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ABSTRACT: Although homestays have been in the Malaysian tourism industry for over 

a decade, it still lags behind compared to other tourism products that the country has to 

offer. Therefore, the purpose of this study is to identify the capabilities that homestays 

should possess in order to improve their performance and bring them on par with the 

other tourism products that Malaysia has to offer. Based on the Resource Based View 

(RBV) theory, this study aims to investigate how homestay capabilities can improve the 

performance of homestays. To achieve the objective, a self-administered questionnaire 

was distributed to 120 homestay operators across Sabah, registered with Malaysian 

Homestay Program, which is under the Ministry of Tourism, Arts and Culture Malaysia 

(MOTAC). 100 questionnaires were returned, of which 94 were analyzed using Smart 

PLS 3.0 software. All three variables (dynamic capability, innovation capability, and 

social media marketing capability) tested in this research on the performance of 

homestays in Sabah were found to be significant. Overall, dynamic capability was found 

to be the most significant factor in determining homestay performance. The findings 

suggest that homestays need to emphasize on all these capabilities to be able to improve 

their performance, and be competitive in the tourism industry. It is also suggested that 

operators should focus on developing their innovation capabilities as this is important but 

has a relatively low performance. 

 

KEYWORDS: homestay; dynamic capabilities; innovation capabilities; social media 

marketing capabilities; performance 

 

 

Introduction  

 

Every year, millions of tourists from all over the world visit Malaysia to enjoy its natural and 

cultural diversity. In 2019, a total of 26.1 million tourists visited Malaysia, contributing a 

total of 86.1 billion in revenue (Tourism Malaysia, 2020). Among the many existing tourism 

options, homestays have been the least known among tourists until recently. Although 

Malaysian homestays have been around since the 1980s, the industry has yet to reach its 

maturity stage and is not developing at the same rate as the rest of the industry (Ramli et al., 
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2018). Nonetheless, the existence of many homestay communities in the country encourages 

the innovation of goods and services that symbolize village identity while adding value 

through job and income generation, which contributes to the sustainability of the sector 

(Jamal et al., 2018). However, much needs to be done to ensure that the homestay products 

and services offered satisfy tourists by increasing operators' responsiveness in meeting and 

prioritizing guest needs, improving operators' communication skills and knowledge of 

homestay operations, offering novelties, and delivering service as promised (Ismail et al., 

2016; Rasoolimanesh et al., 2016).  

 

Previous studies suggest that one of the main motivators for tourists to travel is to relax and 

escape from everyday life (Rita et al., 2018) by engaging in activities that allow them to 

experience and learn about other cultures and their unique way of life (Demirović et al., 

2019). In addition, it was found that most tourists are looking for unique experiences and the 

opportunity to taste local delicacies and experience the local culture, way of life and nature 

(Akay, 2020). In view of this, homestay operators need to ensure that the products and 

services offered are unique and meet the tourists' desires, namely to explore the local culture 

and natural resources. To achieve this, homestay operators must be able to improve their 

products and services by ensuring tourist satisfaction while preserving the authenticity of 

local culture and nature. As such, operators need to recognize the capabilities of homestays 

that can help them make the necessary improvements while using the most impactful 

capabilities for the same purpose. 

 

Currently, most homestay operators are unable to meet the core requirements of their guests 

as lack of skills and knowledge has resulted in the inability of operators to provide diversified 

homestay products and services to ensure guest satisfaction (Ismail et al., 2016). Moreover, 

homestays lack systematic management, resulting in low service quality and occupancy rates 

(Razalli, 2008), both for local and foreign tourists. Therefore, in order to prepare the 

homestay industry in Sabah to revive its image and compete with the larger accommodation 

providers in the industry, homestay operators need to focus on improving their performance, 

which will eventually lead to guest satisfaction (Wang et al., 2012). Satisfied guests lead to 

word-of-mouth (WOM), which can improve the competitive position of homestays in Sabah 

(Namin, 2017). 

 

To further understand the homestay concept, it is important to consider the industry as a 

complex one with numerous combinations of characteristics. Its unique characteristics greatly 

influence how homestay products and services are created and consumed. Moreover, the 

homestay industry, like any other form of tourism business, is not static. It is highly 

competitive with contested markets and faces rapid changes in tourist preferences and the 

emergence of new products and destinations (Evans, 2016). The industry is also vulnerable to 

global issues such as war, terrorism, political and economic instability, and advancement and 

use of technology are some of the environmental events that can permanently change the 

landscape of the industry (Murphy, 2017). Therefore, homestay operators need to ensure that 

they remain competitive by constantly acquiring new knowledge, skills, and abilities to 

improve their performance in homestays.  

 

Boonpattarakan (2012) concluded that developing competitive skills is essential to the 

success of the business. In this sense, operators must be able to provide reliable and fast 

services as well as offer a variety of products and services at attractive prices. In order to be 

able to introduce new products or services, homestay operators in Sabah should be innovative, 

creative and flexible based on the current situation such as changes in the environment and 
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travel behavior of tourists as it is currently happening due to the Covid 19 pandemic. In 

addition, previous studies on tourism have also emphasized the importance of coordination 

and skills (i.e., marketing, innovation, human skills, and quality skills) as sources of 

competitiveness for inns. In addition, previous studies on tourism have also emphasized the 

importance of coordination and capabilities (i.e., marketing, innovation, human and quality 

capabilities) as sources of competitiveness for tourism businesses, as these capabilities allow 

tourism businesses to improve their services and products, as well as keep up with changes in 

tourist preferences (Camisón & Forés, 2015; Martínez-Román et al., 2015). In addition, 

homestay operators must adopt the use of new technologies, as the survival of the business 

depends on its ability to develop and adopt innovations in the organization (Buhalis & Law, 

2008; Damanpour et al., 2009). 

 

Considering the growing popularity of social media among tourists, hospitality and tourism 

organizations can no longer ignore the increasing popularity of social media and its role in 

the travel planning process of tourists (Leung et al., 2013). Tourists are more comfortable in 

searching for information through various available travel websites, which provides a more 

comprehensive source of information for consumers (Zins, 2007). This viewpoint suggests 

that homestay companies also need to move from traditional marketing to modern marketing 

through social media to reach a wider audience at a low cost (Josee et al., 2014).  

 

Based on suggestions and evidence from previous studies on the importance of dynamic 

capabilities, innovation capabilities, and social media marketing capabilities on business 

performance (Charoensukmongkol & Tarsakoo, 2019; Ferreira et al., 2020), this study uses 

the RBV theory to examine the relationship between dynamic capabilities, innovation 

capabilities, and social media marketing capabilities and how these capabilities can improve 

the performance of homestays in Sabah. 

 

 

Literature Review  

 

Resource-based view refers to a bundle of assets or resources that are semi-permanently tied 

to the firm (Wernerfelt, 1984). Studies suggest that it is more important to focus on the 

organization's resources than on the organization's production function, as this determines the 

organization's competitive advantage, which is achieved through effective management and 

control of the unique and difficult to imitate resources available to the organization (Lockett 

& Thompson, 2001; Teece et al., 1997). However, Hoskisson, et al., (1999) further suggests 

that although organizations initially have the same resources, these resources eventually 

change after a while and show differences as a result of how they were managed with 

different strategies determined by management, resulting in a competitive advantage for the 

organization. Moreover, RBV has been widely used over the years in various marketing 

research contexts, such as marketing strategy, international marketing, as well as marketing 

innovation (Zhang et al., 2011). In addition, RBV has also been used to examine the 

relationship between marketing and other functional capabilities and their impact on 

performance (Kozlenkova et al., 2014).  

 

Early performance studies mostly focused on the financial performance of an organization, 

which measures profit, sales, and return on investment (Al-Matari et al., 2014; Rice et al., 

2015). However, later studies found that focusing solely on financial performance is 

insufficient because financial data are usually inaccessible, confidential (Battor & Battor, 

2010; Piening & Salge 2015), incomplete (Taylor & Taylor, 2014), and inaccurate (Vicente et 
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al., 2015). Moreover, it is well known that financial data can be subject to manipulation and 

interpretation. Therefore, the measurement of firm performance has shifted from solely 

financial or tangible variables to a combination of financial, tangible, non-financial and 

intangible measures as the most appropriate approach to assess firm performance (Akbaba, 

2012; Sainaghi et al., 2013). The previous study also suggests that most improvement efforts 

cannot be quantified using financial metrics alone, especially those related to customer 

satisfaction and product or service quality (Tseng et al., 2008). Understanding intangible 

metrics gives researchers a true picture of an organization's performance, as managers who do 

not meet their personal goals are more likely to be dissatisfied with their organizations, even 

if they are profitable (Bates, 2005). Dauda and Akingbade (2010) in their study stated that 

subjective performance measures based on the owner's expectations allow for better 

comparability across different types of industries and situations with different standards of 

acceptable performance because the owner's expectations are formed based on their 

experience and knowledge. Therefore, it has been suggested that performance in the 

hospitality industry would be more accurate if measurements were based on occupancy rate, 

average room rate, revenue per available room, gross operating profit per available room, 

customer satisfaction, quality, efficiency, and the image that the organization portrays to its 

customers (Sainaghi et al., 2013).Therefore, RBV is most appropriate for this study as 

empirical evidence from previous studies in various disciplines have established a positive 

relationship between organizational performance and organizational capabilities (Agyapong, 

2015). 

 

Dynamic Capability 

 

Dynamic capabilities of an organization are the ability to "renew itself in the face of a 

changing environment by changing its set of resources" (Danneels, 2010). This includes the 

organization's ability to sense and shape opportunities and overcome threats, seize 

opportunities and maintain competitiveness by enhancing, combining, protecting and, when 

necessary, reconfiguring the organization's intangible and tangible assets (Teece, 2007; 

Wilden et al., 2013). It transforms the resources of the organization in such a way that the 

resources and capabilities of the organization become more competent so that the 

organization can provide effective services to meet the needs and demands of customers 

(Adeniran & Johnston, 2012). 

 

In the fast changing and highly chaotic business environment, organizations need to ensure 

that their resources, competencies, processes and overall operating systems are constantly 

evolving in line with changes in the business environment (Katkalo et al., 2010). Therefore, 

organizations must be prepared by aligning their systems and strategies with changes and 

challenges to ensure organizational survival (Haleblian et al., 2012; Teece, 2012;). Hence, in 

order to respond quickly to changes in the business environment, organizations must be 

prepared to meet the current competition and meet the current needs of the market (Romme et 

al., 2010). At the same time, organizations must also continuously look for ways to improve 

their products and services as well as explore new opportunities to move into new emerging 

markets. (Wang & Rafiq, 2014) 

 

Previous studies have shown how organizations benefit from dynamic capabilities by being 

able to provide superior products and services in the fastest and most efficient way in 

response to developments and changes in the market (Bilgihan et al., 2011). It also enables 

organizations to create better customer value and achieve superior performance as this 

capability allows organizations to respond quickly to changes in the industry (Han et al., 
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2013). Additionally, it has also been found that organizations promote favorable behaviors 

within the organization, which leads to sustainable competitive advantage and high 

performance (Camisón & Monfort-Mir, 2012). Looking at the importance of dynamic 

capabilities in organizations, the following hypothesis is proposed. 

 

H1: Dynamic capabilities are positively related to Sabah Homestay performance. 

 

Innovation Capability 

 

Innovation can be divided firstly into technological innovation, which is a comprehensive 

learning process in which the organization acquires and develops outstanding technological 

capabilities that enable the organization to create innovative products and services (Saunila, 

2015). Secondly, managerial innovation shapes the administrative and managerial processes 

of the organization to improve the efficiency of the organization (Damanpour & Aravind, 

2011). However, studies on innovation capability focused on larger companies because the 

necessary information was not available for small companies due to lack of financial 

resources for research and development (Kleinknecht et al., 2002). The same happens in the 

tourism industry, where the use of innovation to develop new products and processes is more 

evident in larger companies than in smaller tourism companies (Camisón & Monfort-Mir, 

2012). This is due to the nature of smaller businesses, which lack financial resources, skilled 

labor and other resources required to implement innovations. 

 

Nevertheless, a growing body of research emphasizes the need for innovation capabilities to 

improve organizational performance (Wallin et al., 2011; Yeşil et al., 2013), examining the 

implementation of different categories of innovation (i.e., service, product, process, 

managerial, marketing, and institutional innovation) that have been successfully implemented 

in the tourism industry (Hjalager, 2010). A recent study by Lee and Kim (2018) found that 

critical factors important to food display innovativeness are those that increase visitors' 

attention to memory formation. The result suggests that innovation leads to people 

remembering the uniqueness of an event or place and consequently being encouraged to 

revisit the event in the future. In the case of homestays, the same concept can be applied by 

homestay operators using local, traditional food as a unique way for tourists to remember 

their homestay experience and consequently increase their willingness to visit again in the 

future. This opens up the opportunity for homestay operators to use innovative and creative 

ways to present their traditional food to tourists as an added value to the overall homestay 

experience. Therefore, based on the above considerations, the following hypothesis is 

proposed.  

 

H2: Innovativeness is positively related to host family performance in Sabah. 

 

Social Media Marketing Capability 

 

Social media has brought innovative ways of interacting, contributing and collaborating, 

allowing users to generate content and connect with others via a many-to-many rather than 

the traditional one-to-many approach to communication (McCann & Barlow, 2015). This 

scenario has changed the way information is disseminated and the way companies 

communicate with their customers and other stakeholders (Schultz et al., 2012). In Malaysia, 

Gan et al., (2018) found that homestay owners were quick to learn how to engage in social 

media to gain visibility and that owners also incorporated the use of the internet and social 

media in the operation of their homestays. The use of social media allows organizations to 
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market themselves at a considerably low cost while strengthening their knowledge of the 

rapidly evolving marketplace and keeping up with changing customer preferences 

(Castronovo, 2012; Spaulding, 2010).  

 

Additionally, companies can use this valuable knowledge to further develop their products 

and improve customer brand loyalty (Jussila et al., 2014). Through social media, 

organizations have been able to provide enhanced customer service by offering personalized 

pages, adding value, and creating a new virtual shopping experience rather than focusing on 

the traditional marketing approach of having a physical presence (Michaelidou et al., 2011). 

These capabilities have resulted in increased sales, return on investment, word of mouth, and 

brand awareness in the community for organizations that have implemented social media 

marketing into their operations. Moreover, social media has profoundly affected the 

performance of organizations compared to conventional media (Kumar et al., 2013).  

 

Nevertheless, studies have reported apparent differences in the use of social media between 

small and medium enterprises (SMEs) and large organizations in developed and developing 

countries (Pesonen, 2011). Although social media seems to be a suitable marketing tool for 

SMEs, it has been found that most SMEs cannot use social media effectively due to lack of 

knowledge and lack of infrastructure such as internet connection to go online (Odoom et al., 

2017). It has also been argued that SMEs in developing countries are slow to adopt 

technology and e-commerce (Abou-Shouk et al., 2013). Despite the barriers that exist in 

implementing social media, some organizations in developing countries still choose to 

implement social media in their business because they believe that social media is an 

important tool that can take their business to a higher level (Agnihotri et al., 2015). Therefore, 

the following hypothesis is proposed. 

 

H3: Social media marketing capability is positively related to the performance of homestays 

in Sabah. 

 

Figure 1 shows the proposed research framework for this study based on RBV. It is 

postulated that dynamic capabilities, innovation capabilities, and social media marketing 

capability are positively related to homestay performance. 

 

 

 

 

 

 

 

 

 

 

 
Figure 1: Research Framework 
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Data was collected from homestay operators in Sabah who are registered with MOTAC. This 

shows that there are 406 registered homestay operators in Sabah (as of December 2019), 

offering a total of 716 rooms to tourists (MOTAC, 2020). The g-power calculator indicates 

that the minimum sample size for this study is 77. Nevertheless, 120 self-administered 

questionnaires prepared in two languages (i.e. English with Bahasa Malaysia translation) 

were distributed to homestay operators using purposive sampling technique in areas such as 

Kudat, Kota Belud, Kundasang, Mesilau, Papar, Beaufort and Kuala Penyu. 100 

questionnaires were returned and only 94 were usable for further analysis using Partial Least 

Square Structural Equation Modeling (PLS-SEM) 3.0.  

 

All constructs were measured using established scales adopted from existing literature on a 

five-point Likert scale, except for social media marketing capability which was measured on 

a seven-point scale. Dynamic capability was measured based on the measurements of Kuo et 

al. (2017), while innovation capability was based on the measurement of Gunday et al. (2011). 

The social media marketing capability measurements were adopted and adapted from Trainor 

et al., (2014) and the homestay performance was based on the measurements of Leonidou et 

al., (2013). To be eligible to answer the questionnaire, operators had to have some experience 

of using social media for either their personal or business purposes. This was clarified in the 

first part of the questionnaire where respondents had to answer screening questions about the 

social media activities they engage in. The questions included the type of social media 

account they have, whether they use social media to promote their homestay, and the 

activities they engage in through their social media accounts. 

 

 

Results 

 
Table 1: Homestay Profile 

Variables Items Frequency Percent 

Years in 

operations 

Less than a year 7 7.4 

1-4 years 34 36.2 

  5-8 years 10 10.6 

  9-12 years 9 9.6 

  13-16 years 19 20.2 

  17 years and above 15 16.0 

Guests received 

per month 

Less than 10 people 20 21.3 

10-20 people 13 13.8 

  21-30 people 12 12.8 

  31-40 people 11 11.7 

  More than 40 people 38 40.4 

Number of guests 

can accommodate 

at any one time 

1-3 people 8 8.5 

4-6 people 27 28.7 

7-9 people 11 11.7 

  10 people and above 48 51.1 

Guests origin Malaysia 45 47.9 

  Asia 24 25.5 

  Oceania 11 11.7 

  Europe 12 12.8 

  North America 2 2.1 

Guests duration 

of stay 

Daily 4 4.3 

2 days, 1 night 40 42.6 

  3 days, 2 nights 41 43.6 
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  4 days , 3 nights 7 7.4 

  6 days, 5 nights and more 2 2.1 

 

Table 1 shows that 36.2% of the 94 respondents have been in operation for 1 to 4 years and 

can accommodate more than 10 guests at a time, with an average occupancy rate of 40 guests 

per month. The majority of their guests are Malaysians (40%) who stay for an average of 3 

days and 2 nights.  

 

Since the data is from a single source, the common method variance (CMV) was performed 

using the Harman Single Factor test. The results show that factor one accounted for only 

42.73% (less than 50% cut-off point) of the total variance of 67.86%, indicating that CMV 

was not a serious problem in this study. Using PLS-SEM 3.0, an evaluation of the reflective 

measures was conducted by examining reliability, convergent validity, and discriminant 

validity. This includes the evaluation of the relationship between the latent variables (LV) 

and the items associated with them, which involves the evaluation of the internal consistency 

of the constructs through the use of composite reliability (CR). Table 2 shows that the results 

of the item loadings ranged from 0.728 to 0.879, which is well above the recommended value 

of higher than 0.7, and therefore no items were deleted (Hair et al., 2011). The CR values 

were higher than 0.7, with AVE above the recommended threshold of 0.50, indicating the 

reliability of the measurement model. 

 

 
Table 2: Results the Reflective Measurement Model 

Construct Item Loadings Cronbach's Alpha CR AVE 

Dynamic  DC1 0.768 0.866 0.898 0.595 

Capability DC2 0.728    

 DC3 0.829    

 DC4 0.807    

 DC5 0.758    

 DC6 0.733    

Innovation  IC1 0.781 0.862 0.901 0.646 

Capability IC2 0.879    

 IC3 0.839    

 IC4 0.759    

 IC5 0.752    

Social Media  SMC1 0.846 0.906 0.93 0.726 

Marketing  SMC2 0.791    

Capability SMC3 0.894    

 SMC4 0.854    

 SMC5 0.871    

Average Variance Extracted (AVE) = (summation of the square of the factor loadings)/{summation of 

the square of the factor loadings) + (summation of the error variances)} 

Composite Reliability (Composite Reliability (CR) = (square of the summation of the factor 

loadings)/{(square of the summation of the factor loadings) + (square of the summation of the error 

variances)} 

Table 3, on the other hand, presents the measurement results for the formative measurement 

model and shows that the construct meets the Variance Inflation Factor (VIF) values and is 

consistently below the threshold of 0.5 (Hair et al., 2014) and 3.3 (Diamantopoulos & Siguaw, 
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2006). It is concluded that collinearity does not reach critical values and is not a problem for 

the estimation of the PLS path model. Although the assessment of significant levels indicates 

that there are some non-significant indicators (< 0.05), these indicators are still retained as 

they provide support to the relevance of these indicators in capturing homestay performance 

(Chalmeta et al., 2012; Sainaghi et al., 2013). 

 

 
Table 3: Results the Formative Measurement Model 

Construct Items Weights VIF  t-value-weights Sig 

Homestay Performance HP1 0.153 2.038 0.74 0.460 

 HP2 0.295 2.845 1.122 0.262 

 HP3 0.515 1.843 2.791** 0.005 

 HP4 -0.401 1.808 1.673* 0.095 

 HP5 0.462 2.831 1.734* 0.083 

 HP6 0.107 2.258 0.449 0.654 

 

 

 
Figure 2: Measurement Model Results 

 

To assess discriminant validity, the Heterotrait-Monotrait ratio of correlations (HTMT) 

procedure prescribed by Henseler et al. (2015) was used. Table 4 shows that all HTMT 

values are below the threshold of 0.85 (Henseler et al., 2015). Therefore, it can be concluded 

that the respondents understood that all constructs are distinct. Overall, the measurement 

model demonstrates adequate convergent and discriminant validity.  

 
Table 4: HTMT 

  1 2 3 

1. Dynamic Capability   
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2. Innovation Capability 0.751   

 3. Social Media Marketing Capability 0.391 0.498   

 

Table 5 shows that inner VIF values for all independent variables are less than 5, which 

indicates that lateral multicollinearity is not a problem in this study (Hair et al., 2014). 

Furthermore, it also shows that all three relationships have a t-value of ≥1.645, making them 

significant at 0.05 level of significance. Specifically, it is postulated that dynamic 

capabilities, innovation capability, and social media marketing capability are positively 

related to homestay performance, which explains 38.3% of the variance in homestay 

performance. Therefore, all three hypotheses are supported. Moreover, the R² value 0.383 is 

above the value of 0.26 suggested by Cohen (1988), indicating a substantial model. Effect 

sizes (f²) were also evaluated and the results show that dynamic capability, innovation 

capability, and social media marketing capability have a substantial effect in producing R² for 

homestay performance (Cohen, 1988). 

 

 
Table 5: Hypothesis Testing 

Hypothesis Relationship Std. 

Beta 

Std. 

Error 

t-

values 

Decision R² f² VIF 

H1 Dynamic Capability  

-> Homestay 

Performance 

0.265 0.143 1.847* Supported 0.383 0.062 1.775 

H2 Innovation Capability 

-> Homestay 

Performance 

0.267 0.156 1.712* Supported  0.057 1.936 

H3 Social Media 

Marketing Capability 

-> Homestay 

Performance 

0.200 0.107 1.867* Supported  0.049 1.258 

*p<0.05 (1.645) 

 

 

 

Figure 3: IPMA diagram of homestay capabilities in determining homestay performance 

 

The importance-performance matrix (IPMA) was conducted to identify areas that need to be 

addressed and improved by homestay operators (Schloderer et al., 2014). Figure 3 shows that 

among the three homestay capability variables, dynamic capability is the most important for 
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homestays (0.309) and homestays are currently performing well in this area (74.93). The next 

important variable is innovative capability (0.27). More attention needs to be paid to this area 

as it has a relatively low performance (69.643) compared to the other two variables. This 

indicates that more importance needs to be given to innovative capability in order to improve 

the performance of homestays. Finally, social media marketing capability shows the least 

importance (0.114) compared to the other two variables but has a comparatively high 

performance (72.019). 

 

 

Discussions 
 

This research was conducted to identify the capabilities that are important for homestay 

operators to enhance their performance and put them on par with the other tourism products 

that Malaysia has to offer. The results obtained indicate that all three exogenous variables 

(dynamic capabilities, innovation capabilities and social media marketing capabilities) were 

significant in improving the performance of homestays in Sabah.  

 

The results suggest that dynamic capability (β=0.265; p< 0.05) is positively associated with 

homestay performance. This is understandable as homestays need to have this capability as 

they operate in a rapidly changing industry and need to be able to cater to different types of 

guests and their requirements. Homestays need to be able to identify threats and shape and 

seize opportunities when they arise. This is in line with a study conducted by Walsh et al., 

(2011) in which they concluded that businesses operating in a rapidly changing industry must 

have the ability to flexibly adapt to the current situation in order to create a superior 

competitive advantage. The earlier study conducted among Lithuanian and Chilean 

companies also concluded that dynamic capabilities affect performance, especially non-

financial performance (Nedzinskas et al., 2013). Studies also suggest that dynamic 

capabilities contribute to the organization by identifying new customers, new marketing 

initiatives, new suppliers, and new products in a volatile environment (Drnevich & 

Kriauciunas, 2011). This shows that homestay operators in Sabah need to be attentive to their 

environment and be efficient in dealing with different situations and tourists. Different 

tourists may have different expectations from homestays, thus homestay operators need to 

take up this challenge to meet tourists' expectations without compromising the value of their 

culture and traditions.  

 

In addition, the results suggest that innovation capability (β=0.267, p< 0.01) also plays an 

important role in improving the performance of homestays in Sabah. Although homestays do 

not incorporate extensive technologies in their daily operations, it does not mean that there is 

no innovation among homestays. The findings of this study are consistent with previous work 

suggesting that innovativeness affects organizational performance regardless of whether the 

organization is in a high technology or low technology industry (Saunila, 2015). Innovation 

in homestays are mostly on the non-technological factors (i.e. organizational innovation and 

marketing innovation), such as the ability of homestays to personalize the way they approach 

and interact with their guests by responding to their needs and desires, as well as introducing 

new products and ways to promote the homestays (Camisón & Monfort-Mir, 2012). Based on 

previous studies, the capability to innovate is indeed an important element for homestay 

operators, allowing them to be creative and adapt their products to the needs of their guests. 

This can be related to a study on boutique hotels in United Kingdom where quality, 

uniqueness and the level of personalized services offered were identified as factors that lead 

tourists to choose a particular hotel (Aggett, 2007). Nevertheless, homestay operators need to 
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be vigilant in trying to innovate as they do not want to introduce too many changes to 

homestay products that could alter the value and authenticity of local culture and traditions.  

 

This study also suggests that social media marketing capability (β=0.200, p< 0.01) can 

improve the performance of homestays. Since the tourism market is heavily influenced by 

information from social media, homestays need to create a social presence and use social 

media as a platform to connect with their past, current and potential guests (Trainor et al., 

2014). It is crucial to develop and maintain communication with different groups of tourists 

as they are also involved in content creation and value generation, which is valuable to the 

organization.  This is supported by previous studies that have found that online 

communication between individual customers and prospects can create personalized 

relationships which lead to positive effects on organizational performance (Minazzi, 2015). 

In addition, previous studies have also found that there is a positive relationship between the 

ability of Italian hotels in Milan to build and maintain online relationships and their level of 

success (Romenti et al., 2011). Therefore, in this digital age, homestays must be able to 

establish and maintain an active social presence online to facilitate the building of good 

relationships among guests. Besides that, the active participation of both parties on social 

media will also encourage tourists to contribute online content that can be part of the 

homestay's promotional items and information to potential guests. This is very important as it 

provide reviews and comments from previous tourists for future tourists to reference. 

Previous studies concluded that travel content created online by other travelers is more 

credible and trustworthy than content created by professionals or information provided by 

marketers because they share their own experiences without being pressured by service 

providers to say something (Fotis et al., 2012). Therefore, the more content created by the 

homestay tourists, the better it would be for the homestay to have better chances of attracting 

the attention of new potential tourists. 

 

 

Implications of Study 

 

This study contributes to knowledge in several ways. Firstly, it adds to the existing literature 

on firm performance by expanding the relationship between organizational capabilities 

(dynamic capabilities, innovation capabilities, and social media marketing capabilities) and 

firm performance based on RBV, focusing on the homestay industry in Sabah. Second, it 

confirms the need for dynamic capabilities, innovation capabilities, and social media 

marketing capabilities to improve homestay performance. Third, this study also provides 

empirical findings on how RBV can be used to study small businesses and not only large 

corporations as the main respondents of this study were homestay operators who are mainly 

small business owners from rural areas of Sabah.  

 

In addition, the IPMA findings suggest that homestays need to focus on developing their 

innovation capability as this is considered important but currently has a low performance. 

Therefore, in order to improve homestay performance, innovation capability needs to be 

improved first. Furthermore, homestays also need to maintain the performance of their 

dynamic capability and social media marketing capability to continuously improve homestay 

performance. Operators should be trained to think creatively and innovate to create or change 

parts of the product offering to please guests. However, operators must be careful not to 

change the uniqueness and traditional value of the product or services in order to maintain 

authenticity. Additionally, it is important to train homestay operators to think dynamically 
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and be creative and innovative when promoting their homestays and developing new products 

and services for tourists.  

 

Other than that, dynamic skills are especially crucial during this pandemic period, as they 

allow operators to adapt their services to the specific needs of tourists. For example, guests 

may want more privacy and physical distance while at the homestay. Therefore, operators 

need to be aware of this and try to ensure the comfort and safety of guests during their stay. 

Similarly, operators should pay attention to the many changes in the current situation and be 

flexible in conducting their activities by considering the latest news, the current situation and 

the need to implement standard operating procedures (SOPs) in their daily activities. In order 

to attract both international and domestic tourists, operators should be more flexible and 

aware of the current situation as well as tourists attitude regarding the pandemic so that they 

can convince their potential tourists that their homestays are safe and adhere to strict SOPs.  

 

Being dynamic can also further support innovation capabilities of homestays as it allows 

operators to find ways to present their products and services in more attractive and unique 

ways. For example, during this period when not many tourists visit homestays, operators can 

use the time to experiment and develop new service or product ideas that they can offer to 

tourists once travel restrictions are lifted. In addition, during the pandemic, operators can use 

the time to make some repairs or improvements to their homestays in order to receive tourists 

later when the situation stabilizes. In addition, these processes of improvement, repairs, and 

even setting up the homestays to comply with SOPs can also be turned into interesting social 

media content that can be used to create awareness about the existence of the homestay and 

generate some excitement for tourists to visit when the restrictions are lifted. By showing 

potential tourists that the homestay will take care of all their needs, and by showing beautiful 

sights around the homestay as well as other attractions and activities that are available at the 

homestay, tourists will be enticed to visit. This is also a great time to connect with followers 

or potential tourists, as people spend more time on their gadgets and have ample time to 

explore social media. By continuously creating good content, homestay operators can attract 

the attention of tourists who are stuck at home and longing to go out. Therefore, it is also 

important for homestay operators to take time and learn how to fully utilize their social media 

to create more engagement on the various virtual social platforms available.  

 

 

Limitations and Suggestions 

 

Despite the significant findings, this study also has its limitations. First, the samples obtained 

were collected from available homestays on the West Coast of Sabah, so the results may lack 

generalisability for other homestays in other locations. In addition, this study did not consider 

other organizational capabilities such as market orientation, customer relationship 

management, and knowledge management, which according to Martelo et al., (2013) can be 

useful in increasing customer value while improving customer satisfaction. Therefore, these 

are the areas for future research where the researcher should consider investigating other 

organizational capabilities and determine if there is a relationship with homestay 

performance. Researchers should also consider expanding the scope of the study to include 

respondents in a larger area and a larger number of respondents. In addition, qualitative 

research can also be conducted to gain a more comprehensive knowledge of the homestay 

operators' dynamic, innovation, and social media marketing capabilities more 

comprehensively. Moreover, future research can also consider the performance of homestays 
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as they face the challenges posed by the Covid 19 pandemic, which has changed the 

landscape of businesses in all industries around the globe. 

 

 

References 

 

Abou-Shouk, M., Lim, W.M. & Megicks, P. (2013). E-Commerce and Small Tourism 

Businesses in Developing Countries: Drivers versus Boundaries of Adoption. Tourism 

Planning and Development, 10(3), 249-266. 

Adeniran, T. V., & Johnston, K. A. (2012). Investigating the dynamic capabilities and 

competitive advantage of South African SMEs. African Journal of Business 

Management, 6(11), 4088-4099. 

Aggett, M. (2007). What has influenced growth in the UK’s boutique hotel sector? 

International Journal of Contemporary Hospitality Management, 19(2), 169-177. 

Agnihotri, R., Dingus, R., Hu, M. Y., & Krush, M. T. (2015). Social media: Influencing 

customer satisfaction in B2B sales. Industrial Marketing Management, 53, 172-180.  

Agyapong, G. K., (2015). Linking Marketing Capabilities with Firm Performance: Evidence 

from Ghana’s Microfinance Industry. Journal of Business and Enterprise 

Development, 5(1), 36-51. 

Akay, B. (2020). Examining the rural tourism experiences of tourists in emerging rural 

tourism destination: Burdur province, Turkey. GeoJournal of Tourism & Geosites, 

29(2), 534-544. 

Akbaba, A. (2012). Business performance of small tourism enterprises: a comparison among 

three sub-sectors of the industry. Anatolia: An International Journal of Tourism and 

Hospitality Research, 23(2), 177-195. 

Al-Matari, E.M., Al-Swidi, A.K. & Fadzil, F.H. (2014). The Measurements of Firm 

Performance’s Dimensions.  Asian Journal of Finance and Accounting, 6(1), 24-49.  

Bates, T. (2005). Analysis of young, small firms that have closed: delineating successful from 

unsuccessful closures. Journal of Business Venturing, 20(3), 343-358. 

Battor, M., & Battor, M. (2010). The impact of customer relationship management capability 

on innovation and performance advantages: testing a mediated model. Journal of 

Marketing Management, 26(9-10), 842-857. 

Bilgihan, A., Okumus, F., Nusair, K., & Kwun, D.J. (2011). Information technology 

applications and competitive advantage in hotel companies. Journal of Hospitality 

and Tourism Technology, 2(2), 139-154. 

Boonpattarakan, A. (2012). Competitive Capabilities of Thai Logistics Industry: Effects on 

Corporate Image and Performance. International Journal of Business and 

Management, 7(5), 19-30. 

Buhalis, D. & Law, R. (2008). Progress in information technology and tourism management: 

20 years on and 10 years after the internet—the state of eTourism research. Tourism 

Management, 29(4), 609-623. 

Camisón, C. & Forés, B. (2015). Is tourism firm competitiveness driven by different internal 

or external specific factors? New empirical evidence from Spain. Tourism 

Management, 48, 477-499. 



 

Dawayan et al.                                                        Journal of Responsible Tourism Management, 1(2), 73-92 

Published by Sarawak Research Society and 87 

Faculty of Hospitality and Tourism Management, UCSI University 

Supported by Ministry of Tourism, Arts and Culture Sarawak 

Camisón, C., & Monfort-Mir, V. M. (2012). Measuring innovation in tourism from the 

Schumpeterian and the dynamic capabilities perspectives. Tourism Management, 

33(4), 776-789. 

Castronovo, C. (2012). Social Media in an Alternative Marketing Communication Model. 

Journal of Marketing Development and Competitiveness, 6(1), 117-134. 

Chalmeta, R., Palomero, S., & Matilla, M. (2012). Methodology to develop a performance 

measurement system in small and medium-sized enterprises. International Journal of 

Computer Integrated Manufacturing, 25(8), 716-740.  

Charoensukmongkol, P., & Tarsakoo, P. (2019). Dimensions of social media marketing 

capabilities and their contribution to business performance of firms in Thailand. 

Journal of Asia Business Studies, 14(4), 441-461. 

Cohen, J. (1988). Statistical power analysis for the behavioural science (2nd ed.) Hillsdale, 

NJ: Lawrence Erlbaum Associates 

Damanpour, F., & Aravind, D. (2011). Managerial innovation: Conceptions, processes, and 

antecedents. Management and Organisation Review, 8(2), 423-454.  

Damanpour, F., R. M. Walker, & C. N. Avellaneda. (2009). Combinative Effects of 

Innovation Types and Organisational Performance: A Longitudinal Study of Service 

Organisations. Journal of Management Studies 46(4), 650-675. 

Danneels, E. (2010). Trying to become a different type of company: dynamic capability at 

Smith Corona. Strategic Management Journal, 32(1), 1-31. 

Dauda, Y. A., & Akingbade, L. N., (2010). Employee’s market orientation and business 

performance in Nigeria: Analysis of small business enterprises in Lagos State. 

International Journal of Marketing Studies, 2(2), 134-143. 

Demirović, D., Berjan, S., Milentijević, N., Bilali, H. E., & Syromiatnikova, Y. A. (2019). 

Exploration of tourist motivation and preferred activities in rural areas. Journal of the 

Geographical Institute" Jovan Cvijic", SASA, 69(1), 29-37. 

Diamantopoulos, A., & Siguaw J.A. (2006). Formative Versus Reflective Indicators in 

Organisational Measure Development: A Comparison and Empirical Illustration. 

British Journal of Management, 17, 263-282. 

Drnevich, P.L. & Kriauciunas, A.P. (2011) Clarifying the conditions and limits of the 

contributions of ordinary and dynamic capabilities to relative firm performance. 

Strategic Management Journal, 32, 254-279. 

Evans, N.G. (2016). Sustainable competitive advantage in tourism organisations: A strategic 

model applying service dominant logic and tourism's defining characteristics, Tourism 

Management Perspectives, 18, 14-25. 

Ferreira, J., Coelho, A., & Moutinho, L. (2020). Dynamic capabilities, creativity and 

innovation capability and their impact on competitive advantage and firm 

performance: The moderating role of entrepreneurial orientation. Technovation, 92, 

102061. 

Fotis. J., Buhalis. D. & Rossides. N. (2012). Social Media Use and Impact during the Holiday 

Travel Planning Process. Retrieved from: http://eprints. bourne-mouth.ac.uk/19262/1/ 

Fotis_et_al_2012_Social_media_use_and_impact_during_the_holiday_travel_plannin

g_process.pd 



 

Dawayan et al.                                                        Journal of Responsible Tourism Management, 1(2), 73-92 

Published by Sarawak Research Society and 88 

Faculty of Hospitality and Tourism Management, UCSI University 

Supported by Ministry of Tourism, Arts and Culture Sarawak 

Gan, S. W., Inversini, A., & Rega, I. (2018). Tourism, Development and Digital 

Technologies: Insights from Malaysian Homestays. In Information and 

Communication Technologies in Tourism, 52-63. Springer, Cham. 

Gunday, G. Ulusoy,G., Kilic,K. & Alpkan, L.,(2011). Effects of Innovation types on Firm 

Performance. International Journal of Production Economics, 133(2), 1-43 

Hair, J., Ringle, C., and Sarstedt, M. (2011). PLS-SEM: Indeed, a silver bullet. The Journal 

of Marketing Theory and Practice, 19(2), 139-152.  

Hair, J.F., Hult, T.M., Ringle, C.M. & Sarstedt, M. (2014). A premier on partial least square 

structural equation modelling (PLS-SEM). Sage Publications 

Haleblian, J. J., McNamara, G., Kolev, K. & Dykes, B. J. (2012). Exploring firm 

characteristics that differentiate leaders from followers in industry merger waves: A 

competitive dynamics perspective. Strategic Management Journal, 33(9), 1037-1052.  

Han, S., Kuruzovich, J., & Ravichandran, T., (2013). Service Expansion of Product Firms in 

the Information Technology Industry: An Empirical Study. Journal of Management 

Information Systems , 29(4), 127-158.Henseler, J., Ringle, C. M., & Sarstedt, M. 

(2015). A new criterion for assessing discriminant validity in variance-based 

structural equation modeling. Journal of the academy of marketing science, 43(1), 

115-135. 

Hjalager, A. M. (2010). A review of innovation research in tourism. Tourism management, 

31(1), 1-12. 

Hoskisson, R., Hitt, M., Wan, W. & Yiu, D. (1999). Theory and research in strategic 

management: Swings of a pendulum. Journal of Management, 25(3), 417-456. 

Ismail, M. N. I., Hanafiah, M. H., Aminuddin, N. & Mustafa, N. (2016). Community-based 

homestay service quality, visitor satisfaction, and behavioral intention. Procedia-

Social and Behavioral Sciences, 222, 398-405. 

Jamal, S. A., Aminudin, N., Sumarjan, N. & Chik, C. T. (2018). Idiosyncratic Identity For 

Homestay Tourism In Malaysia: Importance, Benefits And Challenges. Journal of 

Fundamental and Applied Sciences, 10(2S), 524-539. 

Josee, V.M., Karemu, G. &Kanchori, D. (2014). Role of Social Media Networks in 

Penetration of International Markets by Small and Medium Enterprises in Kenya: a 

case of Small Businesses at Yaya Centre Nairobi County. European Journal of 

Business and Management, 6(26), 1-7. 

Jussila, J.J., Kärkkäinen, H. & Aramo-Immonen, H. (2014). Social media utilization in 

business-to-business relationships of technology industry firms. Computers in Human 

Behavior, 30, 606–613.  

Katkalo, V. S., C. N. Pitelis, and D. J. Teece. (2010). ‘Introduction: On the Nature and Scope 

of Dynamic Capabilities’. Industrial and Corporate Change 19 (4), 1175–86. 

https://doi.org/10.1093/ icc/dtq026. 

Kleinknecht, A., van Montfort, K. & Brouwer, E. (2002). The non-trivial choice between 

innovation indicators. Economy, Innovation and New Technology, 11, 109-121. 

Kozlenkova, I.V., Samaha, S.A. & Palmatier, R.W. (2014). Resource-based theory in 

marketing. Journal of the Academy of Marketing Science, 42, 1-21. 



 

Dawayan et al.                                                        Journal of Responsible Tourism Management, 1(2), 73-92 

Published by Sarawak Research Society and 89 

Faculty of Hospitality and Tourism Management, UCSI University 

Supported by Ministry of Tourism, Arts and Culture Sarawak 

Kumar, V., Bhaskaran, V., Mirchandani, R, & Shah, M. (2013). Creating a Measurable Social 

Media Marketing Strategy: Increasing the Value and ROI of Intangibles and 

Tangibles for Hokey Pokey, Marketing Science, 32(2), 194-212. 

Kuo, S. Y., Lin, P. C. & Lu, C. S. (2017). The effects of dynamic capabilities, service 

capabilities, competitive advantage, and organisational performance in container 

shipping. Transportation Research Part A: Policy and Practice, 95, 356-371. 

Lee, Y. & Kim, I. (2018). Investigating key innovation capabilities fostering visitors’ 

mindfulness and its consequences in the food exposition environment. Journal of 

Travel and Tourism Marketing, 35(6), 803-818. 

Leonidou, L.C., Leonidou, C.N., Fotiadis, T.A. & Zeriti, A. (2013). Resources and 

capabilities as drivers of hotel environmental marketing strategy: Implications for 

competitive advantage and performance. Tourism Management, 35, 94-110. 

Leung D, Law R, van Hoof H. & Buhalis D. (2013). Social Media in Tourism and 

Hospitality: A Literature Review. Journal of Travel and Tourism Marketing, 30, 3-22. 

Lockett, A. and Thompson, S. (2001). The resource-based view and economics. Journal of 

Management, 27, 723-54. 

Martelo, S., Barroso, C., & Cepeda, G. (2013). The use of organizational capabilities to 

increase customer value. Journal of Business Research, 66(10), 2042-2050. 

Martínez-Román, J.A., Tamayo, J.A., Gamero, J. & Romero, J.E. (2015). Innovativeness and 

business performances in tourism SMEs. Annals of Tourism Research, 54, 118-135. 

McCann, M. & Barlow, A. (2015). Use and measurement of social media for SMEs. Journal 

of Small Business and Enterprise Development, 22(2), 273-287. 

Michaelidou, N., Siamagka, N. T. &mChristodoulides, G. (2011). Usage, barriers and 

measurement of social media marketing: An exploratory investigation of small and 

medium B2B brands. Industrial Marketing Management, 40(7), 1153-1159. 

Minazzi, R. (2015). Mobile social media marketing in tourism. In Social media marketing in 

tourism and hospitality (pp. 127-135). Springer, Cham. 

Ministry of Tourism Arts and Culture Malaysia (MOTAC) (2020), Laporan Statistik 

Program Pengalaman Homestay Malaysia 2019. Retrieved from 

http://www.motac.gov.my/en/download/category/11-homestay 

Murphy, K. S. (2017). An exploratory study of global issues impacting the future of tourism 

in Aruba. ARA Journal of Tourism Research, 5(1), 5-18. 

Namin, A. (2017). Revisiting customers’ perception of  service  quality  in  fast  food  

restaurants. Journal of Retailing and Consumer Services, 34, 70-81. 

Nedzinskas, Š., Pundziene, A., Buožiute-Rafanavičiene, S. & Pilkiene, M. (2013). The 

impact of dynamic capabilities on SME performance in a volatile environment as 

moderated by organisational inertia. Baltic Journal of Management, 8(4) :376-396. 

Odoom, R., Anning-Dorson, T. & Acheampong, G. (2017). Antecedents of Social Media 

Usage and Performance Benefits in Small and Medium-sized Enterprises (SMEs). 

Journal of Enterprise Information Management, 30(3), 383-399. 

Pesonen, J. (2011). Tourism marketing in Facebook: comparing rural tourism SME’s and 

larger tourism companies in Finland. In Law, R., Fuchs, M., and Ricci, F. (Eds.) 

Information and Communication Technologies in Tourism  



 

Dawayan et al.                                                        Journal of Responsible Tourism Management, 1(2), 73-92 

Published by Sarawak Research Society and 90 

Faculty of Hospitality and Tourism Management, UCSI University 

Supported by Ministry of Tourism, Arts and Culture Sarawak 

Piening, E.P. & Salge, T.O. (2015). Understanding the Antecedents, Contingencies, and 

Performance Implications of Process Innovation: A Dynamic Capabilities 

Perspective. Journal of Product Innovation Management, 32(1), 80-97. 

Ramli, R., Md Daud, S., Mat Kasim, M., & Kayat, K. (2018). Success Index for Promoting 

Malaysian Homestay Programmes Based in Multi Criteria Analysis. Journal of 

Telecommunication, Electronic and Computer Engineering, 10(1-10), 25-31. 

Rasoolimanesh, S. M., Dahalan, N. & Jaafar, M. (2016). Tourists' perceived value and 

satisfaction in a community-based homestay in the Lenggong Valley World Heritage 

Site. Journal of Hospitality and Tourism Management, 26, 72-81. 

Razalli, M. R. (2008). The consequences of service operations practice and service 

responsiveness on hotel performance: Examining hotels in Malaysia. Universiti Sains 

Malaysia. 

Rice, J., Liao, T.S., Galvin, P. & Martin, N. (2015). A configuration-based approach to 

integrating dynamic capabilities and market transformation in small and medium-

sized enterprises to achieve firm performance. International Small Business Journal, 

3(33), 231-253. 

Rita, P., Brochado, A. & Dimova, L. (2018). Millennials’ travel motivations and desired 

activities within destinations: A comparative study of the US and the UK, Current 

Issues in Tourism, DOI: 10.1080/13683500.2018.1439902 

Romenti, S., Minazzi, R., & Murtarelli, G. (2011). Online relationships and dialogue 

orientation in the Italian hospitality industry. In Proceedings 14th Toulon-Verona 

Conference ‘‘Organizational Excellence in Services’’, University of Alicante, Spain. 

Romme, A.G., Zollo, M. & Berends, P. (2010). Dynamic capabilities, deliberate learning and 

environmental dynamism: a simulation model. Industrial Corporate Change, 19(4), 

1271-1299. 

Sainaghi, R., Phillips, P. &  Corti, V. (2013). Measuring hotel performance: Using a balanced 

scorecard perspectives' approach. International Journal of Hospitality Management, 

34(1), 150-159. 

Saunila ,M. (2015). Understanding innovation performance measurement in SMEs. 

Measuring Business Excellence, 21(1), 1-16. 

Schloderer, M. P., Sarstedt, M. & Ringle, C. M. (2014). The relevance of reputation in the 

non-profit sector: the moderating effect of socio‐demographic characteristics. 

International Journal of Non-profit and Voluntary Sector Marketing, 19(2), 110-126. 

Schultz D., Malthouse E. & Pick D. (2012). From CM to CRM to CN2: A Research Agenda 

for the Marketing Communications Transition. In: Eisend M., Langner T., Okazaki S. 

(eds) Advances in Advertising Research (Vol. III). European Advertising Academy. 

Gabler Verlag, Wiesbaden 

Spaulding, T. J. (2010). How can virtual communities create value for business? Electronic 

Commerce Research and Applications, 9(1), 38-49. 

Taylor, A. & Taylor, M. (2014). Factors influencing effective implementation of performance 

measurement systems in small and medium-sized enterprises and large firms: a 

perspective from Contingency Theory. International Journal of Production Research, 

52(3), 847-866.  



 

Dawayan et al.                                                        Journal of Responsible Tourism Management, 1(2), 73-92 

Published by Sarawak Research Society and 91 

Faculty of Hospitality and Tourism Management, UCSI University 

Supported by Ministry of Tourism, Arts and Culture Sarawak 

Teece, D. J. (2012). Dynamic capabilities: Routines versus entrepreneurial action. Journal of 

management studies, 49(8), 1395-1401. 

Teece, D.J. (2007). Explicating dynamic capabilities: the nature and micro foundations of 

(sustainable) enterprise performance. Strategic Management Journal, 28(13), 1319-

1350. 

Teece. D., Pisano. G., Shuen. A. (1997). Dynamic capabilities and strategic management. 

Strategic Management Journal, 18, 509-533. 

Tourism Malaysia (2020), My Tourism Data. Retrieved from 

http://mytourismdata.tourism.gov.my/ 

Trainor, K. J., Andzulis, J. Rapp, A. & Agnihotri, R. (2014). Social media technology usage 

and customer relationship performance: A capabilities-based examination of social 

CRM. Journal of Business Research, 67(6), 1201-1208. 

Tseng, C. Y., Kuo, H. Y. & Chou, S. S. (2008). Configuration of innovation and performance 

in the service industry: evidence from the Taiwanese hotel industry. The Service 

Industries Journal, 28(7): 1-13. 

Vicente, M., Abrantes, J.L., Seabra, C. & Teixeira, M.S. (2015). Measuring innovation 

capability in exporting firms: The INNOVSCALE. International Marketing Review, 

32(1): 29-51. 

Wallin, J., Larsson, A., Isaksson, O. & Larsson, T. (2011). Measuring Innovation Capability 

Assessing Collaborative Performance in Product-Service System Innovation, 3rd 

CIRP International Conference on Industrial Product Service Systems, Braunschweig. 

Walsh, M., Lynch, P. & Harrington, D. (2011). A capability-based framework for tourism 

innovativeness. Irish Journal of Management, 31(1), 21-41. 

Wang, C.-H., Chen, K.-Y. & Chen, S.-C. (2012). Total quality management, market 

orientation and hotel performance: The moderating effects of external environmental 

factors.  International Journal of Hospitality Management, 31(1), 119-129. 

Wang, C.L., & Rafiq, M. (2014). Ambidextrous organizational culture, contextual 

ambidexterity and new product innovation: A comparative study of UK and Chinese 

high-tech firms. British Journal of Management, 25(1), 58-76. https:// 

doi.org/10.1111/j.1467-8551.2012.00832.x 

Wernerfelt, B., (1984). A resource-based view of the firm. Strategic Management Journal 

5(2), 171-180. 

Wilden, R., Gudergan, S.P., Nielsen, B.B. & Lings, L. (2013). Dynamic capabilities and 

performance: strategy, structure and environment. Long Range Plan, 46, 1-2. 

Yeşil, S., Koska, A. & Büyükbeşe, T. (2013). Knowledge Sharing Process, Innovation 

Capability and Innovation Performance: An Empirical Study. Procedia - Social and 

Behavioral Sciences,75, 217- 225. 

Zhang, Y., Fang, Y., Wei, K., Ramsey, E., McCole, P. & Chen, H. (2011). Repurchase 

intention in B2C e-commerce-A relationship quality perspective. Information & 

Management, 48(6), 192-200.  

Zins, A.H. (2007). Exploring travel information search behavior beyond common frontiers. 

Information Technology and Tourism, 9(3/4), 149-64. 

 



 

Dawayan et al.                                                        Journal of Responsible Tourism Management, 1(2), 73-92 

Published by Sarawak Research Society and 92 

Faculty of Hospitality and Tourism Management, UCSI University 

Supported by Ministry of Tourism, Arts and Culture Sarawak 

Appendix 

 

Measurement Items 
 

Dynamic Capability 
 

DC1 - understand customers’ specific needs  

DC2 - learn or acquire new skills from collaborative partners  

DC3 - evaluate our own strength and weaknesses 

DC4 - change our ways of doing business 

DC5 - flexibly develop new services  

DC6 - rapidly response organizationally to competitors’ actions 
 

Innovation Capability 
 

IC1 - develop newness for current products leading to improved guests satisfaction  

IC2 - renew the product promotion technique used for the promotion of current /new  

products  

IC3 - be creative in carrying out our operations  

IC4 - introduce new products and services in the market before other homestays do.  

IC5 - carry out our homestay activities (e.g. New routines, procedures and  

processes) in an innovative manner  
 

Social Media Marketing Capability 
 

SMC1 - conduct market research 

SMC2 - detect changes in our customers' product preferences 

SMC3 - detect fundamental shifts in our industry (e.g., competition). 

SMC4 - pay attention to changes in our customers' products or service needs  

SMC5 - In this business, we use social media to track customer complaints on our firm.  
 

Homestay Performance 
 

HP1 - guests satisfaction 

HP2 - reputation among guests 

HP3 - service quality offered to guests  

HP4 - ability to acquire new guests 

HP5 - sales volume 

HP6 - market share 
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