
preventive and preparedness activities as evaluated by the managers and the hotel’s staff.

8. On the other hand, it was found that there was a significant difference among the
inns/hotels in terms of devices and equipment used to prevent, respond, and recover from fire,
earthquake, or flood when these were evaluated by the guests.

Conclusions
From the findings of the study, the following conclusions were drawn:
1. Hotels had varied types or categories of rooms to cater to different types of customers from
all walks of life.

2. The hotels under study did not only experience flood which they considered as their
number one worry or problem. They also experienced power outage, earthquake, bombing.
They never had experienced fire. They had no prevention, preparedness, and response devices
and equipment exclusively for flood.

3. Hotels had different frequency (every three months, six months, yearly) when to have
preventive and preparedness activities like seminars, trainings, and drills because these
activities entail a lot of preparations and involve a big sum of money. These seminars and
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trainings, however, were only on fire and earthquake. They never had one for flood
specifically.

4. In case of flood, they would right away send their guests to the higher floors and rooftops
of the hotel buildings. Apart from this, they used a van or dump truck to deliver their guests to
a school, gym, barangay hall, church, city hall.

5. All the hotels did not have any device or equipment to be used to prepare themselves from
flood, like life jackets, life buoy, rubber boats, sandbags. They, however, had basic devices to
respond to flood like emergency lights, CCTVs, fire alarms and exits.

6. Although the hotels under study already had seminars and trainings, but these were more
on fire and earthquake. Thus, they wanedt to have the same that would tackle specifically on
water search and rescue, first aid and basic life support, basic ropemanship and rappelling.

7. Finally, with regards to responding to flood, the hotels did not have any rubber boats and
life jackets, which are very important gadgets for flood.

Recommendations
With the hope to secure always the safety of the hotel guests, since they are the most
important stakeholders of a hotel industry, the hotels should be safe and flood-free all the time.
Thus, in the light of the findings and conclusions of the study, the following recommendations
are offered:

1. Hotel owners should add some floors to their hotels to send their guest to a higher portion
safe from flood.

2. Aside from the higher floors and rooftops of their buildings, hotel owners should have their
own exclusive place where to deliver their guests in case of flood. They should not only
depend on public or government’s facilities like schools, gyms, barangay and city halls, or
even church because there are other flood victims (the local evacuees) who would be using
these. Those residents who are displaced because of flood would be sent to these public
establishments.

3. High-rise hotels should provide functional generators so that in case of power outage, they
can still continue with their business and, in case of flood, they can direct their guests to
safety.

4. They should have regular maintenance of the building and the drainage. As it has been
observed poor drainage is one of the main causes of flood.

5. Preventive and preparedness activities on flood prevention and preparedness like seminars,
trainings, and drills should be done more often, not semi-annually or annually.

6. The hotels should have devices and equipment for flood recovery so that they could go
back to business as soon as possible and would not suffer a great loss.

7. The hotels could work hand in hand with DRMM and the city government with regards to
preventive, responsive, and recovery activities and projects on flood.
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8. Old hotels in Iligan should initiate some retrofitting to make the buildings safe, and their
guests secured.

9. lligan hotel owners should procure devices and equipment against flood such as, dinghy
boats/rubber boats, flood detection device, flood pumper, movable flood walls so that they are
always prepared and can respond to an incoming flood.

10. A prepared checklist and guidelines for flood preparedness and response (FPRP) are
recommended for the hotels to have one of their own.

11. Aside from flood preparedness, other issues regarding hotel industry are recommended for
further studies. These could be on terrorism, fire and earthquake preparedness, and hotel
insurances.
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Abstract
This study was conducted to determine the current status and prospects of medical tourism in
the Philippines amidst the competitive environment in the Asian region. The results of the
study will be the basis for determining areas for improvement, if any, in promoting the
country as a leading medical tourism destination.

Statistical findings show that the differences between and among the groups of participants on
the potential of medical tourism in the Philippines in terms of medical institutions’ facilities
and amenities is not significant. However, statistics show that it is highly significant in terms
of airports’ and seaports’ facilities and amenities, competencies of medical practitioners,
accommodation and security services. Issues and concerns associated with medical tourism in
the Philippines were identified and an action plan was formulated to address these issues and
concerns.

Keywords: Competency, Healthcare, Medical tourism, Medical tourist, Tourism, Wellness
tourism

Introduction
The Tourism Industry is considered as the world’s fastest growing industry. According to the
World Travel and Tourism Council, travel and tourism is expected to generate rising to
approximately US$15 trillion supporting 297 million jobs over the next ten years.

One of the distinct areas in global tourism is the rise of medical tourism. The Greeks were
credited for the birth of medical tourism since they were the first group of people to
implement a health care system very much similar with the one being used today. The future
of the medical tourism industry looks promising which is still considered as a young industry.
With ensured quality care and the massive amounts of information available through the
World Wide Web, healthcare consumers around the world have several to choose from in
their quest for the best quality healthcare at the most reasonable price.

Connell (2006), define medical tourism as a popular mass culture “where people travel often-
long distances to overseas destinations such as India, Thailand and/or Malaysia to obtain
medical, dental and surgical care while simultaneously being holidaymakers, in a more
conventional sense.

In the report “Medical Tourism: A Global Analysis” (2006) medical tourism is described as
any form of travel from one’s normal place of residence to a destination at which medical or
surgical treatments is provided or performed. The travel undertaken must involve more than
one night away from the country of residence.

The objective therefore of medical tourism is integrated into specially designed tour packages
for patients. Medical tourism can be described as first world treatment at third world prices
since common market of this form of tourism do come from the first world countries like
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Europe, Japan, United States, and Canada while the procedure or treatment is being conducted
or done in third world countries, majority coming from that of Asia such as India, Thailand,
Singapore, Malaysia, and the Philippines.

The medical tourism industry is being dominated by countries in Asia in terms of global
revenues. Leading is India with an estimated growth of 30% each year. Connel (2006) stated
that “India is capitalizing on its low costs and highly trained doctors to appeal to these
medical tourists”. As proof of this, India in 2004 had a total of 1.8 million inbound tourists
accounted for $333 million in revenue. Aside from India, other medical tourism destinations
in Asia include Singapore, Malaysia, Thailand, South Korea, and the Philippines.

Most of the dominant medical tourism destinations in terms of global revenues reside in the
Asian region. Other well-established medical tourism markets contributing to regional Asia’s
dominance are Thailand and South Korea, whose contributions are predicated to set the
medical tourism industry past the US$4 billion mark by 2012 (Asia’s Growth Industry, 2006).
Being a market niche there are no problems as this is a relatively new area to be explored.
While there are researches on other health related markets such as health and wellness tourism,
spa and resort tourism and the likes, there is little academic research that has been done on
this particular segment to actually explore its growth potential. Although, there were available
literature about medical tourism in print and in the much sought world wide web discussing
the growth of this form of tourism, the lack of comprehensive and widespread understanding
of its status and prospects both necessitates and validates this study within the medical
tourism market segment.

Literature Review
According to an article by the University of Delaware publication, UDaily:

“The cost of surgery in India, Thailand or South Africa can be one-tenth of what it is in
the United States or Western Europe, and sometimes even less. A heart-valve
replacement that would cost $200,000 or more in the US, for example, goes for $10,000
in India--and that includes round-trip airfare and a brief vacation package. Similarly, a
metal-free dental bridge worth $5,500 in the US costs $500 in India, a knee replacement
in Thailand with six days of physical therapy costs about one-fifth of what it would in the
States, and Lasik eye surgery worth $3,700 in the US is available in many other countries
for only $730. Cosmetic surgery savings are even greater: A full facelift that would cost
$20,000 in the US runs about $1,250 in South Africa.”

Health Tourism

The World Health Organization (WHO) in 1948 gave the widely accepted definition of health
which states that health is a state of complete physical, mental, and social well-being and not
merely the absence of disease or infirmity. However, since the definition was very limited,
WHO in 1984 amended the definition of health tourism as: “the extent to which an individual
or a group is able to realize aspirations and satisfy needs, and to change or cope with the
environment. Health is a resource for everyday life, not the objective of living; it is a positive
concept, emphasizing social and personal resources as well as physical capabilities. ”

Goodrich (1987) defined it as: “an attempt on the part of a tourist facility or destination to

attract tourists by deliberately promoting its health-care services and facilities, in addition to
its regular amenities. ”
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The World Tourism Organization (WTQO) defined health tourism as: “Tourism associated
with travel to health spas or resort destinations where the primary purpose is to improve the
traveler’s physical well being through a regimen of physical exercise and therapy, dietary
control, and medical services relevant to health maintenance. ”

Considering the various definitions cited by different authors, we can now clearly state that
health tourism is commonly associated with travel with the goal of seeking remedies from an
illness or self-rejuvenation. Health tourism can further be classified into two (2): medical and
wellness.

The Medical Tourism Industry

Medical tourism is a rapidly growing industry in the world. Although the term is sometimes
use to refer to all travel for medical care, this phenomenon is very different from the
traditional pattern of international medical travel where patients travel from less developed
nations to major medical centers in highly developed countries for advance medical treatment.
The evolution of medical tourism has transformed the unidirectional pipelines of patients
travelling towards industrialized nations for healthcare into a complex network of two-way
highways. The critical similarities and differences between the traditional international
medical-care model and the medical tourism model occur in four basic spheres: the parties
involved (patients, providers, and agents), the places (origin and destination), the reasons for
travelling for healthcare, and the patient’s access to resources. Three key similarities have
been observed between the traditional form of international medical care and medical tourism
namely: both models patients have illnesses, injuries or other circumstances for which they
need or want medical evaluation and treatment; patients are willing and able to travel to get
the care they need or desire; and patients are unable or unwilling to receive their care within
their own country.

Many factors converge to determine a country’s competitive position in the medical-tourism
marketplace. These include the availability of certain clinical services, the quality of care
delivered, the availability of physicians and ancillary staffs to communicate accurately in the
language of their foreign clients, proximity to target patients, ease of travel between the two
locations (the quality of airport and the local transportation), a developed physical
infrastructure (including telecommunication system), political and legal institutions, the
availability of suitable accommodations, and perhaps even easy access to desirable vacation
resorts and tourist attractions.

Medical Tourism around the World

Growth in medical travel is in the hands of large multinational third-party insurers. These
insurers, mainly from North America and Europe, are now looking at Asia, South America,
and India as reasonable destinations for advanced medical care.

Mugomba (2007) cited as cited by Ramesh (2006) that in India the growth of Global
Healthcare, according to officials, spurred by factors such as the emergence of medical
tourism has led to the establishment of national hospital accreditations institutions in a move
to speed up the process of accreditation and as a signal to the international community of the
Indian drive to raise the service standards of over 20,000 hospitals.
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According to Mugomba (2007) as cited by Datta (2005) the NHS — Apollo Group partnership
provides an opportunity to leverage the brand of India as a medical tourism hub thus
attracting more UK patients to India for more intensive medical procedures and the medical
tourism product.

The main reasons for Thailand’s success as cited by Nagarajan (2004) include inter-sectoral
coordination as the Thai government realized early the need for coordination across various
sectors to realize the industry’s potential. Hence, it developed a common vision, strategic
direction, and joint-strategy and shared objectives for various sectors in order to facilitate
better coordination between the concerned players — the Ministries of health, tourism, foreign
affairs and other bodies like Thai Airways Tourism Authority of Thailand. Nagarajan (2004)
also cited effective marketing by the Tourism Authority of Thailand (TAT) as another reason
for the success of Thailand’s medical tourism since TAT has played a stellar role in providing
integrated marketing strategy for Thailand on an international scale.

Over the past few years, Korea has gained a reputable standing in medical care, offering
abundant health products and services, particularly in the fields of cosmetic and plastic
surgery. Because of the country’s ability to offer beauty surgery techniques, it was dubbed as
“Plastic Surgery Capital of Asia”. It boasts excellence in cosmetic and plastic surgery, apart
from a wealth of medical expertise ranging from stem cell research for treating cancer to
organ transplant. Remarkable healthcare services include health screening, cosmetic and
plastic surgery, dental care, ophthalmology, infertility treatment, otorhinolaryngology, and
Korean traditional medicine. Associated with its effort in promoting Korea as a medical
tourism destination are developing medical tour packages, promoting travel marketing to
Korean residents abroad and offering foreign-language classes and interpretation related to
medical services.

With 7,107 islands, hospitable and warm people, the Philippines can be regarded as a haven
for both domestic and international tourism. Villegas (2001:214) stated that the benefits a
booming tourism brings to the country’s overall economic growth are obvious, since it
encompasses other economic activities which include hotels, restaurants, transport, wholesale
and retail trade, recreational and cultural services, financial services, and even private services.
The Philippines is home to some of the world’s best hospitals and it is being considered as
one of the fastest growing medical tourism destination in the world. In the year 2000, the
World Health Organization (WHO) ranks the country number 60 among the world's health
systems. The US Medical Tourism Association magazine reported that this services sub-
sector grew 8.0% in 2007. The Philippine Medical Tourism niches as cited by Pugao (2008)
are medical, surgical, and other care, traditional and alternative healthcare, health and
wellness, and retirement and long stay tourism.

Methodology
The participants of this study were composed of two groups of participants which were
purposively chosen since they were in the best position to assess the medical tourism trend in
the Philippines based on specific criteria. In this study, the researcher used purposive
sampling in gathering participants. Purposive sampling targets a particular group of people.
When the desired population for the study is rare or very difficult to locate and recruit for a
study, purposive sampling may be the only option.
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This study used the descriptive method of research and at the same time utilized exploratory
research design that focuses in collecting secondary or primary data using informal
procedures to interpret them.

Primary data consisted of a pointer driven questionnaire administered to a total of 50
participants and retrieved the entire distributed questionnaire with 100% retrieval rate. The
researcher also conducted personal interview among the participants who participated in the
conduct of the study.

As stated by Romero (2000) a descriptive research is also known as statistical research,
describes data and characteristics about a population or phenomenon being studied. Moreover
Ed (2004) added that descriptive research involves collecting numerical data to test
hypothesis or answer questions concerning current status.

Another research methodology used for the purpose of this study was essentially an
exploratory research, wherein the hospitals, the medical tourist, and patients were contacted
for interviews and to answer researcher prepared instrument. Exploratory research design as a
tool in research used the secondary data sources from the subject development stage to
develop the research framework. Secondary data consisted of books and other sources of
information. It must be understood that the industry is still in its infancy and hence no reliable
data is available. Therefore the objective of the market description of medical tourism within
this study are to analyze the status quo of medical tourism as a niche market, identify trends
and anticipated changes, and to provide an understanding of the positioning of medical
tourism to both the healthcare industry and wellness tourism. This method was used to
develop academic credence to justify this research. The nature of this study is exploratory,
thus the focus is to provide a description of what constitutes medical tourism.
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Results

INDICATORS Tourist Medical Overall
WM VI WM VI WM VI
1. Medical institutions should Strongly Strongly Strongly
have: 5.00 Agree 4.75 Agree 488  Agree
b. Laboratory Strongly Strongly Strongly
480  Agree 500  Agree 490  Agree
c. Pulmonary Section Strongly Strongly
4.73 Adree 4.35 Agree 4.54 Aadree
d. Waiting Lounge Strongly
4.60 Aaree 4.35 Agree 448  Agree
e. Rehabilitation Medicine Section Strongly
4.27 Agree 4.60 Adree 4.43 Agree
f. Electro Cardio Graph (ECG) Strongly
machine 4.13 Agree 4.50 Aadree 4.32 Agree
g. Magnetic Resonance Imaging Strongly Strongly
(MRI) 447  Agree 475  Agree 461 Agree
h. Patient Rooms Strongly Strongly Strongly
477  Aaree 500  Agree 488  Agree
I. X-ray machines Strongly Strongly Strongly
477  Aaree 500  Agree 488  Agree
J. Operating Rooms Strongly Strongly Strongly
.00  Agree 450  Aaree 475 Aaree
k. Cafeteria Strongly
3.83 Agree 4.55 Aaree 419  Agree
I. Dietary Section Strongly Strongly
4.90 Adree 4.35 Agree 4.63 Adree
m. Ultrasound Strongly Strongly Strongly
463  Aaree 475  Aaree 469 Agree
n. Computed Tomography (CT Strongly Strongly Strongly
Scan) 473  Aaree 475 Aaree 474 Adree
Mean Strongly Strongly Strongly
462  Aaree 466  Agree 464 Adree
2. Medical institutions must
.be accre_dlted by . Strongly Strongly
international organizations 4 4 Agree 435  Agree 466  Agree
3. Medical institutions should Strongly Strongly Strongly
offer a wide variety of 5,00 Agree  5.00 Agree 500 Agree
4. Medical institutions should Strongly Strongly Strongly
offer medical procedure 4.67  Agree 500  Agree  4.83  Agree
5. Medical institutions should Strongly Strongly Strongly
offer affordable packagesto 450  Agree 455  Agree 453  Agree
6. Medical institutions should
partner with travel
companies in promoting the Strongly Strongly Strongly
country as a medical 4.67 Agree 4.75 Agree 471  Agree
Composite Mean Strongly Strongly Strongly
4,74 Agree 4,72 Agree 4,73  Agree
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Mean Score Ratings of Participants in terms of Facilities and Amenities offered by

Airports and Seaports

Tourist/residents Medical Overall
INDICATORS Practitioners
WM VI WM VI WM VI
1. Airports/seaports should have: Strongly Strongly Strongly
a. Appropriate Signage 5.00 Agree 4.55 Agree 478  Agree
b. Foreign Currency Exchange Strongly Strongly Strongly
Center 5.00 Agree 5.00 Agree 500  Agree
c. Information Desk Strongly Strongly Strongly
5.00 Agree 5.00 Agree 5.00 Agree
d. Duty Free Shops and Retail Outlets Strongly Strongly Strongly
5.00 Agree 4.50 Agree 4.75 Agree
e. Business Facilities Strongly Strongly Strongly
4.80 Agree 5.00 Agree 4.90 Agree
f. ATM machines Strongly Strongly Strongly
5.00 Agree 5.00 Agree 5.00 Agree
g. Disabled Facilities Strongly Strongly Strongly
5.00 Agree 5.00 Agree 5.00 Agree
h. Restaurants and Dining Outlets Strongly Strongly Strongly
5.00 Agree 4.55 Agree 4.78 Agree
i. Waiting Lounge Strongly Strongly Strongly
4.53 Agree 4.75 Agree 4.64 Agree
Mean Strongly Strongly Strongly
4.93 Agree 4.82 Agree 4.87 Agree
2. The airports and seaports are Strongly Strongly Strongly
accessible 4.80 Agree 5.00 Agree 490  Agree
3. Enough parking spaces are Strongly Strongly
available 4.07 Agree 5.00 Agree 453  Agree
Composite Mean Strongly Strongly Strongly
4.60 Agree 4,94 Agree 477 Agree
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Mean Score Ratings of Participants in terms of Competencies of Medical Practitioners

Tourist/residents Medical Overall
INDICATORS Practitioners

WM Vi WM Vi WM VI
1. Medical practitioners should be: Strongly Strongly Strongly
a. Licensed 500  Agree 500 Agree 500  Agree
b. Received international trainings Strongly Strongly Strongly
and seminars 5.00 Agree 4.60 Agree 480  Agree
c. Has testimonial from previous Strongly
patients 4.53 Agree 4.00 Agree 4.27  Agree
d. Affiliated by international and Strongly Strongly Strongly
national medical organizations 4.87 Agree 4.85 Agree 486  Agree
Composite Mean Strongly Strongly Strongly

4.85 Agree 4.61 Agree 4.73 Agree

Mean Score Ratings of Participants in terms of Types of Accommodation

Tourist/residents Medical Overall
INDICATORS Practitioners
WM VI WM VI WM VI
1. There is a form or type of
accommodation available: Strongly Strongly Strongly
a. Hotel 500  Agree 500 Agree 500  Agree
b. Motels Strongly Strongly Strongly

5.00 Agree 5.00 Agree 5.00 Agree
c. Country Inns
4.47 Agree 4.10 Agree 4.28 Agree

d. Apartels Strongly Strongly Strongly
4,73 Agree 5.00 Agree 4.87 Agree
e. Bed and Breakfast Moderatel
2.47  Disagree  4.25 Agree 3.36 y Agree
f. Hostels Strongly Strongly
4.47 Agree 4.55 Agree 4,51 Agree
Composite Mean Strongly Strongly

4.36 Agree 4.65 Agree 4.50 Agree
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Mean Score Ratings of Participants in terms of Security Services

Tourist/residents Medical Overall
INDICATORS Practitioners

WM VI WM VI WM VI
1. The following services and
amenities should be provided to
guarantee the safety of tourists:
a. Police outpost 4.47 Agree 4.40 Agree 443  Agree
b. Security guards Strongly Strongly

5.00 Agree 4.20 Agree 4.60 Agree
c. Emergency vehicle Strongly Strongly Strongly

5.00 Agree 4.70 Agree 4.85 Agree
d. CCTV

4.23 Agree 4.20 Agree 4.22 Agree
Composite Mean Strongly Strongly

4.68 Agree 4.38 Agree 4.53 Agree
Mean Score Ratings of Participants in terms of Medical Tourism Program

Tourist/residents Medical Overall
INDICATORS Practitioners

WM VI WM VI WM VI
Medical tourism program should
focus on: Strongl Strongl Strongl
a. Affordable health care 4.80 Agrgey 4.70 Agrgey 4.75 Agrgey
b. Health and leisure Strongly Strongly Strongly

5.00 Agree 4.50 Agree 4.75 Agree
c. Safe and reliable medical Strongly Strongly Strongly
procedure 5.00 Agree 4.90 Agree 495  Agree
d. Healthy vacation in the tropics 4.10 Agree 4.35 Agree 423  Agree
e. An island to rest the weary mind,
bodv and soul 4.13 Agree 4.25 Agree 4.19 Agree
Composite Mean Strongly Strongly Strongly

4.61 Agree 4.54 Agree 4.57 Agree
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Result of T-test on Medical Institutions’ Facilities and Amenities

Weighted Mean

Group  Group  t-value t-tabular Probability Significance Decision
1 2 Value

Medical Not
institutions 4.74 4.72 0.26 2.01 0.80 Significant  Accept

Result of T-test on Airports and Seaports’ Facilities and Amenities

Weighted Mean

Groupl Group?2 t-value t-tabular Probability Significance Decision

Value
Airports
and Highly
seaports 4.60 4.94 -4.59 2.01 0.00 Significant Reject

Result of T-test on Competencies of Medical Practitioners

Weighted Mean

Group Group t-value t- Probability  Significance Decision
1 2 tabular  Value

Competencies

g];acti':\i/(l)?:llrzal Highly
4.85 4.61 3.10 2.01 0.00 Significant Reject

Result of T-test on Types of Accommodation

Weighted Mean

Group Group t- t- Probability Significance Decision
1 2 value tabular Value

Accommodation Highly
4.36 4.65 -3.47 201 0.00 Significant Reject

Result of T-test on Security Services

Weighted Mean

Group Group t-value t- Probability  Significance  Decision
1 2 tabular ~ Value

Security Highly

Services 4.68 4.38 2.55 2.01 0.01 Significant Reject
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Discussion

The study revealed that in terms of facilities and amenities, the respondents strongly agree
with a composite mean of 4.74 and 4.73 respectively that enhancement and upgrade should be
a priority of medical institutions for it to have a competitive advantage over other countries
offering the same procedure. Currently, there is a law that exempts paying taxes for the
acquisition of medical related facilities which will make it a lot easier for medical institutions
to purchase such. This is one way that the Philippine government is doing to encourage
private health sectors to purchase the much needed facilities.

The airports and seaports play critical roles in a thriving global economy, hence, location is an
important consideration. However, it cannot be denied that value-added services play an
important role too. Wireless solutions help improve operational efficiency while delivering
better information, leading to better decisions and better outcomes. Situational awareness
ensures perimeter security and proper access control, providing a safe, secure environment

In terms of accommodation, the respondents strongly agree with a composite mean of 4.50
that the country offers different types of accommodation making it a lot easier for tourists to
choose depending on their budget.

For security services, the respondents strongly agree with a composite mean of 4.53 that the
country should strengthen its police visibility as well as provide ready to dispatch emergency
vehicles.

As per competencies of medical practitioners, the respondents strongly agree with a
composite mean of 4.73 that medical practitioners most specially doctors and nurses must be
licensed and if possible should have their training and affiliation in an international
organization. Testimonials can be an added factor.

Identified issues and concerns associated with medical tourism in the Philippines were as
follows: corruption and current regulations impede foreign direct investment; the disparity
between public and private health service that threatens the credibility of the medical tourism
industry; the improvement in the business environment is largely anchored on the quality of
the overall physical infrastructure; the high cost of travel to the Philippines; the reliance on
Filipino diaspora market which may reduce attention in building competitiveness to other
markets; the brain drain of Filipino medical practitioners and the restrictions on foreign
doctors practicing in the Philippines that constrain the quality of healthcare services; the lack
of established framework for dissatisfied customers who would like to seek recourse; and the
peace and order situation of the country. For medical tourism to be fully promoted not just in
the country but around the world, an action program that will concentrate in addressing issues
and concerns in the country must be formulated. Embedded in the said action program should
be answers that will guarantee the safety of medical tourists and at the same time providing
reliable medical procedure. This can be achieved only if providers of services related with
medical tourism are fully equipped with the necessary knowledge and trainings. The
government should also do its part by supporting and strictly monitoring the implementation
of the said action program.

In terms of exploring medical institutions in the Philippines, the researcher limited to the

following medical institutions: The Makati Medical Center and St. Luke’s Medical Center,
tertiary hospitals concentrating in the promotion of medical tourism in the Philippines.
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There were also noted limitations on this study in terms of the quantity of non-academic and
academic studies, literature and articles related to the subject area of medical tourism.
Another noted limitation was the procedure used in determining the participants of the study
which comprises of medical doctors, medical tourists both domestic and international.
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Abstract

The tourism industry should provide services for the cognition of environmental impact and
the environmental sustainable development of corporate responsibility based on tourism
service industry for the importance of environment development, related issues has great
research value. In this study, depth interviews, target six travel agency managers, professors
and six former the travel agency has practical experience in Colleges and universities for
interviews. The study expected results are as follows: (1) the existing service travel service
delivery system, according to the connotation of planning services. (2) summarizes the latest
green service travel service delivery system, to assist the travel industry can more clearly
grasp the service flow through the interview process. (3) establish green travel agency
service delivery service blueprint system, in order to provide managers grasp green service
delivery system of the current reference tool.

Keywords: Travel agency, Service delivery system, Green management, Service blueprint
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Abstract

The importance of tourism industry has always been known as the industry without a chimney,
but tourism process need energy consumption is huge, inadvertently causing all kinds of
pollution, a considerable impact on the environment. In the rise of consumer and
environmental protection and green consumption consciousness, encourage enterprises to
engage in the behavior of ecological and environmental protection, business failure to comply
with the relevant provisions of the environmental protection and ecological, is bound to
influence enterprise itself competitive in the industry. Therefore, the travel industry should
recognize the products or services regarding the environmental impact and environmental
sustainable development should be dedicated to promoting green tourism, is helpful to the
development of green tourism industry.

Therefore, the goal of green tourism sustainable tourism practice must first understand
consumer demand and value why. The study on the "means end chain theory based on the
rolling snowball sampling method select 60 participants were interviewed, in-depth
understanding of the consumption process in the green tourism, green tourism consumption
value and cognition toward and content analysis to classify, and then draw hierarchical value
map (HVM).

This study is expected to study results for (1) understand the essence and connotation of green
tourism. (2) of consumers of green tourism products attribute selection, results of
consumption and consumption value of the link relationship and induction consumers pay
more attention to the green value elements. (3) using means end chain to deeply understand
the consumers of green consumption value relevance and hierarchy in the link importance.
Expect to find out what consumers regarding the hearts of green tourism ideas and value
demand and provide to the travel industry as a reference, to meet consumer demand for green
products or services.

Keywords: means-end chain, green tourism, green consumption, consumption value
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Abstract

The purpose of this research was to reexamine the conceptual model of destination image,
place attachment, and satisfaction of the Sun Moon Lake National Scenic Area in Taiwan by
sampling Chinese tourists. This study intended to echo the same conceptual model Wu and
Wu (2009) did with Taiwanese samples. A total 353 valid questionnaires were collected
through face-to-face survey after Chinese tourists visiting Sun Moon Lake National Scenic
Area. Structural Equation Modeling was used to determine the relationships among the
variables and the mediating effects. Results showed that Chinese tourists’ destination image
positively and significantly affected place attachment; their destination image and place
attachment positively and significantly affected satisfaction as well. In the mean time, place
attachment was found to exert a significant effect in mediating the relationship between
destination image and satisfaction. This research further indicated that the path analysis of
Chinese tourists’ model showed the direct effect of destination image on satisfaction was
higher than the Taiwanese one. On the other hand, Taiwanese tourists’ model showed that the
direct effect of place attachment to satisfaction was higher than Chinese tourists’ one. Based
on the above findings, some practical implications are provided to the management agency,
and the directions for future researches are also discussed.

Keywords: Destination Image, Place Attachment, Satisfaction, Sun Moon Lake, Mediating
Effect, Taiwan, Chinese Tourist
Introduction

Sun Moon Lake National Scenic Area is a famous tourists’ destination in Taiwan and attracts
over seven million visitors annually. According to “2014 Annual Survey Report on Visitors
Expenditure and Trends in Taiwan,” released by Tourism Bureau, Republic of China (Taiwan),
the favorite scenic spot for the inbound visitors was “Sun Moon Lake” (26.28%), followed by
“Jioufen”, “Kenting National Park”, “Taroko, Tienhsiang” and “Alishan” (all over 22%). After
2008, allowing mainland tourists to visit Taiwan, Sun Moon Lake has became one of the ten
destinations where every Chinese tourists must visit in Taiwan, attracting over four million
visitors from mainland China in 2015.

In terms of tourism attractions, Visitors’ willingness to revisit plays an important role in
sustainable tourism development. Tourist satisfaction and place attachment are the critcial
factors which determine visitors’ return (Hwang, Lee, & Chen, 2005; Yuksel, A., Yuksel, F., &
Bilim, 2010). Furthermore, visitors’ positive image of a particular destination will enhance
their place attachment (Chiang, 2016; Lee, 2001; Veasna, Wu, & Huang, 2013). Destination
image is also the key element of decision making which influence visitors’ satisfaction and
willingness to revisit (Lucio, Maria, Miguel, & Javier, 2006; Bigne, Sanchez, & Sanchez,
2001).
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Wu and Wu (2009) took 352 Taiwanese visitors as samples to explore the relationships among
destination image, place attachment and satisfaction of the Sun Moon Lake National Scenic
Area. The results revealed that destination image and place attachment were the antecedents,
which positively and significantly affected tourist satisfaction. A higher level of tourists’
destination image in regard to Sun Moon Lake is associated with stronger place attachment;
place attachment was found to exert a significant effect in mediating the relationship between
destination image and satisfaction.

The purpose of this research was to reexamine the conceptual model of destination image,
place attachment, and satisfaction of the Sun Moon Lake National Scenic Area in Taiwan by
sampling Chinese tourists. This study intended to echo the same conceptual model Wu and
Wu (2009) did for Taiwanese samples with a minor modification. The specific objectives were
as follows: 1. to understand the current status of destination image, place attachment, and
satisfaction perceived by Chinese tourists; 2. to validate the structural relationships among
destination image, place attachment, and satisfaction; 3. to compare the differences with the
conceptual model between Chinese tourists and Taiwanese tourists.

Background Literature

(1) Destination image

Image is a portrayal of the visitor’s attitude towards a number of cues related to the destination
attributes (Echtner & Ritchie, 2003). Authors define the image as the sum of all beliefs, ideas
and impressions which people associate with a destination (Crompton, 1979; Hunt, 1975;
Kotler, Haider, & Rein, 1993). The overall image of destination is a combination of affective
image and cognitive image, and its consumption would be influenced by location difference
and environment properties (Baloglu & McCleary, 1999; Beerli & Martin, 2004). In addition,
authors divided the tourist destination image into three types, which are organic image,
induced image and complex image (Fakeye & Crompton, 1991; Gunn, 1972).

(I1) Place attachment

“Sense of place” is a concept of the person—place relationship that can provide information
regarding visitors and their connection to particular public lands (Bricker & Kerstetter, 2000).
Place attachment has been described as “the emotional link formed by an individual to a
physical site that has been given meaning through interaction” (Milligan 1998:2). It is
generally measured by the two dimensions: place identity and place dependence. Place
dependence is conceptualized as the opportunities a setting provides for goal and activity
needs (Stokols & Schumaker, 1981), and place identity refers to the symbolic meaning a
particular place has to an individual (Kyle, Graefe, Manning, & Bacon, 2003; Kyle et al., 2004;
Moore & Graefe, 1994; Williams & Vaske, 2003).

(1) Satisfaction

The most comprehensive definition of satisfaction has been defined as “person’s feeling of
pleasure or disappointment which resulted from comparing a product’s perceived performance
or outcome against his/ her expectations” (Kotler & Keller, 2006). Satisfaction is purely
experiential, which is a psychological state that can only be derived from interaction with the
destination (Baker & Crompton, 2000). Satisfaction normally divides into two categories,
which are overall satisfaction and sub-satisfaction (Fornell, 1992), butbased upon the previous
studies (Burns, Graefe, & Absher, 2003; Wu & Wu, 2009), this research divides satisfaction
into four dimensions: facilities, service, information, and recreation experience, including
overall satisfaction as well.
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(IV) The relationships among destination image, place attachment, and satisfaction

The existing studies have indicated that image affects visitors’ place attachment to a
destination (Lee, 2001; Veasna, Wu, & Huang, 2013). Chiang (2016) pointed out that
destination image has a significant direct effect on place dependence andplace identity.

A review of the consumer behavioral literature reveals that there are relationships among
image, perceived value, satisfaction, and loyalty. Much research has suggested that image has
both direct and indirect effects (through value) on customer satisfaction (Bigne, Sanchez, &
Sanchez, 2001; Chi & Qu, 2008; Lai, Griffin, & Babin, 2009). Furthermore, Lin, Chen, and
Liu (2003) investigated the relationship between destination image and tourists' behavioral
intention on Taiwan's Coastal Scenic Area, indicating images of natural sceneries and social
cultural are the direct antecedent of holistic image and tourists' satisfaction.

Pan, Wu, and Chou (2008) found that the volunteers' activity involvement and place
attachment positively and significantly influenced their satisfaction.

In the field of tourism research, destination image shows to have a positive influence on place
attachment and satisfaction. Place attachment has a positive association on satisfaction.
Similarly, place attachment has been shown to mediate the relationships between destination
image and satisfaction (Wu & Wu, 2009). Based on the arguments above, the following paths
will be tested in the present study.

There are four hypotheses below (Figure 1):
H;: Destination image positively and significantly affected place attachment.
H,: Destination image positively and significantly affected satisfaction.

Hs: Place attachment positively and significantly affected satisfaction.
H,: Place attachment mediates the relationship between destination image and satisfaction.

Destination Image

H

Place Attachment

Figure 1. Conceptual framework
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Methodology
(1) Measurement and operationalization of variables
This study surveys Chinese tourists and investigates the relationships among destination
image, place attachment, and satisfaction; as well as compares the conceptual model with the
one (Taiwanese tourists) conducted by Wu and Wu (2009). After modified the scale developed
by Wu and Wu (2009), destination image was measured with three constructs, natural and
cultural attributes, tourism resource, and infrastructure and environment. A two-dimensional
scale, place dependence and place identity, is used to capture place attachment (Wu & Wau,
2009). Satisfaction scale involves four dimensions: facilities, service, information, and
recreation experience (Wu & Wu, 2009). All items are measured on 5-point Likert scales
ranging from 1 (strongly disagree) to 5 (strongly agree). Finally, data reflected the respondents
socio-demographic and traveling characteristics.

2

(11) Questionnaire administration and sample

Convenience sampling was conducted to collect samples by the tour guides who accompanied
Chinese tourist groups. The 500 questionnaires were delivered from July to December, 2015,
and a total 353 valid questionnaires were collected through face-to-face survey after Chinese
tourists visiting Sun Moon Lake National Scenic Area. The rate of returned questionnaires was
70.6%.

(111) Data analysis

The collected data was analyzed by employing Statistical Product and Service Solutions
(SPSS) 22.0, including descriptive analysis, reliability analysis, test of the significance of
difference, and path analysis. Resulted from the reliability analysis, the Cronbach « value of
destination image, place attachment and satisfaction reach to 0.952, 0.933, and 0.960,
respectively, which show these scales were well reliable (Devellis, 2003).

In order to verify the structural relationships among destination image, place attachment and
satisfaction, Structural Equation Modeling (SEM) were conducted to validate the research
hypotheses.

Results and Discussion

(1) Respondents’ socio-demographic

Among the collected questionnaire, the female accounts for 56.66% while the male accounts
for 38.24%. When it comes to marital status, most of the respondents are married and have
children. Aspect of age, most of them is 21-30 years (22.66%), 31-40 years (21.25%) and
41-50 years (20.68%). Most of the respondents are college (41.64%) in education background.
Most of them work in the service industry (12.18%). Meanwhile, most of them have an
income of RMB*¥2001-3000 (20.11%).

The respondents were mostly female (56.66%), 21 to 40 years old (43.91%), and employees
of the service industry (12.18%). Most were married with children and were university or
college graduates (41.64%). Many respondents had monthly income: RMB ¥ 2001-3000
(20.11%).

After executing t-test and one-way ANOVA, there were significant differences among Chinese
tourists” socio-demographic characters in destination image, and satisfaction. Chinese tourists
who first time visited Sun Moon Lake had better image and satisfaction than those visited the
second time. In addition, tourists traveled with families and group had better destination image
than those who traveled alone.
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(11) Descriptive statistics of variables

This study used descriptive statistics to understand the current status of destination image,
place attachment, and satisfaction perceived by Chinese tourists. In general, the Mean of
dimensions are between 3.61 to 4.25, which means respondents’ perception of destination
image, place attachment and satisfaction are above medium level. In terms of destination
image, tourism resources is highest (Mean=4.25) while infrastructure and environment is the
lowest (Mean=3.87). On place attachment dimensions, place dependence (Mean=3.474) is
higher than place identity (3.469). On satisfaction dimensions, service (Mean=3.91) is the
highest dimension while recreation experience (Mean=3.65) is the lowest. Details in Table 1.

(111) Test hypotheses in the structural model

A confirmatory factor analysis procedure was performed to examine the validity and reliability
of measurement indicators. Reliability was assessed by composite reliability (CR) and squared
multiple correlations (SMC) of items within each construct (Hair, Anderson, Tatham, & Black,
1998), and all the CR values and SMC values were acceptable. The items of each construct
were in accordance with convergent validity and discriminant validity (Fornell & Larcker,
1981).

Table 1. Descriptive statistics of variables

Variables Dimensions Mean SD Overall Mean
Natural and cultural 3,98 0.684

Destination Tourism resources 4.25 0.667 4.92

Image '
Infrgstructure and 387 0.692
environment

Place Place dependence 3.474 0.767 3.47

Attachment Place identity 3.469 0.862 '
Facilities 3.90 0.717
Service 3.91 0.727

Satisfaction Information 3.83 0.740 4.05
Recregtlon 365 0.789
experience

The overall fitness indices are adequate, indicating the final measurement model fits the data
reasonably well. Destination image can be reflected by the three dimensions of destination
image: “natural and cultural”’, “tourism resources”, and “infrastructure and environment”.
There were two constructs to reflect place attachment: “place dependence” and “place
identity”. Satisfaction can be reflected by the four dimensions: “facilities”, “service”,
“information”, and “recreation experience” (figure 2).

After conducting the structural equation modeling, the overall fit of the modified model is
good (GFI1=0.93, AGFI=0.86, SRMR=0.048, NNFI= 0.96, CFI=0.98, PNFI=0.65, PGF1=0.49)
(Hair et al., 1998). The structural equation model showed that Chinese tourists’ destination
image positively and significantly affected place attachment (y1;=0.64; t=8.15), their
destination image and place attachment positively and significantly affected satisfaction as
well (y2;=0.60, t=9.56). In the mean time, place attachment positively and significantly
affected satisfaction (B2;=0.27, t=4.55).
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(1V) Place attachment as a mediator

Destination image is an independent variable while satisfaction is a dependent variable in this
study. Place attachment was found to exert a significant effect in mediating the relationship
between destination image and satisfaction. Baron and Kenny (1986) indicated that mediating
effect has to fulfill all the conditions as follows: 1. independent variable has to influence
mediating variable; 2. independent variables has to influence dependent variable; 3. mediating
variable has to influence dependent variable; 4. the regression coefficient of independent
variable to dependent variable must lower than the regression coefficient of independent
variable to predict dependent variable, or it’s even not significant.

After conducting regression analysis, the first three conditions above were satisfied, and
reached level of significance (Table 2). Moreover, if put destination image and place
attachment in the same regression equation to test the influence to satisfaction, the regression
coefficient of destination image to satisfaction reduced from 0.745 to 0.286, and the power of
explanatory power increased from 0.555 to 0.611. That represented partial influence effect
was replaced by place attachment, and the fourth condition satisfied. Therefore, place
attachment was ensured playing a partial mediator between destination image and satisfaction.

Table 2. Mediating effect verification

Dependent Independent F Beta t-value 2
variable variable (significance) (significance)
Destination 164.989*** 12.845***
Place attachment Image (p=0.000) 0.565 (= 0.000) 0.320
. . Destination 438.265*** 20.935***
Satisfaction Image (b= 0.000) 0.745 (p= 0.000) 0.555
. . Place 214.684*** 14.652***
Satisfaction attachment (p=0.000) 0.616 (= 0.000) 0.380
Destination 0.583 14.432***
. . Image 274.866*** ' (p=0.000)
Satisfaction Place (p= 0.000) 0266 7 080*** 0.611
Attachment ' (p= 0.000)

3t 1 %x*p<0,001

(V) Comparing the conceptual model between Chinese tourists and Taiwanese tourists
This research also compared the same conceptual model conducted by Wu and Wu (2009)
which investigated Taiwanese tourists (Figure 3). The current Chinese tourists model (Figure 2)
revealed that the direct effect of destination image on satisfaction was significant at 0.60 (p <
0.001) while the Taiwanese model was 0.57 (p < 0.001). It seems that the direct effect of
destination image on satisfaction in Chinese tourists’ model was higher than the Taiwanese’s.

On the other hand, Taiwanese model showed that the direct effect of place attachment on
satisfaction was significant at 0.32 (p < 0.001) while the current Chinese model was 0.27 (p <
0.001). The result indicated that the direct effect of place attachment on satisfaction in
Taiwanese tourists’ model was higher than the Chinese one.
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Discussion

This research examined the relationships among destination image, place attachment and
satisfaction in one of the Taiwan’s most popular destination, Sun Moon Lake National Scenic
Area. Results show that the higher the tourists’ perception of destination image, the higher
was place attachment. Thus, destinations that possess the natural and cultural attributes can
elicit tourists’ place attachment. Results correspond to those of Veasna, Wu, & Huang (2013)
and Chiang (2016), and support destination image’s role as an antecedent variable in
predicting place attachment. Therefore, destination image can be considered a strong and
effective predictor of place attachment.

Chi and Qu (2008) and Lai, Griffin, and Babin (2009) indicate that a positive relationship
exists between destination image and satisfaction. These observations are supported by our
study, confirming that the higher the tourists’ perceptions of destination image, the greater the
likelihood that tourists’ satisfaction will prevail. The administrators of Sun Moon Lake
National Scenic Area could enhance destination image through careful marketing strategies
based on this finding.

The results of this study mirror those of Pan, Wu, and Chou (2008), who offered evidence that
place attachment would lead to satisfaction, as did the previous study (e.g. Wu & Wu, 2009).
In other words, tourists with higher attachment to Sun Moon Lake National Scenic Area
would tend to exhibit tourists’ satisfaction.

In the current study, “the natural and cultural attributes” of destination image is the major
source of influence, while the Taiwanese one was “tourism resource” indicating Chinese
tourists came to Sun Moon Lake National Scenic Area due to its natural and cultural attributes,
but for Tainese tourists, tourism resource is what matters most; place attachment is
particularly reflected in place identity for both Chinese and Taiwanese tourists, however, the
Chinese model (0.74) has a stronger reflection than the Taiwanese one (0.57), indicating
Chinese tourists have strong identity emotions toward Sun Moon Lake than the Taiwanese;
and finally, service is the major source of influence for satisfaction in these two population.
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Figure 2. The path diagram of Chinese tourists’ destination image, place attachment and
satisfaction model (this study)
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Conclusion
(1) Theoretical implications and contributions
Chinese tourists’ overall destination image of Sun Moon Lake was very good. They thought
Sun Moon Lake as the destination with beautiful landscape, climatic comfort and quality
lakeside. The place attachment perceived by Chinese tourists was medium; place identity was
higher than place dependence. Overall, Chinese tourists’ satisfaction in Sun Moon Lake was
pretty good. They were satisfied with the service personnel and safety measures.

Results correspond to previous researches (Bigne, et al., 2001; Chi & Qu, 2008; Chiang, 2016,
Lai, et al., 2009; Lee, 2001;Lin, et al., 2003; Pan, et al., 2008; Veasna et al., 2013; Wu & Wu,
2009), and support destination image’s role as an antecedent variable in predicting place
attachment and satisfaction. Therefore, destination image can be considered a strong and
effective predictor of place attachment and satisfaction. In other words, the higher the tourists’
destination image, the higher their place attachment and satisfaction will be. In the mean time,
place attachment was found to exert a significant effect in mediating the relationship between
destination image and satisfaction. The findings are consistent with the results Wu and Wu
(2009) did.

Mainland China and Taiwan has been separated for decades, all the Chinese tourists known
Taiwan’s Sun Moon Lake since their childhoods, but they cannot come for a visit due to
political dispute. Nowadays, the tension between China and Taiwan is decreased and
improved, this study demonstrated that many Chinese tourists were highly attached to
Taiwan’s Sun Moon Lake, perceived it with high level destination image, and satisfied with
their trips over there.

(I1) Managerial implications and contributions

Comparing the Chinese tourists’ model with the Taiwanese one, results sowed the construct of
natural and cultural attributes most reflects destination image. To enhance Chinese tourists’
image and willing to revisit, the management agency of Sun Moon Lake National Scenic Area
needs to plan more deep cultural activities. For instance, to provide interpretation of lake
landscape, eco-environment and aboriginal culture through half-day or one-day itinerary. On
the other hand, execute a policy of separately quantitative management not only Chinese
visitors but also Taiwanese visitors to reduce the tourism impacts and the resources can be
conserved sustainably.

The results show that place identity reflects place attachment more than place dependence.
From political point of view, Chinese tourists’ identity of Sun Moon Lake is very high, which
explains that mainland residents think Taiwan as part of China. Sun Moon Lake was described
as “the biggest lake in Taiwan of our province, located on the mountains near Taichung, and it
is surrounded by mountains, filled with trees and scenic.” in mainland China’s elementary
textbook. China and Taiwan has been separated over six decades, tourists cannot come to
Taiwan due to political dispute. After 2008, allowing mainland tourists to visit Taiwan, and
permit independent travel on June, 2011, they can finally experience the beauty of Sun Moon
Lake.

(ILimitations and future study suggestions

One research limitation should be addressed. The predominant samples of Chinese tourists to
Taiwan are in Group Package Tours. To address this limitation, future studies could examine
Chinese independent tourists to Taiwan to determine whether there are differences given the
different travel modes.
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From political and cultural perspectives, tourists from cross-straits might perceive destination
image, place attachment, and satisfaction differently. Methods of data collection in qualitative
research, such as in-depth interviews and focus groups can be conducted in the future to verify
and validate the quantitative results.
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Abstract

With the transformation of life style and health awareness, people start to care about their
health. They are eager to maintain their healthy habits when they travel, which contributes to
the development of wellness tourism. Related researches show that wellness tourism can bring
profits and stimulate the growth of economy in the world. The purposes of this study are
mainly to find out the critical indicators influencing the development of wellness tourism in
Taiwan, and to map the direction toward the future development of Taiwan’s wellness tourism
market. This study takes advantage of the analytical hierarchy process (AHP) as a method to
analyze the related factors. Besides, a total of 20 surveys are being conducted, and all the data
are collected from hotel managers all around Taiwan.

Keywords: Wellness Tourism, Market Development, Evaluation Model, Analytic Hierarchy
Process (AHP)

Introduction

Tourism industry has become the most representative social and economic indicators in many
countries and provides at least one hundred million job opportunities all over the world (SRI
International, 2013). With the transformation of life style and health awareness, people start to
care about their health. They are eager to maintain their healthy habits when they travel,
which contributes to the development of wellness tourism. As a link to all kinds of specialized
tourism, wellness tourism is a niche segment, which is not only involving different types of
tourism activities, but stimulating economic growth. According to the report of Global
Wellness Institute (2014), the global wellness economy is mainly composed of the following
three parts: wellness tourism, spa tourism, and thermal/mineral springs. In 2013, the economy
of wellness tourism had reached $494 billion, far higher than that of spa tourism ($94 billion)
and thermal/mineral springs ($50 billion). Relevant research indicated that the spending on
travel activities of wellness tourists is higher than that of normal tourists, regardless of
international or domestic tourists. Moreover, the analysis of wellness tourism market shows
that Taiwan has much room for growth, with the evidence of being in tenth place in the Asia
Pacific region (Global Wellness Institute, 2014). This also indicates that the development of
wellness tourism in Taiwan is on the stage of exploration, which may offer new opportunities
and enhance the competitive advantages of Taiwan’s tourism industry.

Objectives
The purposes of this study are to: (1) determine the critical indicators influencing the
development of wellness tourism in Taiwan, (2) analyze the sequence and priority of the
indicators, (3) establish an evaluation model for the market development from the industry
experts, and (4) map the direction toward the future development of Taiwan’s wellness
tourism market.
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Methodology

This study presents the analytical hierarchy process (AHP) as a potential decision making
method. The AHP can be very useful in involving several decision-makers with different
conflicting objectives to arrive at a consensus decision, and scores are given by experience of
experts to represent judgmental objects. From viewpoints of many experts, the membership
functions of judgment criteria for all sub-items will be built, and then the grade value by data
of missile performance can be calculated. The details are as follows: firstly, in order to build
up the hierarchical structure of evaluation criteria, the appropriateness of each competence
indicator was developed through the review of the literature. Also, modified Delphi method
was adopted to extract opinions of experts, scholars and government officers for ensuring the
validity of each evaluation criteria. Secondly, the AHP questionnaire was completed based on
the hierarchical structure, and it is mainly divided into four dimensions, including “The
attractive power of resources,” “The capabilities of management,” “The capabilities of
promotion,” and “The potential of market development.” Besides, each dimension is made up
of 4 indicators, with a number of 16 dimensions in total. Thirdly, a total of 20 surveys are
being conducted, and all the data are collected from hotel managers all around Taiwan. Finally,
the AHP method will be employed to calculate the relative weight, and to determine the
sequence of importance between all the indicators. The AHP implementation steps will be
simplified by using the ‘Expert Choice’ professional software that is available and designed
for implementing AHP.

Discussion & Significance

The study explores the key indicators for market development and giving the future direction
of Taiwan’s wellness tourism market from the viewpoints of domestic hotel managers, in
order to make up for the limited research on wellness tourism in Taiwan. From a supply
perspective, this study will not only exemplify the critical indicators of developing wellness
tourism, but find out the effective product and service model. It may bring considerable
revenue for the industry in addition to meeting the needs of customers. It is also anticipated
that the model/the key indicators could be as the considerable and referent framework for the
stakeholders such as hotel authorities, management and academics, and be served as a guide
of market development for wellness tourism in Taiwan. The use of the AHP method is
appropriate and plays a significant role in reducing the time taken to solve problems and
improving the group decision making in digging out the key factors influencing the
development of wellness tourism in Taiwan.
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Extended Abstract

Tourism education plays a crucial role in improving knowledge and skills of students. This
requires the use of diversified teaching methods (Deale, Nichols, & Jacques, 2009). Teaching
and learning methods have been found by many researchers as important factors for the
quality of students’ learning (Nield, 2004), because proper methods can create a positive
teaching and learning environment (Han, Ng, & Guo, 2015), stimulate students’ motivation to
learn (Bethell & Morgan, 2011), and improve students’ final learning outcomes (Cho,
Schmelzer, & McMahon, 2002). To date, much research focuses on the feasibility and
applicability of some teaching methods in tourism and hospitality courses (Okumus & Wong,
2004). However, little research systematically summarized the teaching methods in this area,
especially in a China context. Because of the influence of culture on teaching methods (Baron,
2004; Su, 2012), their application in China tourism education is worthy of investigation.
Meanwhile, previous research tends to assess the effectiveness of teaching methods in a
general way (Gilmore, 1992), little research specifically measures teaching effectiveness in
tourism education. Thus, this study attempts to develop a scale of teaching effectiveness.
Furthermore, not many researchers have paid attention to the relationships between teaching
methods and learning effectiveness. This gap is also to be addressed in the current paper.

This research attempts to investigate the usage of teaching methods in tourism education,
develop a measurement scale for teaching effectiveness, and examine the relationship between
usage and effectiveness of teaching methods. Two studies were conducted. Study | was carried
out in a hospitality management school in Hong Kong. A total of 189 students were asked to
evaluate the frequency of use and effectiveness of 28 teaching methods, which were derived
from a comprehensive review of the tourism and hospitality literature. A 5-point Likert Scale
was used from “strongly agree” (=5) to “strongly disagree” (=1). Frequency-effectiveness
matrix was drawn based on the data analysis and suggestions on the usage of teaching
methods were given. Meanwhile, the means of teaching effectiveness of teaching methods
across different groups (e.g., gender) were compared using t-tests or ANOVAs. Implications
were derived accordingly.

Study Il was conducted in a tourism school in Mainland China. Nine teaching methods that
are commonly used in tourism education were drawn from previous research. The usage of
these methods were also confirmed by 6 experienced lecturers in the tourism school. Of
course, these 9 methods were included in the set of 28 methods in Study I. To measure
students’ perceived learning effectiveness, 12 items were adopted from previous studies. The
12 statements were then confirmed in in-depth interviews with 10 students and 4 lecturers.
Based on this, a survey was conducted and students were asked to evaluate the frequency of
use of the methods, from “always” (=5) to “never” (=1), and give their agreement to the
learning effectiveness (from “strongly agree” to “strongly disagree”). Finally, 197
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questionnaires were collected. Exploratory factor analysis was then performed with the data
and two factors of learning effectiveness were identified, namely, “learning attitude and
knowledge acquirement”, and “subject assessment”. In addition, group comparison was
conducted and the results indicate that significant differences in means of learning
effectiveness exist among the 4 “year of study” groups. Also, two multiple regression analyses
were performed, with the two factors of learning effectiveness as the dependent variables and
teaching methods as independent variables. The results show that 4 methods (e.g., quizzes)
significantly influence “learning attitude and knowledge acquirement” and 3 methods (e.g.,
material reading) significantly affect the level of “subject assessment”.

As 9 teaching methods in Study | and Study Il are the same for measuring frequency of use,
t-test was used to compare the usage of these methods between Hong Kong lecturers and
those in Mainland China. The usage frequency of 6 methods (e.g., case study) were found
significantly different between the two groups. Of course, whether this is caused by cultural
differences needs further investigation. The learning effectiveness cannot be compared
statistically between the two studies, but findings of the two studies were reviewed. Tourism
educators need to understand students’ perceptions of learning effectiveness and adopt
effective methods accordingly. Implications were discussed for tourism education based on
findings of the present research and future directions were also given.
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Abstract

The purpose of this study is to identify some potential attributes of training and possibly the
effective training methods for Generation Y (Gen Y)—the rising stars in the hospitality
workforce and changes in human resource management paradigm that will be required to revise
the training design to suit their special work-related characteristics, attitudes and behavior in
order to motivate them to achieve the goals of the hospitality organization. Fiftyone students
currently studying two-year higher diploma hospitality program in Hong Kong were invited to
participate in the study. A qualitative methodology was employed and six individual focus
groups pertaining to the participants’ internship and part-time experience were arranged in order
to determine their similar work-related characteristics and preferable training attributes and
methods. We found that those participants share some similar characteristics at work and
preferences in training (1) desire for freedom and fairness, (2) look for change and have a low
tolerance for boredom, (3) prefer hands-on coaching and mentoring than technology-based
training, (4) share a common poor time management characteristic, (5) not only focus on
academic qualification but also work performance. The findings will significantly help
hospitality employers especially the human resource practitioners preliminarily recognize the
importance and benefits of training Gen Y employees in an easier and more effective way by
understanding their characteristics at work.

Keywords: Generation Y, Human Resource, Training, Training Attributes, Training Methods,
Workrelated Characteristics.

Introduction

Hong Kong has been ranked as one of the top traveling destinations in the World Tourism
Organization's list since 2000 (Song, Wong, & Chon, 2003). The hospitality and tourism
industry became one of greatest growing economic sectors in Hong Kong (Song et al., 2003).
Due to the people business in nature, the hospitality industry is chronically lacking in quality
labor and suffering from labor shortage (Bonn & Forbringer, 1992; Solnet & Hood, 2008).
Therefore, it lies at the heart of training in order to overcome these problems. At the same time,
training workforce has progressively become more diverse in gender, race, culture and
generation—the entry of Generation Y (Gen Y) into the latest employment, accounting for over
ten per cent of the global employment and over five per cent of the city total population in Hong
Kong (Cheng, 2008). With an exponential increasing demand, the training of Gen Y hospitality
employees has posed a great challenge for human resource management practitioners because
these newcomers are very much different from the previous generations (Baby Boomers or
Generation X) in terms of their work-related characteristics, attitude and behavior (Baum, 2002;
WTO, 2000).

Gen'Y has been portrayed as a problematic group of employees in the workplace (Martin, 2005;

Solnet & Hood, 2008). First, the hospitality industry is characterized by a high turnover rate
since employees can easily find a similar job at another establishment. Gen Y employees are
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particularly fitting in this nature according to their common work-related characteristics—low
responsibility, low toleration of boredom and a strong need for freedom. Moreover, they prefer
to compare employers and employment conditions and constantly seek for a better job
opportunity (Streeter, 2007). Secondly, Gen Y is poorly described as a group of demanding
employees because they desire to be shown respect and given responsibility from the early stage
during their employment but they are not willing to contribute for years to receive any
significant rewards from their employers(Martin, 2005). In other words, they are impatient but
they want their effort to be recognized immediately(Gursoy, Maier, & Chi, 2008). Thirdly, Gen
Y is also widely perceived to be the “rebellious" group at work because they don’t like to be told
what to do(Solnet & Hood, 2008). Most of the Gen Y employees like to ask many questions and
take challenges but they are less obedient to the management hierarchy(Martin, 2005).

Regardless of these misunderstandings, Gen Y employees can be changed from high
maintenance employees to high productive employees. Once understanding their workrelated
characteristics, human resource managers can do more in training design and customization to
increase their productivity, morale and retention by giving them what they need to thrive and
grow. For example, Gen Y employees are more comfortable in an informal setting than formal
meetings. One-on-one mentoring would be beneficial by providing them with more efficient
resources, tools and feedbacks they need to progress. Furthermore, giving Gen Y employees
with immediate compliments and recognitions to their great performance, training can be tied
with rewards and incentives in order to improve their personal accountability and ownership of
the company. Some latest reports show that employers who value human capital and adopt
effective training in pursuit of employee retention would outperform those who invest heavily
in new product and services(Moncarz, Zhao, & Kay, 2009). Ideally, tenured workforce not only
reduces recruiting and hiring costs associated with high turnover but also improves productivity
with sustainable competitiveness and profitability in a long run (Moncarz et al., 2009).
Therefore, the benefits of developing an effective and efficient training program for Gen Y
employees are evident.

What is the "perfect” training for Gen Y in the hospitality industry? Generally speaking, training
provided today by most of the hospitality organizations often come across some standardized
hospitality training courses available for people who are waiting for jobs to become available in
other labor markets, or are studying for a career in another industry (Finegold, Wagner & Mason,
2000). It is believed that there is relatively limited training customized to the preferences and
needs of the Gen Y employees. Usually, in order to lower the training cost traditionally caused
by the high turnover rate in the hospitality industry, the effectiveness of training fails to attract,
motivate and retain Gen Y employees (Solnet & Hood, 2008). Honestly, developing an effective
and efficient training program for Gen Y employees requires a thorough study about their needs
and wants. Since early 20th century, scholarly research investigations have been focusing
largely defining Gen Y as well as their attributes in the workplace. Interestingly, special training
or attention needed to prepare Gen Y to work in the hospitality industry was barely mentioned.
There are few related practical studies done to investigate the challenges and strategies of
training Gen Y medical employees, business students, working nurses and
accountants(Eckleberry-Hunt & Tucciarone, 2011; Kehrli & Sopp, 2006; Lower, 2008;
Polimeni, Burke, & Benyaminy, 2009; Yeaton, 2008). However, there is yet any research given
serious consideration to the specific human resource strategies and guidance needed to train
Gen Y employees in the hospitality industry while the industry is constantly facing changing
employee demographics, a shortage of skilful labor as well as a downgrade in service quality.

80



HONG KONG 2016

To address this gap in academic knowledge, it is a need in this paper to rigorously study and
investigate the relationship between “the truth and the reality”—the existing proposed
workrelated attributes of Gen Y and training methods recommended by a series of related
studies and the opinion retrieved from the current Gen Y students, who participated in our focus
groups and shared about their satisfaction and preference of training according to their previous
hospitality work experience. The details of the measuring instruments and the data analysis
pertaining to the focus group are given later in the paper. With the final findings, this paper
could potentially shed new light on human resource management in hope to facilitate and foster
the development of more suitable and better-designed training programs for Gen Y employees
in the hospitality industry in the near future.

Literature Review

Definition of Generation Y

There are many definitions of Gen Y in the previous studies. According to Connor, Shaw, Shaw,
and Fairhurst (2008), they described Gen Y are people who were born in a wide range of dates
from 1977 to 2003. Other defined them who were born between 1980 and 1999(Madera,
Kapoor, Kapoor, & Solomon, 2011). There are always many definitions over the actual age
ranges of Gen Y, it is generally agreed to refer Gen Y to people who were born between 1979
and 1994 with a separation into two waves, while the first wave born between 1979 and 1985
and the second wave born after 1986 (Martin, 2005; Solnet & Hood, 2008). Sometimes,
Generation Y has also been mixed-used or so-called the “Millennials”, “The Net Generation”,
the “Echo-Boomers”, the “iGeneration”, the “Me Generation”, the “Generation-D(digital)”, the
“Generation www”, the “Generation E and so on (Feiertag & Berge, 2008, p. 457; Martin, 2005,
p.40). Sometimes, Gen Y was proud to present themselves the “Wannabees”, the “Feel-Good
Generation”, the “CyberKids”, the “Do-or-Die Generation”, and the “Searching-for-an-Identity
Generation.” (Martin, 2005, p.40). No matter what they were called or perceived, Gen Y people
are believed to have grown up in a relatively affluent and prosperous economic environment
with a low unemployment rate but a high information technology exchange(Solnet & Hood,
2008).

Characteristics of Generation Y at work

Compared with the previous generations—Generation X (Gen X) at work, Gen Y employees
share a remarkable similarity—they embrace the use of technology in a seamless and effortless
way (Connor et al., 2008). Gen Y is regarded as “the most technically literate, educated and
ethnically diverse generation in history” (Eisner, 2005, p.6). One study shows that they react
positively with e-learning (Allerton, 2001). Other studies describe them socially active,
collaborative, team oriented, confident, independent and individualistic, selfreliant,
entrepreneurial and they seem to value friends and family more over work (Crumpacker &
Crumpacker, 2007; Martin, 2005). Despite the fact that being independent is what they perceive
themselves are but they are persistently seeking social support, approval and praise
(Crumpacker & Crumpacker, 2007). At work, they would like feeling included and having their
opinion listened to (Szamosi, 2006). Technically, they prefer to work with freedom and
flexibility so that they like to accomplish their job tasks individually at their own pace (Martin,
2005). They are exceptionally good at multitasking and willing to take challenges by working
under pressure (Freifield, 2007; Shih & Allen, 2007). However, they are weak at time
management and micromanagement (Martin, 2005). Treuren and Anderson (2010) emphasized
that Gen Y employees are constantly looking for professional growth with a desire to reconcile
their various life interests through work-life balance. Sayers (2007) and Sheahan (2005) both
suggested that Gen Y inclined to show a strong need for relevant, interactive, personalized and
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entertaining training which may imply a shift from higher level conceptual training courses
towards an effective, practical, vocational and work based hands-on-training.

Moreover, Gen Y is usually perceived to be a group of demanding employees. Treuren and
Anderson (2010) in their study particularly describe them: “they are ambitious, hardworking,
transitional, savvy and reward driven. Basically, these workers want more and they want it
faster. Gen Y expects perks like higher salaries, constant challenges and a changing and diverse
workplace environment” (p.50). Martin (2005) confirmed with the above statement that Gen Y
demand changes and they would seek out opportunities where they can learn new skills and
gather helpful experience. Meanwhile, they have been wrongly labelled as "high maintenance
employees” because they are not afraid of expressing their opinions and dare to challenge their
bosses (Earle, 2003; Knight, 2000; Martin, 2005). The greatest problem Gen Y employees are
having in the workplace is that they believe that they are not respected or appreciated due to
their young age (Chen & Choi, 2008). In light of contribution, they are likely to put effort into
something worthwhile, thus to wish to have their contribution recognized at the beginning
(Solnet & Hood, 2008). Hence, they are always looking for instant rewards (Martin, 2005; Paul,
2001). They tend to question what kind of the value or reward they can obtain or learn today
rather than tomorrow. Martin (2005) pointed out that organizations that do not offer
personalized training, career paths and effective training measurement should pay more close
attention to the needs of these Gen Y employees.

Development and Proposition of Training Attributes and Methods for Generation Y

There are few preliminary studies trying to identify some general work-related characteristics
of Gen Y employees and offer their respective training solutions and strategies in different
settings and scenarios. Most of them are not conducted in the hospitality sectors but Connor et
al. (2008) took advantage on a McDonald’s case study done by Furnham (2006). The authors
not only captured the work-related characteristics from the 100 Gen Y employees working in
the company but also analyzed the findings according to the conversations with their parents,
managers, co-workers, friends and teachers. The study suggested that a tailored training
combined with the use of multimedia and technologies would be more effective than other
training methods (Connor et al., 2008). Meanwhile, an early assignment of mentoring and
coaching will be particularly helpful to create a sense of secure and social support for Gen Y
employees (Connor et al., 2008). In addition, development of the Communities of Practice
(COP): “groups of Millennials from across the organization meeting to share information with
colleagues who have similar issues and challenges” would be suggested to handle and reinforce
knowledge transfer and mentoring relationship (Connor et al., 2008, p.376). With an emphasis
on Gen Y’s need for entertainment, use of technology, high flexibility as well as instant
feedback, the customized training needs to take these characteristics into account in order to
guarantee a positive training result and satisfactions (Connor et al., 2008).

Lower (2008) explores several work-related characteristics, core values, attitudes, strengths and
weaknesses regarding Gen Y working nurses. The study reveals that the Gen Y nurses are
confident, team-oriented and technology efficacy but they report obstacles in training with the
healthcare facilities. The underlying training attributes of Gen Y nurses encourage human
resource manager to provide orientations in advance to address the working issues to help
cushion the shock and acclimatize them into the work culture (Lower, 2008). COP and
mentorship are also mentioned in this study to enable Gen Y nurses to bond, share, and learn
from each other (Lower, 2008). Furthermore, Gen Y sees themselves as idealists but they
respond well to feedback and suggestion, supervisors should constantly review and discuss
work performance with them on an ongoing basis (Lower, 2008). The study also points out that
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Gen Y nurses are not attentive readers and thus constant sitting and reading are not
recommended during the training (Lower, 2008). It also suggests that training should provide
with some mini-breaks in every 15 minutes and have trainees doing something unexpected.
(Lower, 2008).

Kehrli and Sopp (2006) made recommendations to the current strategies towards the training of
Gen Y employees in business. Overall, the advices are respectively “No Formal Mentoring”,
“Accept Technology" and "Give Them the Remote Control"(Kehrli & Sopp, 2006). First, the
authors believed that a lot of mentors and managers didn't show a genuine and sincere attitude
to help Gen Y employees to grow by refusing to answer questions and fulfilling their curiosity
during the mentorship. If mentors or managers turned them down by saying” That's just how we
do things around here" or "Are you challenging my authority?”, they would quickly lose Gen
Y’s respect and loyalty (Kehrli & Sopp, 2006, p114). It is suggested that mentoring should be a
sincere and personal touch between the mentors and the employees with no suspicion or play
the power game. Secondly, employers should embrace the advantages of technology to help
Gen Y employees to understand job instruction or stay in communication at work to increase
their accountability, for instance, sending emails to confirm their progress or double check their
"to do™ list in their smartphones. (Kehrli & Sopp, 2006). Finally, giving Gen Y the remote
control on decisions such as training or developing options in a parameter would provide them
with autonomy and empowerment (Kehrli & Sopp, 2006).

Yeaton (2008) has done a study towards recruiting and managing Gen Y accountant. The author
suggested that this group of professionals owns a strong sense of morality and civicmindedness
and they tend to be more ethnically diverse than the previous generations (Yeaton, 2008).
However, some interesting findings such as viewing the computer as a part of life and internet
presence for potential recruits as well as increase emphasis on website development and
maintenance may be the reason to influence the Gen Y work-related characteristics (Yeaton,
2008). It is confirmed significantly that Connor et al. (2008) Kehrli and Sopp (2006) and Yeaton
(2008) have numerously emphasize the importance of applying technology in the training for
Gen Y. Also, Yeaton (2008) study claims that Gen Y needs explicit instructions to focus on
only one task but they can actually handle simultaneous multiple tasks very well (Yeaton,
2008).

Different from the above authors, J. Eckleberry-Hunt and J. Tucciarone (2011) investigated in
some relevant literature and they concluded that educating and training Gen Y medical students
should concentrate on 4 major areas: “Interactive teaching with technology”, “professionalism”,
“mentoring (or parenting)”, and “communication and feedback™ (p.458461). This study verifies
most of the findings above and reflects the core work-related characteristics of Gen Y. Their
study suggested that teachers should not rely on lectures as a primary teaching method but
incorporate  multimedia with audience participation and case discussions (Jodie
Eckleberry-Hunt & Jennifer Tucciarone, 2011). External rewards, immediate feedback, praise
and forming mentoring relationship would be highly encouraged and trainer or managers
should function as parents figure to help Gen Y grow in a secure and friendly environment

(Jodie Eckleberry-Hunt & Jennifer Tucciarone, 2011).

Polimeni et al. (2009) study has brought the state-of-art to light in Gen Y training and recruiting.
They have done a study similar to Yeaton's (2008) by looking for the Gen Y accountant's
potential work-related attributes and they saw that Gen Y was somehow spoiled by their parents
and they were focused on building their self-esteem rather than the importance of hard work and
success(Polimeni et al., 2009). To suit the needs and wants of Gen Y, some accounting firms
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have started to incorporate simulations into their recruiting and training measurement (Polimeni
et al., 2009). Using social networking site like Facebook would help trainers to spread their
message to the Gen Y individuals (Polimeni et al., 2009). Moreover, the usage of computer
simulations provides Gen Y accountant the opportunity to practice real-life tasks and skills in a
safe, fully engaged learning environment compared with traditional instructor-led training
(Polimeni et al., 2009). For example, KPMG, one of the largest accounting firm combined high
technologies with hands-on experience fostered excitement in Gen Y professionals and keep
them highly engaged in the training process (Polimeni et al., 2009). The ability of simulation to
provide additional feedback after a user has attended training sessions, enhanced its
effectiveness as a learning tool (Polimeni et al., 2009).

Having summarized the findings from the above studies, the potential work-related
characteristics, training attributes and recommended training methods for Gen Y are refined
and listed respectively below:

Gen Y Characteristics at work:

«  Astrong sense of morality «  Conducting professional behavior at work
«  Astrong need for freedom «  Being curious and asking questions (Why
«  Being flexible am | doing this?)
«  Being autonomy & independent - Being digital native & technology literate
- Being creative « Using degree skill (skills that can be
- Being immediate learned at school or through higher
«  Valuing intelligence and innovation education)
- Being social conscious « A need for variety in work
- Being multitasking «  Valuing Education
« A good team player and enjoying « A need for guidance and direction
collaboration start
« A lowtolerance for boredom « A strong sense to be shown respect and
«  Looking for frequent feedback and praise
suggestions « A need for social interaction within the
. Adesire for reward or recognition at organization
the -  Preferring informal  setting and
- Daring to express themselves communication
- Being not fixate on status and - Being less responsible for personal
hierarchy growth
. Willingness to take challenges «  Being skeptical about corporate loyalty
. Taking opportunity to learn newskills ~ +  Looking for changes
«  Being goal and achievement oriented - Poor micromanagement

«  Poor time management
« Being impatient with a short attention
span
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Gen Y Preferred Training Characteristics:
«  Provide immediate and summative feedback frequently

«  Use praise and positive comments

«  Give consistent message based on behavior result

«  Allow them to practice on their own

«  Welcome discussion and questions

«  Give early assignment of mentoring and coaching

- Show steps by steps with face-to-face training to reinforce the result
«  Encourage collaboration and innovative approaches

«  Provide a sincere but informal mentorship

-  Demonstrate Open Door Policy (Listen to their comment and suggestion)
- Show the company care for their personal value and development

«  Schedule monthly mentoring with detailed guidance

Recommended Training Methods for Gen Y-

- Orientation: A training is usually organized at the start of a job (a group of people
gathering for a specific purpose and it can be any forms).

«  Mentoring: It can be Communities of Practices (COP), group discussions, workshops,
Speeches or Seminars (one to one or one to many).

«  E-Learning: It can be computer simulation or web-based online courses.

- Blended Training: It is a customization of training combined with the use of technologies
and multimedia.

«  Hands-on Coaching/On-the-Job training/Hands-on-the-job training (one to one or one to
many)

-  Training courses (traditional classroom-based lecture)

Methodology

In order to identify the Gen Y’s similar working characteristics and preferred training attributes
and methods. The literature review was used as a basis to employ a qualitative methodology in
six individual focus group interviews. The population under investigation consisted fifty-one
interviewees who born in the early 1990s and currently studying in a twoyear higher diploma
hospitality programme in Hong Kong. They participated in the focus groupspertaining to their
internship and part-time experience. Data was collected on the students' perceptions on what
they considered to be ideal trainings in hospitality. The interviews were conducted using
informal discussion method with two structured open-ended questions: 1. what are the major
characteristics of Gen Y at work? 2. what are the major characteristics of training method or
content that Gen Y would seem to prefer, or trainer would anticipate a more effective result
from Gen Y after the training? In order to improve the quality of the interviews, the
interviewees were encouraged in good communication and provided a freedom in discussing to
all respondents. All interviews were conducted refer to funnel questioning techniques (Chisnal,
1986): Step one —motivate interviewees that why we are asking the questions. Step two — open
a neutral question to get non-specific and unbiased information. Step three — open a leading
question to get specific and biased information. Step four — summary and gain commitment
with closed questions. The discussion was started on the broadest possible level and then
gradually narrowed down through progressively more restricted channels. All interviews were
recorded for coding purpose.
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Results
The production of quantitative frequencies from the original qualitative data was achieved by
using Microsoft Excel after coding. The results were found and revolved around the following
themes.

Figure 1. Gen Y Personality at Work
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Figure 2. Gen Y Preferred Working

Figure 3. Negative Comment about Gen'Y
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Finding 1: The study prominently shows the desire for freedom, flexibility and fairness of Gen
Y’s personality at work.

Finding 2: Gen Y looks for change, are willing to learn new skills and have low tolerance for
boredom. Furthermore, the students do not agree that strong sense of morality, value
intelligence and dare to express themselves are representative characteristics of them.

Finding 3: The students prefer hands-on coaching and mentoring (one-on-one based) than
technology-based training. The finding also implies a strong sense to be shown respect and
praise in social interaction within organization is desired by Gen Y hospitality employees.
Finding 4: Poor time management is a common negative characteristic about Gen Y at work.
Flexible environment is desirable.

Finding 5: Working environment is not only focusing on academic qualification but also
work performance is preferable.

Discussion

Gen Y hospitality students prefer hands-on coaching and one-on-one mentoring. Moreover,
they are willing to take a flexible time arrangement. Preferably, the mentor provides suitable
teaching measures for each individual with a learning environment that provides social
interaction between learners and facilitators. It will be ideal for the students if the employer
provides the freedom for them to choose and/or change their curriculums of learning, also
recognizes the work performance than academic qualification. On-the-job training is the most
preferable training method but it needs more recognition. The study result shows a significant
difference in nowadays teaching and learning practice in hospitality education.
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Abstract
The purpose of this paper is to investigate Chinese college students’ experience in the
volunteer travel using qualitative research method. 11 college students who had participated in
volunteer programs were interviewed and content analysis was used to analyze the recorded
data. Based on a model of hierarchy of volunteer tourism experience, this study found that: 1)
the involvement level of the college-student volunteers are from low to high; 2) There are four
hierarchies of volunteer tourism experience: Utilitarian experience, Social and cultural
experience, Impact on values, and Self- identity. 3) Volunteer tourists with comparatively low
involvement gain utilitarian and social& cultural experience, and volunteer tourists with
comparatively high involvement gain impact on values and self-identity experience. Research
and application recommendations are also discussed.

Keywords: Volunteer Tourism, Volunteer Experience, Tourist involvement, Chinese College
Students

Introduction

Voluntourism is a hybrid of “volunteer” and “tourism”. According to www.voluntourism.org,
voluntourism refers to voluntary service experiences which needs travelling to a destination to
perform one's service. And this service would be integrated with traditional elements of travel
and tourism, like arts, culture, geography, history, and recreation (Voluntourism.org).Wearing
regards voluntourists as volunteers who undertake holidays in anorganized way which might
involve “aiding oralleviating the material poverty of some groups in society, therestoration of
certain environments, or research into aspects of society or environment” (Wearing, 2001).
Currently, volunteer tourism is well programed in developed countries, and it’s popular among
citizens who are ever involved in it or interested in it. In western countries, the study of
volunteer tourism has grown significantly over the past 20 years, mainly focusing on the
motivation of volunteer tourism(Wearing, 2001; Sin, 2009; Tomazos& Butler, 2012), the
experience of volunteer tourism(Wearing, 2012; Mcintosh& Zahra, 2007), and the
macroscopic influence of volunteer tourism(Mclntosh& Zahra,2007; McGhee, 2007;
Guttentag, 2009; Sin,2009; Palacious, 2010). There are also studies on the volunteer tourism
organizations (Coghlan, 2007; Wearing& Lyons, 2008; Palacios, 2010).

In China, volunteer tourism is still in its early stage. Yuanyuan Zong regards volunteer tourism
as a kind of new tourism in China. As she found that responding to the call of volunteer NGOs,
backpackers get acquainted with tour pals via social network to travel to remote areas in
China to help the vulnerable people (Zong, 2012). Since in China less people participate in
volunteer tourism, present studiesmainly focus on macroscopic field, for instance, the status
of volunteer tourism in China, the impact of volunteer tourism and the behavior pattern of
volunteer tourists (Tang, 2004;Dai, 2009; Zong, 2012). There are relatively few studies of
volunteer tourists’ own perspectives on their travel experience. Based on the development of
volunteer tourism and researches about it in China, this paper focus on the volunteer tourists’
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own perspectives on their travel experience. We choose the main part of this group—college
students as our research object.

Literature Review

2.1 Volunteer tourism

Wearing (2013) reviews different aspects of volunteer tourism, including pre-trip motivations,
the role of volunteer tourism organizations, and volunteer tourism experience. Zong (2012)
inductively explains the situation of volunteer tourism in China, focusing on the volunteer
tourism motives, experiences, host community response, volunteer tourism organization, and
macroscopic impacts. Dai (2009) found that upgrade motivation is the primary motivation of
the volunteer travel among Chinese college students, and that external factors—for instance, a
lack of public attention paid and publicity to volunteer tourism in China—impact significantly
on a volunteer tourist’s behavior pattern. These papers introduces the current studies of
volunteer tourism in the western countries and China.

2.2 Volunteer tourism experience

Volunteer tourism experiences are very diverse, and volunteer tourist’s experience can be
influenced by many factors, such as the personal situation of the tourists, program design of
volunteer tourism organizations, and the social condition of the host communities. Wearing
(2013) summarizes three aspects of volunteer tourist’s experience. He illustrates that volunteer
tourism experience is personal experience which meets people’s needs of seeking adventures,
and satisfies people’s intrinsic motives; it’s the experience of interacting and benefiting the
host communities; it’s the experience which helps the tourists reshape their worldview and
values (Wearing, 2002). Zong (2012) studies the different situation of volunteer tourism of
China and western countries, illustrating that under different cultural backgrounds the
volunteer tourism experience can be significantly different. In her research she categorizes
volunteer tourism experience into five different types: study and educational experience;
social and affectional experience; pilgrimage experience; self-reflection and self-inspection
experience; work and leisure (Zong, 2012).

2.3 Tourist involvement

Caruana et al (2014) studied tourist’s responsible tourism, and built a multi-dimentionality of
responsible tourism model to map positionality of responsible tourists, describing the
experience