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ABSTRACT

Nowadays, in Malaysia the number of halal hotel is increase annually due to
effect of Islamic tourism in Malaysia. Nevertheless,the declining of employee rate
that work in hotel industry is decrease annually. Therefore, there is an issue related to
employee satisfaction that affect the employee rate in the Halal hotel industry.
Employment satisfaction is essential to guarantee that all the other factors within the
organization operate effectively. Therefore, the more satisfied the employee is, the
more productive the work. For that reason, the purpose of this research was to
determine factors that influence job satisfaction at the Halal hotel. The main
objective of this research is to study the relationship between work environment,
reward, training, supervisor support and job satisfaction in the Halal hotel industry.
The results indicate that job satisfaction on halal hotel are determined by work
environment, reward, training and supervisor support. Overall, in this research
findings, the work environment is the most influence and has resulted in a significant
on the job satisfaction among employee with a value of 0.000. The collected data

will be analysed, interpreted and discuss in this research.

Keywords: Islamic Tourism, Work Environment, Reward, Training, Supervisor

Support, Job satisfaction, Halal hotel Industry, Melaka
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ABSTRAK

Pada masa kini, di Malaysia jumlah pematuhan Halal meningkat tahun demi
tahun disebabkan kesan pelancongan Islam di Malaysia. Walau bagaimanapun,
penurunan kadar pekerja yang bekerja di industri hotel berkurangan setiap tahun.
Oleh itu, terdapat satu isu yang berkaitan dengan kepuasan pekerja yang
mempengaruhi kadar pekerja dalam industri halal hotel . Kepuasan kerja adalah
penting untuk semua organisasi dan penting untuk memastikan operasi yang
berkesan dari semua faktor lain dalam organisasi. Oleh itu, lebih puas pekerja,
semakin produktif kerja. Atas sebab itu, tujuan kajian ini adalah untuk menentukan
faktor-faktor yang mempengaruhi kepuasan kerja di halal hotel. Objektif utama
kajian ini adalah untuk mengkaji hubungan antara persekitaran kerja, ganjaran,
latihan, sokongan penyeliaan dan kepuasan kerja dalam industri halal hotel. Data
untuk kajian ini akan dikumpulkan dengan menggunakan soal selidik dari 135
responden di halal hotel di Melaka. Keputusan menunjukkan bahawa kepuasan kerja
di hotel halal ditentukan oleh persekitaran kerja, ganjaran, latihan dan sokongan
penyelia. Secara keseluruhan, dalam penemuan kajian ini, persekitaran kerja adalah
vang paling berpengaruh dan telah menghasilkan kepuasan kerja yang signifikan di
kalangan pekerja dengan nilai 0.000. Data yang dikumpulkan akan dianalisis,

ditafsirkan dan dibincangkan dalam kajian ini.

Kata kunci: Pelancongan Islam, Persekitaran Kerja, Ganjaran, Latihan, Sokongan

Supervisor, Kepuasan Kerja, Industri Halal Hotel , Melaka
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CHAPTER 1

INTRODUCTION

1.0 Introduction

In chapter one explains a brief summary of the study presented by this researcher.
This chapter is about the background studies of Halal hotel and job satisfaction
among employee. Besides that, it also tell about the Islamic tourist Malaysia, Islamic
tourism centre and Halal hub. In this chapter also explain the problem that had faced
by the Halal hotel industry. Next, the study also consist the research objective,
research question and scope of study. Lastly is about the significant of study. This

researcher also explicates the definition term of this research.

1.1 Background

Halal hotel is still process of early state in Malaysia, this hotel established by
Halal Malaysia portal in creating the concept based on Halal principle and the hotel's
performance is a very important contribution to the economic growth of the tourism
sector (Pitra and Persiaran 2018). In today competitive and global environment, the
awareness of image about Halal hotel is very important among the Muslim tourism
that come to Malaysia. As stated in Jabatan Kemajuan Islam Malaysia (2015) the

halal industry which content of halal food, logistics, consumer goods and Food Hotel



as well as in services become important by many countries especially Malaysia. In
order to meet high quality service and customer satisfaction in hotel industry, the
organization need to understand the factor that influence the satisfaction on employee

that work in Halal hotel industry.

Although, there are similarities between the concept of Muslim Friendly
Hospitality Services and Halal Hospitality services, there are some significant
differences. The Halal hotel have benchmarked upon certain standards and audited
periodically and conform to the standards. Such as MS2610:2015 is Services for
Requirements, MS1500:2009 is Halal Food for Production, Preparation, Handling
and Storage. MS1900:2005 is Quality Management System for requirement from
Islamic Perspective (Jais.A.S 2016). As reported by Karim, Ahmad, & Zainol, (2017)
Halal hotel reviews have appointed Halal managers to carry out and control all halal
principles and activities in hotel operations, but there are no Halal managers at
Islamic hotels as they rely on the Islamic Manager without assigning any special
posts to control the operations of the hotel. Islamic hotel and Halal hotel adhering to
halal concepts have the attraction of hotel marketing teams, a marketing strategy that
will help organization to gain more customers, who really want need of halal concept
and experience. For the Halal hotel there have a several concept such as operation
that need halal food, separate floor for staff. While for design and interior is about no
red-light entertainment, separate room for customer and have Qiblat sign.(Karim,

Ahmad, and Zainol 2017).

Currently, the organization realize that the job satisfaction is one of the element
that can increase the performance and indirectly keeping the reputation of the
organization, the organization need to ensure the satisfaction their employee and
their level of working in hotel industry. Based on Gordon (1999), job satisfaction is
achieved when the job that employee doing reach the standards of an individual,
value, expectations and able to increase the performance and commitment of
employee to organization. The job satisfaction is important for the improvement
performance in the workplace and can increase productivity of the employee to in
hotel industry. The workplace is one of the cause of job satisfaction, while Herzberg

theory (1959) is the two factor theory states have definite some of the factor can



affect the workplace which is job satisfaction and other one is no related set of the
factor affect dissatisfaction. The major factor that influence the employee satisfaction
with their job is work environment, training, supervisor support and payment. By
reference to M. Hussein, (2015), the result of factor in their research is namely, work

condition, relationship between supervisor and co-worker relation.

1.1.1  Islamic tourism in Malaysia

Malaysia need to begin develop Islamic tourism more seriously to grow the
Halal hotel in Malaysia into the Islamic market. To develop Islamic tourism
Malaysia need to promote tourism activity among Muslim countries to collaboration
between Malaysia and Muslim countries in terms of social, economy, and culture
development. One of the way is introducing the Halal hotel and Malaysia should be

at the lead in introducing and recommend Halal concept.

From 2011-2014, Malaysia has been ranked Muslim's first destination for
successive years. Based on its annual online survey that appraise several criteria
including availability of Muslim friendly service in hotel, Halal food, access to
prayer facilities and country security and stability. In 2014, Islamic Art museum
Malaysia (IAMM) is the nation's leading and 10th-largest museum under the

Recipient's Visit Advisory tour for museums around the world.

Besides that, In 2015, Malaysia became the first Muslim Traveler Ranking
Destination in the Global Muslim Traveler Index (GMTI). Malaysia receives an
index rating of 83.3 percent based on extensive worldwide Muslim travel market
research covering 100 destinations worldwide and produces MasterCard and
Crescent Rating. In same year Malaysia collaborated again and release Muslim
Travel Shopping Index (MTSI) and get second place in global shopping destination
for Muslim traveller. In 2014 and 2015 Malaysia led the Halal Index report as a

country with the most advanced Islamic economic ecosystem for Halal travel.



Table 1.1: Capital expenditure of Muslim tourism in Malaysia

Country RM
1. Saudi Arabia 9,459.20
2. Kuwait 8,494.40
3. Oman 7,938.00
4. AUE 7,389.40
5. Iran 5,880.60

As determined by Islamic Tourism Malaysia, (2015) which is in table 1.1, it is
described about the top five expenditure of Muslim tourists and tourist arrivals from
Muslim countries to Malaysia by countries. Saudi Arabia has be number one to
expenditure of Muslim tourists in Malaysia with RM 9,459.20 and the fifth countries
is Iran with RM 5,880.60.

Table 1.2 Tourist arrive from Muslim countries in Malaysia

Tourism People
1. Indonesia 2.827.533
2. Brumei 1,213,110
3. Bangladesh 204,418
4. Saudi Arabia 113,921
5. Pakistan 07,114

As determined by Islamic Tourism Malaysia, (2015) which is in table 1.2, the
top five for tourism arrival from Muslim countries in Malaysia. The first ranking is
Indonesia with 2,827,533 people and the fifth country is Pakistan with 97,114
people.



1.1.2 Islamic Tourism Centre

The conducting strategic market and tourism research intelligence as well as
capacity building services and providing training in relation to Islamic tourism was
conduct by Islamic tourism center to help Ministry of Tourism, Malaysia (Centre,
2018). By 2020 Malaysia is anticipate to attract 36 million tourist and produce tourist
revenue on RM 168 billion (Islamic tourism center, 2015). In year 2015, Malaysia
have been received 5,152,947 Muslim travelers as a top preference destination of
Muslim traveler worldwide from all around the world that contain 20.41% from total
came in Malaysia. The percentage is show in show in table 1.3 (Islamic Tourism
Centre, 2016). Muslim traveler that came to Malaysia have help with the emergence

of Islamic Tourism Centre (ITC) under Ministry of Tourism and Culture (MOTAC).

Table 1.3 Number of Tourist Arrivals to Malaysia from 2014 to 2015

Number of Tourist | Tourist Armivals in | Esttmated Mushim | Percentage
Arrivals to Malaysia | Malaysia Tourist Arrival to | Estimated Muslim
from 2014 to 2015 Malaysia Tourist Armval to
Year Malaysia

2014 26,906,936 5,529,968 20.55%

2015 25,248,278 5,152,947 20.41%

1.1.3  Halal policy

Malaysia is moving towards the second phase of the halal policy regulation
that is also in line with the 10th Malaysia Plan. In line with this, the government is
working to make Malaysia an international halal hub by allocating RM 100 million
(Adam, 2006). The Halal Industry Master Plan (IMP) which encompasses a
three-phase plan for halal industry growth has been divided into three phases.



The first phase is from 2006-2010 which develops Malaysia as a global hub
for halal integrity and provides industry for growth. In the second phase of
2011-2015, Malaysia will develop strong market capabilities and capabilities by
increasing the capability of innovation. The final phase is from 2016-2020 with plans
to expand access to halal ready-made companies worldwide (A. Noor Azlinna, 2014).

It can be summarized as shown in figure 1.1.

PHASE ACTIVITY

1(2006-2010) to develop Malaysia as a global Centre for Halal integrity and
prepare the industry for growth

2(2011-201%) to establish Malaysia as one of the preferred locations for
halal-related business

3 (2016-20200 to broaden the access of halal export-ready companies
worldwide

Figure 1.1: Malaysia Halal Industry Plan

1.2 Problem statement

Basely, in Malaysia there have two type of hotel, which is conventional hotel
and Halal hotel. As the Halal hotel, there have several type of regulation that must be
fulfil by both people in the organization such as top management and employee.
There have several type of hotel in Malaysia that included conventional hotel and
Halal hotel. The reason behind Malaysia popularity as a tourist destination are due to
the strategic environment and geographical area. Mentioned by Tourism Malaysia
(2017), Malaysia formed with various races and ethnic with various religions that

live together in peace and harmony.

Besides that, the issue of labor earning in the hotel industry was critically
discussed in many research or studies. Based on Jung and Yoon (2012), the exchange
rate for hotel workers is high. The hotel continues losing the staff or employee
because of the exchange rate (Aminudin, 2013). As reported by Hassan et al., (2015)

the employee turnover was at low cadre staff is above 50% per annum in the past



three years. The unofficial interview with workers in the establishment when
revealing that hotel performance is rather weak due to lack pf employee commitment

in their job.

Due to the great growth of the hotel industry, the productivity of hotel workers is
gaining attention from the public. It is important to ensure high productivity of
workers (Amdan et al., 2016). People believe that employee job satisfaction directly
affects their productivity. Unhappy workers tend to be less creative and productive
(Othman et al., 2014). Thus, it causes additional costs to the organization's expenses.
The need to improve the productivity of workers in the hotel industry is as important
as raising its safety as stated in Hoboubi et al., (2017). Employees with low job
satisfaction will have lower integrity that can lead to criminal incidents Akbar

Hosseini (2017).

1.3 Research Objective

To fulfil my research, this study needs to investigate the possible factor that
influence of job satisfaction employee in Melaka Halal hotel. Below are the

objectives of this research:

i. To measure the implementation level of work environment, reward, training,
supervisor support, and job satisfaction in Melaka Halal hotel.
ii. To determine the relationship between work environments, reward, training,
and supervisor support with job satisfaction in Melaka Halal hotel.
iii. To examine the most influential factor that effect job satisfaction in Melaka

Halal hotel.
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