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Abstract. Customer stay intention (CSI) in green hotel needs a disclosure as there has been
interest sought after by customer, society and business owners. Understanding customers drive
and factors influencing their choices on green hotel is a very difficult task as it deals with
complex human decision. No past studies had been done to assess customer stay intention (CSI)
in Green Hotels in Malaysia as this study aims to provide factual findings for decision making
and policy implementation. This study investigates the relationship between subjective norm
(SN), perceived behavioral control (PBC), environmental awareness (EA), and perceived moral
obligation (PMO) towards customer stay intention (CSI) in green hotel. A research model was
developed to analyze the influence of SN,PBC,EA, and PMO towards CSI as extended from
Theory of Planned Behavior (TPB). The survey was participated by 300 respondents that
gathered what influenced CSI. These findings suggested that SN, PBC, EA, and PMO have
positive influence towards CSI. Research deducted as environmental awareness (EA) has the
strongest relationship with the customer stay intention. (CSI) in a green hotel and followed by
the perceived moral obligation (PMO), perceived behavioural control (PBC) and subjective
norms (SN) chronologically.

1. Introduction

With the changes of the era, the concerns of the society toward the environmental issues and disasters
have progressively escalated [1]. Lately, Malaysia has been confronting tremendous amount of
environmental issues like deforestation, climate change, and global warming. Malaysia’s temperatures
are predicted to increase by 0.6 C to 4.5 C by the year 2060 by the Intergovernmental Panel on Climate
Change (2007) [2]. According to [3], global tourism sector has brought about the occurrences of harmful
events that are eroding the health of the natural environment which are the global carbon emissions and
the greenhouse emissions with the total percentage of 5% and 14% respectively. Thus, tourism is
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considered to have a major impact on the environment. In many countries, tourism is one of the major
sources of income and employment. In recent years, numerous customers have been aware of the
harming of environmental resources and environmental damages induced by the hotel industry [4]. A
great alteration in the purchasing behaviors of customers and the customers’ attitudes towards
environmentally-friendly business establishment has occurred due to these environmental concerns and
awareness [1]. Many customers had begun to change their purchasing habits by inquiring and purchasing
for eco-friendly products because they have been realizing on the damages brought to the environment
caused by their purchasing behavior [5].

Subsequently, hotels are turning up to be more concerned on keeping the balance among ecological
problems, resources consumption problems, moral and societal issue and productivity. Mohamad et al
(2014) [2] stated that the attention particularly in the sector of tourism towards the environment
problems has result in the expanding number of the eco-friendly hotel. [6] characterized that Green hotel
is a pro-environmental lodging property whose managers are keen to execute diverse green
practices/programs that are water saving, energy saving and reducing the use of solid/ hazardous waste
to assist in securing our planet and while at the same time to save cost. [7]. In recent years, numerous
hotels around the world are putting intensive efforts in searching for compelling approaches to become
“green” so as to position themselves distinctively within the competitive hotel industry and Malaysia is
not an exception to this [8]. In the recent past, many counties have taken serious consideration relation
to the environment and Malaysia was no exception. Malaysia had enacted the Environment Quality Act
in the year 1974. Therefore, Malaysia has been considered as one of the earliest among those countries
[9]. Likewise, in other countries, many hotels in Malaysia had incorporated the green concept in their
business operations. There were several most known green hotels in Malaysia. The aim of this study is
to understand the drive that affect customer’s intention to stay in green hotels in Malaysia.

2.0 Methodology

2.1Data Collection and Analysis

The sampling strategy of the target group focus on respondents within the age eligible by law to book
for hotel accommodation. The minimum age was taken as 18 years with no predefined maximum age.
A well-structured questionnaire in the form of nominal, ordinal and Likert scale (section A, B and C)
were designed and administered to the respondents in Klang valley and Ipoh. This study area was
selected because of their high level of attraction and patronage. Non probability sampling technique was
used to select the population size. As such, a total of 300 respondents were selected for the study. The
data were analysed using descriptive statistics and inferential techniques (Pearson correlation and
Multiple linear regression). The correlation analysis was devised by Pearson based on the value of
correlation coefficient ‘r’. The correlation between two parameters plotted on a XY scatter diagram can
be termed as positive or negative. Correlation analysis is a common and useful statistical tool for
assessing tourists’ loyalty to the choice of hotel stay and comparing the relationships between
certain critical variables [10]. The regression statistical technique is simply a measure to exhibit how
well one variable predicts the other. It is use to ascertain to what extent an independent variable affects
a dependent variable from coefficient of determination. It is use to form explicit equations that are less
complex [11]. Using this method SN, PBC, EA, PMO were selected as the independent variable to
understand their relationship and impact on CSI. Before then, a reliability test of the data was carried
out to test if the data composition is fit for the analysis.

3.0 Result and Discussion

3.1 Demographic characteristics of the Respondents

In that sample size of 300 respondents, there were 157(52.33%) female A (47.67%) male respondents
in total. 38.67% of survey participants from 31-40 years old had 116 respondents.102 respondents fall
into income group RM 3001-RM4500.
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3.2 Result for Pearson Correlation

Furthermore, the following correlation values are outcomes based on the analysis results: SN and CSI
is r=0.57009 (p<0.0001); PBC and CSI is r=0.60253 (p<0.0001) and PMO and CSI is r=0.61292
(p<0.0001). In the correlation test, EA has found to be the most effect over CSI with the highest value
of 0.64069. Due to the positive values shown in the results, all 1Vs are verified to have a positive
influence towards the DV. Visitor loyalty to a unique place of choice remains an important indicator of
successful destination development [13]

3.3 Result for Multiple Regression Model

Table 1 describe that F-vales is shown at the value of 117.68 with a significant table <0.001. All four
constructs are shown to be significant which is SN, PBC, PMO, and EA. According to the table, EA has
the strongest relationship towards CSI with the value of 0.33737. Hence, H1, H2, H3, and H4 are
supported by the results.R? value formed in this analysis is 0.6147 which indicates that around 61% of
the variation CSI in green hotel in Malaysia has been explain by the four variables. The following
detailed observation can be deduced from the multiple regression model.

Table 1: Summary of result for multiple regression model.
Parameter Estimated Multiple Linear Regression

Relationship
Results Results Remarks

H1: There is a significant 0.22697 <.0001 Supported
relationship between SN

and CSI in green hotel in

Malaysia

H2: There is a significant 0.24261 <.0001 Supported
relationship between PBC

and CSI in green hotel in

Malaysia

H3: There is a significant 0.28371 <.0001 Supported
relationship between PMO

and CSI in green hotel in

Malaysia

H4: There is a significant 0.33737 <.0001 Supported
relationship between EA

and CSI in green hotel in

Malaysia

3.3.1 H1: SN has a positive influence on the CSI in a green hotel in Malaysia

From table 1, results indicate that there is a significant relationship between SN and CSI. Han et al
(2010) [4] further support this with their findings by defining that individuals tend to perceive social
pressure from people who are considered significant to them. This is because of prominent referents are
able to assist the individual in obtaining positive assessments of outcomes of the behavior for staying in
an eco-friendly hotel. As also stated by Chang, (1998); Vallerand et al (1992); Ryu and Jang, (2006)
[14,15,16], the positive or negative views of a person’s important (referents) on the matter consider the
performance of green behaviour would affect the formation of the favourable or unfavourable attitude
toward staying in an eco-friendly hotel. Moreover, several past studies had found that a person’s attitude
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towards an eco-friendly hotel and behavioural intention is significantly influenced by subjective norms
[4,17,18,19]. Consequently, the results for H1 is supported as SN have a positive effect on CSI.

3.3.2 H2: PBC has a positive influence on the CSI in a green hotel in Malaysia

Referring to the outcomes from table 1, PBC is proven to have a significant influence towards CSI. This
outcome is supported by [4,1,8] who discovered that the CSI is positively associated with his/her
perceived control over the barriers for an eco-friendly hotel stay. This is also reinforced by other
researchers such as Lien et al (2012) [20], Chen and Peng (2012) [21]. Moreover, Chen and Tung (2014)
[5] states that one of the significant determinants that trigger CSI in a green hotel is the customer’s
perception of the ready availability of staying in a green hotel. In addition, the findings also justify that
customers will have more intention to choose to stay in an eco-friendly hotel when it is considered easily
accessible to them. Furthermore, Mohd (2015) [22] shared that a CSl in a green hotel is hinged on the
accessible width of his/her time, resources, and opportunities to stay. In other words, customers control
numerous factors, for instance, money, time and efforts that may influence his/her actual environmental
behaviour and the staying intention in a green hotel. Untaru (2014) [23] also certify that the higher
control on a particular behaviour of an individual due to the readiness of needed resources, his/her
behavioural intention will be higher. Hence, H2 is supported as PBC has a positive effect on CSI.

3.3.3 H3: PMO has a positive influence on the CSI in a green hotel in Malaysia

PMO was shown to be statistically significant (P=<0.0001). As a result, H3 is supported. According to
the findings of [24], moral obligation is considered as a vital element as the root for a pro-environmental
behavioral disposition. Consumers would deem that they were morally obligated to secure the ecosystem
and also prevent the used up of the limited natural resources. Prior researchers such as [25,26,27] has
reported that moral obligation is an influential driving force of environmental behaviour. Thus, PMO
had a positive impact on the CSI in an eco-friendly hotel. [5]. The results of the findings were also
aligned with other studies such as [28, 29].

3.3.4 H4: EA has a positive influence on the CSl in a green hotel in Malaysia

The result shows a positive relationship between EA and CSl in a green hotel, whereby the result adheres
to the findings of [17]. Han and Kim (2010) [17] indicate that environmental awareness is one of the
variables to ameliorate the attitude towards the green business establishment. Thus, the higher the
customer’s awareness towards the environment, the higher the staying intention in green hotels will be.
Besides, there were several past researchers [30,31,32,33,34,35] who had studied on the green
marketing, green consumer behaviour and environmental psychology that have asserted the significance
of the consumer’s environmental awareness, environmental behaviours, perceived effectiveness and
environmentally-friendly reputation during the occasion of making decision to involve in an
environmentally responsible buying behaviour. Furthermore, the results from the statistical analysis are
also supported by [5]. As mentioned by the researchers, the attitude of customers to visit an eco-friendly
hotel positively depends on their personal concern towards the environment. In addition, a favourable
attitude toward visiting the green hotel was formed the minute environmental concern is of high level.
Therefore, H4 is supported and have been demonstrated that there is a positive impact on the CSl in a
green hotel by EA.

4.0 Conclusion

By conducting this study, an insight about the factors that affect CSI in Malaysia’s green hotel
is provided. The result show that SN, PBC, PMO, and EA have a significant correlation with
the CSI.
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