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ABSTRACT 

Tourism industry is a rapidly growing service sector and prime contributor to 
the world economy. Despite the industry’s growth, tourism information accuracy is 
the current concern in this industry. Many tourism fraud cases in Malaysia, including 
Umrah packages, membership cards and tour information compliance issues which 
had cost millions of losses were reported. Further, studies have confirmed that tourism 
information is overwhelming and many lack accurate information. Therefore, the aim 
of the study is to address the tourism information accuracy issues by proposing the 
Information Accuracy Assessment Framework for Malaysia Tourism Industry. With 
reference to the tourism information accuracy concerns, the following objectives were 
identified. First, to identify the existing information accuracy practices in leveraging 
the influencing factors of the tourism information accuracy issues. Secondly, to 
develop the proposed Information Accuracy Assessment Framework for Malaysia 
Tourism Industry. Thirdly, to validate the proposed framework. In phase one of the 
research, semi-structured interviews with fifteen respondents from the tourism 
industry were conducted to identify the tourism information accuracy practices. The 
identified tourism information accuracy practices were tourism information gathering, 
information source, content accuracy and credibility, information accuracy control 
measures, information procedures, information traceability, and information historical 
changes. The tourism information accuracy influencing factors were information 
resources, institutional and information environmental requirements, quality 
commitments, and information quality. Thus, the Information Accuracy Assessment 
Framework for Malaysian Tourism Industry was developed. The framework consisted 
of accuracy as the main factor and the sub factors include tourism institutional and 
information environment. The framework dimensions were information organizational 
and business, and information quality, which consisted of accuracy characteristics, 
accuracy assessments, accuracy assessment processes, and accuracy assessment result 
interpretations. A holistic approach to the framework involved assessing tourism 
information using the accuracy and assessment indicators in the assessment stages. 
The framework assessment process covered twelve assessment indicators in 
determining the information accuracy ratings and accuracy levels. The information 
accuracy rate and levels were classified into five levels of information accuracy, 
whereby level one was the lowest level and level five was the highest level of 
information accuracy assessment. In phase two, the framework was validated by five 
tourism experts on the framework’s usability, and the validated framework was refined 
in terms of assessment effectiveness, assessment clarity, assessment methodology 
process, assessment checklist, framework terminologies, tourism information 
definition, information and institution requirements. In summary the framework is 
useful to tourism information centre as well as tour and travel agencies in assessing 
and determining information accuracy levels. 
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ABSTRAK 

Industri pelancongan merupakan sektor perkhidmatan yang pesat berkembang 
dan penyumbang utama kepada ekonomi dunia. Walaupun industri pelancongan 
mencapai pertumbuhan yang besar, ketepatan maklumat pelancongan adalah isu 
semasa yang membimbangkan industri ini. Banyak kes penipuan pelancongan di 
Malaysia, termasuk pakej Umrah, penipuan kad keahlian dan isu pematuhan garis 
panduan maklumat pelancongan yang menanggung berjuta-juta kerugian telah 
dilaporkan. Selanjutnya kajian telah mengesahkan bahawa maklumat pelancongan 
amat mengalakkan dan banyak maklumat yang kurang tepat. Oleh itu, tujuan kajian 
ini adalah untuk menangani isu ketepatan maklumat pelancongan dengan 
mencadangkan Kerangka Penilaian Ketepatan Maklumat bagi Industri Pelancongan 
Malaysia. Dengan merujuk kepada keprihatinan ketepatan maklumat pelancongan, 
objektif berikut telah dikenal pasti. Pertama untuk mengenal pasti amalan ketepatan 
maklumat pelancongan yang sedia ada dengan memanfaatkan faktor-faktor yang 
mempengaruhi isu ketepatan maklumat pelancongan. Kedua untuk membangunkan 
Kerangka Penilaian Ketepatan Maklumat yang dicadangkan bagi Industri Pelancongan 
Malaysia. Ketiga, untuk mengesahkan kerangka kerja yang dicadangkan. Dalam fasa 
pertama kajian, wawancara separa berstruktur dengan lima belas responden dari 
industri pelancongan telah dijalankan untuk mengenal pasti amalan ketepatan 
maklumat pelancongan. Amalan ketepatan maklumat pelancongan yang dikenal pasti 
adalah pengumpulan maklumat pelancongan, sumber maklumat, ketepatan kandungan 
dan kredibiliti, langkah-langkah kawalan ketepatan maklumat, prosedur maklumat, 
keterangan maklumat dan rekod pengemaskinian maklumat. Ketepatan maklumat 
pelancongan yang mempengaruhi faktor adalah sumber dan kandungan maklumat, 
keperluan maklumat institusi pelancongan, komitmen kualiti dan kualiti maklumat. 
Oleh itu, kerangka Penilaian Ketepatan Maklumat bagi Industri Pelancongan Malaysia 
telah dibangunkan. Kerangka kerja ini terdiri daripada ketepatan maklumat sebagai 
faktor utama dan faktor persekitaran pelancongan, dan maklumat sebagai faktor kedua. 
Dimensi kerangka kerja adalah maklumat organisasi dan perniagaan, dan kualiti 
maklumat yang terdiri daripada ciri-ciri ketepatan, proses dan penilaian ketepatan serta 
keputusan penilaian maklumat. Pendekatan holistik terhadap kerangka ini adalah 
untuk menilai maklumat pelancongan menggunakan penunjuk ketepatan dan penilaian 
maklumat. Proses penilaian kerangka kerja meliputi dua belas penunjuk penilaian 
dalam menentukan peringkat dan tahap ketepatan maklumat. Kadar dan tahap 
ketentuan maklumat diklasifikasikan ke dalam lima tahap ketepatan maklumat, di 
mana tahap pertama adalah tahap terendah dan tahap lima adalah klasifikasi ketepatan 
maklumat tertinggi. Dalam fasa kedua, kerangka ini telah disahkan oleh lima orang 
pakar pelancongan mengenai kebolehgunaan kerangka kerja dan kerangka kerja yang 
disahkan telah diperbaiki dari segi keberkesanan penilaian maklumat, kejelasan 
penilaian, proses metodologi penilaian, senarai semak penilaian, terminologi kerangka 
kerja, definisi maklumat pelancongan, keperluan institusi dan maklumat. Umumnya, 
kerangka ini berguna untuk penilaian ketepatan maklumat pusat pelancongan 
maklumat serta agensi pelancongan dalam menilai dan menentukan tahap ketepatan 
maklumat pelancongan.  
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INTRODUCTION 

 Overview 

Information accuracy is vital and it is the most important element in obtaining 

quality information. In any organization, the stakeholders are concerned particularly 

with the information that is disseminated to them for decision-making. For 

organizations and businesses, the availability of accurate information is of paramount 

importance because such information is needed before the stakeholders can analyse 

the current business situation in order for them to make decisions. 

In many organizations, information accuracy processes or practices are 

implemented to ensure information accuracy. Globally, regardless of the nature of the 

business, information is processed as per the organization’s Standard Operating 

Procedures (SOP), quality policy, quality objectives, quality commitments, and 

streamlined according to the organization’s Quality Management System (QMS) (Li, 

Hu, Huang, & Duan, 2017a; Drosos, Skordoulis, Chalikias, Kalantonis, & 

Papagrigoriou, 2017; Kourouthanassis, Mikalef, Pappas, & Kostagiolas, 2017; Rao, 

Ragu-Nathan, & Solis, 2010; Wang & Tsai, 2009). The rationale for the enforcement 

of the SOP and QMS in an organization is to ensure that all the available information 

is as per the organization's needs. Also, it ensures that the information is not misleading 

and is accurate. Hence, the process flows and practices of information accuracy are 

closely monitored in order to ensure that accurate, meaningful and valuable 

information is available to the stakeholders for their decision making at all times. 

The vast and varied development of information, particularly in tourism, has 

changed the tourism institution and information requirements in sourcing accurate 

information (Saifullin & Lomovtseva, 2019; Höpken, Ernesti, Fuchs, Kronenberg, & 

Lexhagen, 2017). The development and growth of tourism information has offered a 
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great opportunity for the tourism information providers to improve information 

accuracy. Furthermore, in the context of the information environment, information 

accuracy needs to be continuously monitored to avoid any misleading information for 

tourism purposes (Mukherjee, 2019; Law, Qi, & Buhalis, 2010; Xujuan, Yuefeng, 

Bruza, Sheng-Tang, Yue, & Lau, 2007). With the growth of the tourism industry, 

tourism stakeholders today seek and expect quality information to be channelled 

through reliable mediums (Herrera, Sasidharan, Hernández, & Herrera, 2018; Höpken 

et al., 2017; Sheldon, 2016). Hence, in modern tourism industry and with the growth 

of social media, all matters relating to tourism information is gradually being attended 

to ensure that the tourism industry remains competitive and responsive in terms of 

information accuracy (Herrera et al., 2018; Ben-Elia, Di Pace, Bifulco, & Shiftan, 

2013).  

The tourism industry, specifically in Malaysia, has shown positive growth in 

2019 compared with 2018. According to the Tourism Performance Report released in 

Malaysian Tourism Data portal, for the period January 2019 to March 2019, Malaysia 

had acknowledged a positive growth of tourist arrivals compared with the same period 

in 2018. The tourist arrivals in Malaysia from January 2019 to March 2019 had 

recorded a growth of +2.7% to 6.70 million, whereby for the same period for the year 

2018, the tourist arrivals in Malaysia was at 6.52 million ("Tourism Performance 

Report," 2019). With reference to the same Tourism Performance Report, the main 

sources of tourism information in Malaysia were as follows: 62.8% were from travel 

agency blogs, travel review websites, social media, online travel providers such as 

trivago or booking.com, 37.9% were from travel guide books and 32.3% were from 

travel agents ("Tourism Performance Report," 2019). 

With the huge growth and the latest development in tourism information, there 

are a handful of available repositories that can provide reliable information to the 

tourism stakeholders for their decision-making (Xiang & Fesenmaier, 2017; Ţîţu, 

Răulea, & Ţîţu, 2016; Lam & McKercher, 2013). The tourism information sources and 

mediums have grown to be one of the most effective means of providing information 

on tourism related services. Although the available tourism information sources are 

highly integrated, information accuracy still seems to be an issue in the tourism 
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information environment (Li et al., 2017a; Molina, Fernández, Gómez, & Aranda, 

2017; Pan & Fesenmaier, 2006). Hence, tourism information requires assessments to 

determine its accuracy level before it is made available to the tourism stakeholders. 

Background of the Research 

Accuracy can be defined as the ability of the information systems to reduce the 

discrepancy between estimated travel times and the actual ones experienced by the 

traveller (Ben-Elia et al., 2013). The quality of the information at tourism information 

centres or visitor information centres are determined by the accuracy of furnished 

information to the users, as such the  quality of the tourism information is associated 

with the accuracy levels as the tourism information centres provision of information 

service (Mistilis & D'Ambra, 2008). Tourism information in information 

communication technology highly depends on the accuracy of tourism information 

and access to such information (Benckendorff, Xiang, & Sheldon, 2019; Buhalis & 

O'Connor, 2005). According to Li et al. (2017a), the tourism information systems 

provide access to tourism information through systems offering accuracy, convenience 

and the ubiquity of tourism information applications with systematic and detailed 

interaction between physical tourism resources and tourism information resources.  

The tourism industry has always been the most important financial 

intermediary in all economies. As the global tourism industry continues to evolve and 

accelerate in the new millennium, the tourism information systems will face monetary 

pressure to become more efficient, competitive, technology driven and strategically 

focused in managing tourism related information (Wanagos & Studzieniecki, 2018; 

Lam & McKercher, 2013). Similarly, the Malaysian tourism industry will continue to 

accelerate and with reference to tourism statistics released by Department of Statistics 

Malaysia on Domestic Tourism Survey 2018, in 2018, the domestic tourism in 

Malaysia had achieved a higher record in the number of visitor arrivals and tourism 

expenditure. A total of 221.3 million domestic visitors were recorded in 2018 with a 

growth of 7.7 %. Domestic tourism expenditure had registered a double-digit growth 

of 11.4% in 2018 compared with 11.1% in 2017. A total of RM 92,561 million was 
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spent in domestic tourism during 2018 compared with RM 83, 103 million in 2017 

("Domestic Tourism Survey," 2018). To support the growth of the tourism industry in 

Malaysia, there were 4897 registered travel agencies with the Ministry of Tourism, 

Arts and Culture Malaysia, at the time of study ("List of Travel Operating Business 

and Travel," 2019). 

In the current tourism information environment, there is always room for 

improvement in its information accuracy. Although there are numerous tourism 

organizations providing the required information, there is a grave possibility that the 

available tourism information is misleading and lacks credibility due to inaccurate 

tourism information (Saifullin & Lomovtseva, 2019; Wanagos & Studzieniecki, 

2018). Taking into consideration the accuracy of the available information through 

conventional and online mediums, the accuracy of information that is being 

disseminated and retrieved by tourism stakeholders is uncertain (Li et al., 2017a; Lam 

& McKercher, 2013).  

According to Lam and McKercher (2013), tourism information gaps in terms 

of the type and quality of information provided by over 110 National Tourism 

Organizations (NTOs) had indicated that the tourism industry was overwhelmed by 

existing information and the information source credibility had caused the world at 

large to worry. Both the quality and credibility of the information sources had created 

doubts within the industry. The accuracy of tourism information and information 

sources provided by tourism agencies, tourism commissions and tourism information 

centres were doubtful (Lam & McKercher, 2013). 

Tourism stakeholders have always requested for accurate information 

(Saifullin & Lomovtseva, 2019). Today in the digital age, both regional and global 

tourism have grown so rapidly that the dissemination of information that is related to 

tourism is shared via social media, web repositories, travel agencies and international 

or local authorities and tourism centres (Saifullin & Lomovtseva, 2019; Li et al., 

2017a; Sotiriadis & van Zyl, 2013). Such rapid growth in tourism information 

dissemination may neglect the information accuracy element and this may affect the 

quality of the tourism information. 
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There are many issues concerning information accuracy in tourism. Some of 

the major concerns are the inaccuracies of the available information, overwhelming 

information, lack of a structured process or flow of available information in the digital 

age and unfiltered information which may affect and influence the tourism 

stakeholders’ decision making (Saifullin & Lomovtseva, 2019; Herrera et al., 2018; 

Lam & McKercher, 2013; Jacobsen & Munar, 2012). The majority of tourism 

information studies have sought to identify information assessments for tourism 

information and the ways in which information accuracy can be improved. However, 

the development of tourism information assessments is still in its infancy and this 

requires further research and new inventions to address the information accuracy 

issues in tourism (Liang, Zhang, Zhang, Law, & Sun, 2017; Yoo, Goo, Huang, Nam, 

& Woo, 2017; Ukpabi & Karjaluoto, 2017; Ben-Elia et al., 2013). 

In this digital age, tourism information inflow and outflow from information 

sources and channels have shown significant growth (Yuan, Xu, Qian, & Li, 2016). 

Widespread information flow policies have allowed the flow of information to be 

disseminated to all parties, but the accuracy of such disseminated information cannot 

be assured  (Hassani, Silva, Antonakakis, Filis, & Gupta, 2017; Yi & Panda, 2007). 

According to Jovicic (2013), the lack of SOP regarding information formation and its 

dissemination via existing platforms in tourism is critical. Today, the possibility of 

sharing information using the latest technology is without any barriers and this may 

create its own drawbacks in the tourism business context because such information 

may be inaccurate  (Höpken et al., 2017; Jovicic, 2013). 

Another concern that requires attention is the trustworthiness of the 

information obtained. Information credibility and completeness can affect information 

accuracy in disseminating tourism information. Generally, information inaccuracy in 

tourism is primarily due to the lack of trustworthiness of the information obtained due 

to inaccurate information that has been obtained from various technological sources. 

This has contributed to poor decision making amongst the tourism stakeholders 

(Herrera et al., 2018; Munar & Jacobsen, 2013; Lam & McKercher, 2013). 
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Information accuracy in tourism should contain high interoperability of trusted 

information. As defined in ISO 9000, quality information increases the information 

accuracy level of information regardless of the business nature (Kresse, Danko, & 

Fadaie, 2011; Rao et al., 2010; Wang & Tsai, 2009). One of the key issues in 

implementing sustainable tourism is the information quality, particularly the accuracy 

of the available information. To support the sustainability of  tourism information, the 

“World Tourism Organization” has indicated the need to evaluate specific information 

in tourism in order to eliminate poor information practices in tourism (Casanueva, 

Gallego, & García-Sánchez, 2014; Jovicic, 2013). 

According to Liu, Shan, Glassey Balet, and Fang (2016), regarding tourism 

related information obtained from the growing social networks, significant 

disadvantages had been noted. Some of the major concerns were that the tourism 

information obtained had lacked trustworthiness, could not be obtained in a timely 

manner and had lacked descriptiveness (Liu et al., 2016; Harding, Finney, Davies, 

Rouncefield, & Hannon, 2013). Further to Liu et al. (2016), the need to ensure good 

information accuracy is extremely important and it is a requirement that only quality 

and accurate information can be disseminated publicly for decision making.  

As far as in the Malaysian tourism context is concerned, 30 tourism related 

cheating cases concerning tourism matters were reported in a period of 6 months in 

2007. Some of the reported cheating cases had involved tourism information issues 

such as inaccurate information on the membership cards (10 cases), tour packages (9 

cases) and Umrah packages (3 cases) ("Tour Cheating 30 Cases," 2007). Further to the 

issue pertaining bogus Umrah packages, this issue has increased in terms of the number 

of reported cases and based on the statistics for the period of 2012 until May 2018, 

about 359 cases were reported. 106 cases were fined RM 610,000 and had resulted in 

RM 12.4 million losses. Regarding the Umrah cheating cases, fraudulent information 

was highlighted as the main reason behind this issue as reported by the Ministry of 

Tourism and Culture (MOTAC) (Fara Aisyah, 2018). 
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According to Hasan and Abdullah (2014), there were many concerns and 

complaints against the tour and travel agencies in Malaysia. The main complaint had 

centred on the travel agencies’ failure to perform the tour packages as contracted, 

failure to adhere to the tour itinerary, last-minute cancellations and failure to account 

for money due to tour cancellation by the company and dismal service quality.  

In addition, several travel agencies were found to have committed various 

offences against the Tourism Industry Act 1992 and its accompanying regulations. 

Actions taken against the travel agencies had included revocation of business licenses 

and the issuance of compounds in respect of fraud, operating a business without a 

license, operating a business outside the permitted scope of the license, non-

compliance with the terms and conditions of tour brochures and the engagement of 

unlicensed tour guide in the package tour. Hence, in 2019 there were 160 offence cases 

which had led to the revocation of tourist guide licences at the time of study ("Revoked 

Tourist Guide Licence," 2019). 

Further, Wan Farahiyah (2019) had highlighted that there had been many 

consumer complaints related to Umrah service in Malaysia. According to Wan 

Farahiyah (2019) , the Ministry of Tourism and Culture had received 214 complaints 

involving Umrah travel fraud between 2012 to 2016. During the same period, 3,482 

tourism cases involving over RM 21 million had been referred to the Tribunal for 

Consumer Claims Malaysia.  

Further to Wan Farahiyah (2019), cases of Malaysians becoming victims of 

Umrah travel fraud are not new. Like a recurrent disease, they have resurfaced every 

year in the last 10 years. The increasing number of complaints against Umrah travel 

packages have confirmed the assertion that their businesses are vulnerable to 

fraudulent practices. This study has collected relevant materials, data and information 

on Umrah service matters, especially those involving pilgrims issues.  

The tragedy is that although reports of such fraudulent practices are often 

published, the cases continue to pile. There is a long list of reasons, the most common 

being a combination of ignorance, a too trusting attitude of the pilgrims and 
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compounded by the authorities’ lack of seriousness and consistency in resolving the 

cases. Information fraudulent practices in travel packages are common amongst travel 

agents in Malaysia (Wan Farahiyah, 2019).  

Despite the Umrah cases, there have been many tourism related scams reported 

in Malaysia. The unvalidated information available and disseminated in social medias 

and tourism blogs are often used by travellers in their decision making. For example, 

a group of 27 holidaymakers were cheated by travel scam packages in Johor Baharu. 

The total lost reported was RM 69, 151, and since then, the group of holidaymakers 

had not heard from the travel agency concern ("Holidaymakers cheated by scam travel 

packages," 2015).  

The trust level of information disseminated and travel agency authentication 

are the major concerns for travellers and this had led to scam issue. Another reported 

case was in July 2018. A tour company had collected deposits from the travellers. The 

travel company used its website and Facebook information to attract travellers. It was 

believed that the travellers had lost of thousands of ringgit between them. The tour 

company took flight after collecting deposits from its customers (Rahim, 2018). 

As per studies and references, the need for information accuracy is vital in 

tourism (Li et al., 2017a; No & Kim, 2015; Emhmed & Chellapan, 2010). Information 

accuracy standards or information assessment frameworks are able to limit information 

deficiencies and increase the accuracy level of the available information (Lam & 

McKercher, 2013). Thus, tourism information accuracy is necessary in order to ensure 

that the information that is provided to tourism stakeholders can be trusted and 

accurate for decision making. 



9 

Statement of the Problem 

Information accuracy is a very important aspect in the tourism information 

environment in order to assist the tourism stakeholders in their decision making 

process. The tourism information issues such as information inaccuracy, information 

trustworthiness, information source credibility, information reliability and information 

deficiency need to be addressed for accurate tourism information as the accurate 

information is essential for the decision making process. The current tourism 

information environment does not have a clear mechanism to ensure tourism 

information accuracy. If the information accuracy issues are not being addressed, the 

tourism information obtained will lacks of accuracy and will not be reliable for 

decision making. The purpose of this research is to find a solution for tourism 

information accuracy issues by proposing the Information Accuracy Assessment 

Framework for Malaysia Tourism Industry in order to determine the tourism 

information accuracy levels. 

Research Objectives 

This research is guided by the following research questions: 

i. What are the components that can be considered when designing the

information accuracy assessment framework?

ii. How accuracy of tourism information is assured?

iii. How the proposed framework for the tourism organizations is

evaluated?

Based on the research questions, the following are the research objectives: 

i. To identify the existing information accuracy practices in the tourism

organization.
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ii. To develop the Information Accuracy Assessment Framework for

Malaysia Tourism Industry.

iii. To validate the usability of the proposed framework for the tourism

information providers.

Scope of Research 

The research is focused on the tourism information accuracy in the Malaysian 

tourism information environment context. The research will address the tourism 

information accuracy issues through the proposed framework. The existing tourism 

information accuracy practices will be analysed to identify the information accuracy 

influencing factors in proposing the framework components for the information 

accuracy assessment. Since the tourism information accuracy problems are also  

common problems in Malaysia, the majority of respondents and experts involved in 

this research were selected from Malaysia. The proposed framework consists of 

information quality dimensions, tourism institution and information environments 

requirements. The accuracy assessment in the framework covers the accuracy 

indicators, assessment indicators, assessment stages, assessment process and 

determining the information accuracy levels. The proposed framework will be able to 

assist the tourism information providers in Malaysia for assessing the tourism 

information accuracy levels. 

Significance of the Research 

The research contributions are divided into theoretical, methodological and 

practical aspects. This research theoretically contributes to the tourism information 

literature dealing with information accuracy essentials. The theoretical significance 

relates to information requirement fundamentals, the requirement process and method 

information practices towards information accuracy assurances. The tourism 

information accuracy practices which had emerged from the literature had helped to 
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explain the tourism information accuracy situations within this research and had 

highlighted the critical role of the tourism information institutions and information 

requirements. The research  has shown the significance of  the importance of accuracy 

in tourism information in helping to shape tourism information accuracy needs. Thus, 

the theoretical significance of the research has sought to bring together tourism 

information accuracy, to provide a strong theoretical background to the study and to 

enrich the research on tourism information accuracy.  

Regarding methodological significance, the research has also served as an 

example by using the grounded theory techniques for data analysis in order to identify 

the factors impacting the tourism information accuracy. According to Glaser (1992), 

for data analysis, the results had shown how the data had helped to explain the 

phenomena in drawing the research findings and conclusion. Furthermore, with the 

emerged research findings, the study has provided the best explanation of the data 

including the significance of the tourism information accuracy needs which can shape 

the tourism information accuracy needs in Malaysia. The methodological impact was 

able to ease the current problems faced by the tourism stakeholders, tourism 

organizations and associations, travel and tour agencies and tourists in obtaining 

accurate information for their decision making process. The ISO/IEC 9126 standard is 

referred for tourism information resources, environment, assessment and quality 

process. Further, the ISO/IEC 15504 standard is used during the assessment process in 

assigning accuracy indictors, assessment indicators and accuracy levels for the 

proposed framework. 

On the practical level, this research has helped to understand the needs of 

tourism information accuracy in the decision making process. Tourism information 

accuracy is a critical factor to the tourism information providers such as tourism 

organizations and associations and travel and tour agencies in ensuring the accuracy 

of tourism related information. In the tourism institutional environment, tourism 

information organizational and business characteristics must be able to guide the 

direction of the tourism information accuracy and tourism information needs in the 

future.  
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Definition of Terms 

This section explain several key terms that have been used throughout this 

research. Before starting the research, it is important to understand the underlying key 

terms used in this research. The identified key terms are explained below. 

(a) Tourism Information

Tourism information consists of statistical data, travelling details, promotion 

regulation standards, reports and surveys (Saifullin & Lomovtseva, 2019; Li et 

al., 2017a; Kourouthanassis et al., 2017; Sheldon, 2016, 1997). The essential 

information from tourism is basically statistical in nature. It also involves 

reports and survey results that are related to information, such as the number 

of tourists who had visited a specific place or state or country, tourism climate 

surveys, income generated and profitability of project reports and an estimation 

of the tourism industry’s revenue and future industry climate for the upcoming 

years (Li et al., 2017a; Braunhofer & Ricci, 2017; Tremblay & Sheldon, 2000). 

(b) Tourism Information Sources

Tourism information sources are the information channels which are 

responsible for tourism information such as tourism government agencies, 

tourism organizations, tourism associations, tourism consultants and tourism 

market researchers who are collectively responsible for tourism information 

(Saifullin & Lomovtseva, 2019; Wanagos & Studzieniecki, 2018; 

Kourouthanassis et al., 2017; Sheldon, 2016, 1997).  
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(c) Tourism Information Exchange

Tourism information exchange refers to the information which is disseminated 

by tourism suppliers, intermediaries and travellers through their own preferred 

platforms, such as tourism blogs, social networks, websites, flyers, brochures, 

pamphlets, booklets, guides and tourism institutions conventional methods 

(Leung, Law, van Hoof, & Buhalis, 2013; Valdes & Cubillos, 2009; Luo, Feng, 

& Cai, 2004; Tremblay & Sheldon, 2000). 

(d) Tourism Information Accuracy Practices

Accurate information is necessary in any organization and the information  

accuracy practices are about processes that generate accurate information for 

quality maintenance (Rao et al., 2010). In tourism, it is important for tourism 

organizations to ensure that the information is accurate as tourism information 

changes frequently (Benckendorff et al., 2019; Shahrivar, 2012).  

(e) Practice of Methods, Activities and Procedures

According to Fonseca (2015) and Tricker (2014), generally, practices can be 

considered as a set of activities, procedures and methodologies that are 

implemented to ensure that the organization’s internal and external information 

quality aspects are managed well. 

i. Method

Defined as a procedure for completing specific tasks in a systematic or 

established approach (methods, methodology, framework, models and 

procedures) (Baggio, 2019; Walliman, 2017; Céret, Dupuy-Chessa, Calvary, 

Front, & Rieu, 2013).  
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ii. Activities

Activities are the predefined conditions where certain tasks or practices can be 

executed (Saifullin & Lomovtseva, 2019; Dillman, 2013). 

iii. Procedures

Procedures are referred to as established or official way whereby tasks or 

practices are executed (Saifullin & Lomovtseva, 2019; Laddha, Koli, & 

Jawandhiya, 2018; Greyson, 2016). 

(f) Information Decision Support

In tourism, the information decision support refers to the existing information 

supply and the mechanisms for analysis and decision making (Li et al., 2017a; 

Braunhofer & Ricci, 2017; Sheldon, 2016).  

(g) Information Management

Information management involves systematic processes and procedures to 

ensure that the information is in a receptive manner and can support the 

decision making exercise (Li et al., 2017a; Redman, Fox, & Levitin, 2009; 

Detlor, 2009).  

(h) Information Quality (IQ) Dimensions

Quality of information conceptualized in terms of dimensions. Quality relates 

to how well data meets the needs of use or fitness for use. In other words, 

quality relates to how well data meets specifications (Alshikhi & Abdullah, 

2018; Batini & Scannapieco, 2016; Redman et al., 2009). Information Quality 

(IQ) is commonly thought of as a multi-dimensional concept and the term IQ 

is defined as information that complies and meets the quality dimensions 

(Batini & Scannapieco, 2016; Zhu, Lee, & Rosenthal, 2016; Lillrank, 2003). 
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Generally, the IQ dimensions are 20 and Table 1.1 illustrates the definitions of 

each IQ dimensions (Knight & Burn, 2005; Wang & Strong, 1996). 

Table 1.1 Information Quality (IQ) Dimensions (Knight & Burn, 2005; Wang & 
Strong, 1996) 

Dimension Definition 
Accuracy Information is correct, reliable and certified free of error 

Consistency Information is presented in the same format and is 
compatible  

Security Access to information is restricted appropriately 
Timeliness Information is sufficiently up-to-date 

Completeness Information is not missing and is of sufficient breadth 
and depth 

Concise Information is compactly represented without being 
overwhelming 

Reliability Information is correct and reliable 

Accessibility Information is available, or easily and quickly 
retrievable 

Availability Information is physically accessible 
Objectivity Information is unbiased, unprejudiced and impartial 
Relevancy Information is applicable and helpful 
Usability Information is clear and easily used 

Understandability Information is clear and is easily understood without 
any ambiguity  

Amount of data Quantity or volume of available information is 
appropriate 

Believability Information is regarded as true and credible 
Navigation Information is easily found and linked to 

Reputation Information is highly regarded in terms of its source or 
content 

Useful Information is applicable and helpful for the task at hand 

Efficiency Information is able to quickly meet the information 
needs 

Value-Added Information is beneficial and provides advantages from 
its use 

(i) Information Quality Characteristics

The information characteristics refer to information attributes, entities and 

elements for a specific use (Batini & Scannapieco, 2016; Lillrank, 2003; 

Naumann & Rolker, 2000).  
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(j) Information Accuracy in Tourism

 Accuracy can be defined as the ability of the information systems to 

 reduce the discrepancies between estimated travel times and the actual 

 ones experienced by the traveller (Ben-Elia et al., 2013). According to 

Benckendorff et al. (2019), tourism information systems with intense 

information should contain the key elements of information accuracy in the 

tourism information typologies to ensure that the tourism information can be 

trusted.  The quality of the information at tourism information centres or visitor 

information centres can be determined by the accuracy of the furnished 

information to the users. Such quality tourism information is associated with 

the accuracy levels that the tourism information centres provide as part of the 

information services (Mistilis & D'Ambra, 2008). Tourism information in 

information communication technology highly depends on the accuracy of 

tourism information and it can enable access to accurate information (Buhalis 

& O'Connor, 2005). 

(k) Information Assessments Frameworks

The information assessment frameworks refer to the assessments requirements 

and their characteristics regarding the classifications of the dimensions of 

quality or attributes or indicators, assessment classes, criteria and factors 

(Daramola, 2010; Stvilia, Gasser, Twidale, & Smith, 2007; Knight & Burn, 

2005). 

Organization of the Thesis 

This thesis has 6 chapters. To facilitate access to the thesis, a brief description 

of the contents of each chapter is provided below: 

Chapter 1 is the fundamental part of this research. It highlights a brief 

understanding about the various sections such as the overview of the research, 
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background of the research, statement of the problem, research questions, research 

objectives, significance of the research and research key terms.  

Chapter 2 covers the literature review of the thesis. The research literature 

review provides the relevant literature and reviews of information accuracy practices 

and methods, activities and procedures that are related to information accuracy in the 

tourism industry. To perform the reviews, the Systematic Literature Review (SLR) 

method has been adapted. 

Chapter 3 explains the research methodologies of the research and the research 

phases. In this chapter, the research tasks are described. This chapter provides details 

of the methodologies that were used to achieve the research objectives and to answer 

the research questions.  

Chapter 4 covers the details of the Information Accuracy Assessment 

Framework for Malaysia Tourism Industry in terms of framework development, 

framework architecture, scope of the framework, framework elements and framework 

accuracy assessments. 

Chapter 5 detailed the results of the qualitative method. The chapter is divided 

into 2 parts. The first part of the chapter details the evaluation analysis and results of 

the information accuracy practices identified in tourism. The second part of this 

chapter explains the evaluation of the proposed framework in a tourism information 

environment covering the framework suitability, efficiency, satisfaction, adaptability 

and safety.  

Chapter 6 provides the summary and conclusion of the research that was 

carried out. In this chapter, the research’s achievements, the research’s contributions, 

the research’s limitation and the research’s future directions are discussed. 
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Appendix B Publication Conferences 

Conferences Title of the paper Year 
International Conference on 
Human Information Interaction 
and Retrieval 

Investigating mobile social media users? 
Behaviours in tourism collaboration 
information seeking 

2017 

International Conferences on 
World Wide Web 

Distilling information reliability and 
source trustworthiness from digital 
traces 

2017 

International Conference on 
Information and 
Communication Technology 
for Competitive Strategies 

Factors affecting the adopting of ICT in 
hospitality & tourism industry 

2016 

International Conference on 
Web Search and Data Mining 

Anticipating information needs based on 
check-in activity 

2017 

Asia-Pacific Web Conference Credibility-based twitter  social network 
analysis 

2013 

ACM international joint 
conference on Pervasive and 
Ubiquitous Computing 

Experiences with a social travel 
information system 

2013 

International Conference on 
Digital Information and 
Communication Technology 
and It’s Applications 
(DICTAP) 

Semantic web E-Portal for tourism 2012 

International IEEE Conference 
on Intelligent Transportation 
Systems (ITSC) 

Analysis and modelling the effects of 
information accuracy on travellers 
behaviour 

2011 

International Joint Conference 
on Computer Science and 
Software Engineering 

Nebular: A Sentiment classification 
system for the tourism business 

2011 

International Conference on 
Intelligent Systems Design and 
Applications (ISDA) 

Personalized travel suggestions for 
tourism websites 

2011 

International Conference on 
User Science and Engineering 

Online information sharing issues in 
website personalization 

2010 

International Conference on 
Software Engineering and 
Service 

Filtering the Open-Source Information 2010 

International Conference on 
Information and Multimedia 
Technology 

A Travel Planning Optimization Under 
Energy And Time Constraints 

2009 
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Appendix C Publication Source Journals 

Journal Title of the paper Year 
Technology Forecasting 
and Social Change 

Improving travel decision support satisfaction 
with smart tourism technology: A framework 
of tourist elaboration likelihood and self-
efficacy  

2017 

Tourism Management The concept of smart tourism in the context 
of tourism information services 

2017 
 

Understanding sustainability behaviour: The 
relationship between information acquisition, 
proactivity and performance 

2017 
 
 

Yearly, monthly and weekly seasonality of 
tourism demand: A decomposition analysis 

2017 
 

Analysis of tourism information Sources 
using a Mokken Scale perspective 

2016 

Information Management Explaining travellers online information 
satisfaction: A complexity theory approach 
on information needs, barriers, sources and 
personal characteristics 

2017 

Telematic and Informatic Consumers’ acceptance of information and 
communications technology in tourism: A 
review 

2016 

Social and Behavioural 
Sciences 

Measuring Service Quality in Tourism 
Industry 

2016 

Journal of Sustainable 
Tourism 

Bridging the gap: grounded theory method, 
theory development and sustainable tourism 
research 

2016 

International Journal of 
Information Management 

Make your travel smarter: Summarizing 
urban tourism information from massive blog 
data 

2016 

Journal of Travel & 
Tourism Marketing 

The relevant of mobile tourism and 
information technology: an analysis of recent 
trends and future research directions 

2016 
 
 

Evaluating of a Tourist Brochure 2005 
The impact of the Internet on Information 
Sources Portfolio 

2007 
 

Comparison of Web Service Quality Between 
Online Travel Agencies and Online Travel 
Suppliers 

2004 
 
 

Current Issues in Tourism Social network analysis in tourism 
Key issues in the implementation of 
sustainable tourism 

2016 
2013 

Information Technology & 
Tourism 

Future research issues in IT and tourism 2015 

Computer in Human 
Behaviour 

Comparing the attributes of online tourism 
information sources 

2015 

Telematic and Informatic The use of social media in travel information 
search 

2015 
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Journal Title of the paper Year 
International Journal of 
Management Cases ICT impact on tourism industry 2013 

Transportation Research The impact of travel information’s accuracy 
on route-choice 

2013 

Annals of Tourism 
Research Intelligent systems in tourism 2011 

Tourism research 2.0 2012 
Enabling access to tourism through 
information schemes? 2008 

Online Information Search - Vacation 
Planning Process 

2006 

Scandinavian Journal of 
Hospitality & Tourism 

Trust and Involvement in Tourism Social 
Media and Web-Based Travel Information 
Sources 

2013 

Tourism Management 
Perspective 

The tourism data gap: The utility of official 
tourism information for the hospitality and 
tourism industry 

2013 

Tourist information search and destination 
choice in digital age 2012 

Journal of Hospitality 
Marketing & Management 

The accuracy of Tourism Forecasting and 
Data Characteristics: A Meta-Analytical 
Approach 

2012 

The Service Industries 
Journal 

The usage of online tourist information 
sources in tourist information search : an 
exploratory study 

2012 

Information and 
Communication 
Technologies in Tourism 

Affiliate Marketing in Tourism: Determinants 
of Consumers’ 2011 

Journal of Travel Research The Trustworthiness of Online Channels for 
Experience and Goal Directed Search Tasks 

2011 

A Framework of Search Engine Use for 
Travel Planning 

2010 

Service Business User generated content: the use of blogs for 
tourism organisations and tourism consumers 

2008 

International Journal of 
Management 

Impact of E-commerce on Travel and 
Tourism: An Historical Analysis 

2009 

Journal of Travel & 
Tourism Marketing 

The Past, Present and Future Research of 
Online Information Search 

2004 

Information Search Behaviour and Tourist 
Characteristics 

2004 

The Impact of the Internet on Information 
Sources Portfolios 

2007 

Journal of Managing 
Service Quality 

Mapping service quality in the tourism 2003 

Journal of Transnational 
Management 

Diffusion of Internet Technology in the 
Tourism Sector: An Empirical Study 

2014 
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Appendix D Semi-Structured Questionnaire 

Dear Respondents 
There are many limitations to the current tourism information accuracy practices. In 
the current digital age, tourism related information is available without good practices 
of information accuracy assurance. The problems defined in this research were 
assessed based on current tourism related information and were expected to provide 
better and workable solutions towards accurate tourism information. The evaluated 
information accuracy practices in tourism could be used to overcome the accuracy 
issues pertaining to tourism information and to ease the tourism stakeholders’ decision 
making capabilities. The proposed Tourism Information Accuracy Assessment 
(TIAA) framework could be used to act as a remedy in eliminating inaccurate 
information, increasing information quality and optimizing customer service and 
systematic procedures, thereby enabling the tourism stakeholders to make informed 
decisions. The interview sessions with the tourism stakeholders were able to provide 
valuable inputs and their feedback were taken into consideration in proposing a TIAA 
framework for the purpose of obtaining accurate tourism information. 

This interview was conducted by Universiti Teknologi Malaysia’s post graduate 
students. The main objective of this interview was to identify the limitations and to 
find out the preferences of participants in tourism related information accuracy.  

We would be grateful if you could take a few minutes of your time to answer the 
questions below. The objective of this questionnaire is to improve the existing tourism 
information accuracy problems. All information given is strictly confidential. Thank 
you. 

1. What is your age range and gender
a. {  } 20 – 30 M F 
b. {  } 30 – 35 M F 
c. {  } 35 – 40 M F 
d. {  } more then 40 M F 

2. Which of the following tourism services functionalities is most difficult to
do?

a. {  } Retrieving or gathering accurate tourism information
b. {  } Browse for services or resources or accurate tourism information
c. {  } Guides/information on pertaining tourism industry
d. {  } Others: please
specify___________________________________________
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3. How would you grade the tourism services/organization/agencies in terms of
sharing and providing accurate information?

a. {  } Poor
b. {  } Average
c. {  } Good
d. {  } Excellent

4. How do you grade the trustworthiness of tourism information ?
a. {  } Poor
b. {  } Average
c. {  } Good
d. {  } Excellent

5. Did tourism services/organization/agencies help you to ease efficiency in
terms of accuracy of available information?

a. {  } Yes
b. {  } No

6. What is your satisfaction level towards tourism
services/organization/agencies’ information?

a. {  } Poor
b. {  } Average
c. {  } Good
d. {  } Excellent

7. How would you rate your confidence and satisfaction/trust level regarding
accepting tourism information via social media or other conventional
medium?

a. {  } Poor
b. {  } Average
c. {  } Good
d. {  } Excellent

8. Which of the following tools were used to gather tourism related information
for your purpose? You may choose more than one answer.

a. {  } World Wide Web
b {  } Newspapers 
c. {  } Magazines
d. {  }  Others: please
specify___________________________________________

9. How would you rate the performance of efficiency in tourism
services/organization/agencies in terms of accurate tourism information
dissemination?

a. {  } Poor
b. {  } Average
c. {  } Good
d. {  } Excellent
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10. How did tourism services/organization/agencies’ services, functions or
resources guide you in retrieving accurate tourism information?

a. {  } Poor
b. {  } Average
c. {  } Good
d. {  } Excellent

11. How did you get information about the tourism data/statistics?
(More than one answer allowed)
Travel agency
Internet
Family/friends
Newspapers/magazines
Travel brochures
Travel guides
TV
Radio
Tourist fairs
Other:
........................................................................................................................ 

12. How did you get the accurate tourism information?
(More than one answer is allowed)
In person at a travel agency in your own country
By phone at a travel agency in your own country
Through the internet at a travel agency in your own country
In person at a travel agency
By phone at an accommodation
Through the internet at an accommodation
Through the internet at another place
Directly at the hotel
Other:
........................................................................................................................ 

13. Did your on hand tourism information meet the initial accuracy level of the
information’s main source?
Completely
For the greater part
Partly
Not really
Absolutely not
If the answer is “ not really” or “absolutely not”, please state your reason:
 ............................................................................................................................. 
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14. Please evaluate the quality of the current tourism information :
1: Poor
2: Average
3: Good
4: Very Good
5: Excellent

15. What is the first word that comes to mind when you intended to gather
tourism related information?
............................................................................................................................. 

16. Which factor would reduce your likelihood of trust in the tourism related
information ?
............................................................................................................................. 

17. In general, when you go to the tourism information centre, what is the first
thing that you look for ?  (More than one answer is allowed)

a. {  } Maps
b. {  } Brochures
c. {  } Pictures of areas of attractions
d. {  } Others, please specify

18. Which of the following is the main method in which you would prefer
information to be presented to you (More than one answer is allowed)

a. {  } Verbal and Written with brief description
b. {  } Visual poster
c. {  } Digital
d. {  } Others, please specify

 ………………………………………………………………………………… 

19. What are the three most important websites that you would use for tourism
related information?
............................................................................................................................. 

20. Please list three suggestions to increase information accuracy in tourism
information
............................................................................................................................. 
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Appendix E Evaluation Checklist 

Tourism Information Accuracy (IA) Evaluation Checklist 

Checklist for problems, opportunities and directive identification uses IA practices for 
improvements in tourism.  

PERFORMANCE Problems, Opportunities, and Directives 
A. Throughput-- the amount of IA practices performed over some period of time.
B. Response time-- the average delay between practices or request and a response
time to that practices or request.

INFORMATION (and Data) Problems, Opportunities, and Directives 
A. Outputs

1. Lack of any information
2. Lack of necessary information
3. Lack of relevant information
4. Too much information -- “information overload”
5. Information that is not in a useful format
6. Information that is not accurate
7. Information that is difficult to produce
8. The information is not timely to its subsequent use

B. Inputs
1. Information is not captured
2. Information is not captured in time to be useful
3. Information is not accurately captured -- contains errors
4. Information is difficult to capture
5. Information is captured redundantly -- same data captured more than once
6. Too much information is captured
7. Illegal information is captured

C. Stored data
1. Information is stored redundantly in multiple files and/or databases
2. Information data is not accurate
3. Information is not secure to accident or vandalism (optional)
4. Information is not well organized
5. Information is not flexible -- not easy to meet new information needs from
stored data
6. Information is not accessible

CONTROL (and Security) Problems, Opportunities, and Directives 
A. Too little security or control

1. Input data is not adequately edited
2. Ethics are breached on data or information : refers to data or information
that is obtained by unauthorized people
3. Redundantly stored information is inconsistent in different files or
databases
4. Data privacy regulations or guidelines are being (or can be) violated
6. Processing errors are occurring (either by people, machines, or software)
7. Decision - making errors are occurring
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B. Too much control or security 
1. Bureaucratic red tape slows the system 
2. Controls inconvenience customers or employees 
3. Excessive controls cause processing delays 

 
EFFICIENCY Problems, Opportunities, and Directives 
A. People, machines, or computers waste time 

1. Information is redundantly input or copied 
2. Information is redundantly processed 
3. Information is redundantly generated 

B. People, machines, or computers waste materials and supplies 
C. The effort required for tasks is excessive 
D. Materials required for tasks is excessive 
 
SERVICE Problems, Opportunities, and Directives 
A. The practices produce inaccurate results 
B. The practices produce inconsistent results 
C. The practices produce unreliable results 
D. The practices are not easy to learn 
E. The practices are not easy to use 
F. The practices are awkward to use 
G. The practices are inflexible to new or exceptional situations 
H. The practices are inflexible to change 
I. The practices are incompatible with other practices 
J. The practices are not coordinated with other practices 
 

Target Category of evaluation 

 
Target Category  Evaluation Criteria 

Document 
Required/Reviewed/source 
of evidence 

Tourism 
information 
formulation/ 
processing 

Information coverage (source & 
content) 

Information references 
Information source coverage 
Existent of procedures 
Information Error mismatch 
Consistency of error  
Consistency of imputation 
 

Information capture (collect & 
gathering) 

Information or document 
currency (date) 

Tourism 
information 
management 

Comparability (historical 
changes – date) 

Information validation 
Information processing 
Information storage 
Information currency  
Internal accuracy control  
Information standard 
Information 
originality/Information 
changes audit trails 
Information usage 
analysis/User feedback 
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Appendix F Sample of Semi-Structured Interview Script 

Respondent Organization / 
Company 

Position Date of 
interview 

Interview 
Start time 

Interview 
End time 

R2 Malaysia 
Tourist 

Information 
Centre 

(MATIC) 

Tourism 
Officer 

Wednesday, 
5 August 

2015 

3.00pm 4.30pm 

Interviewer : 
Good afternoon Mr. (R2), my name is ( interviewer name) and I am Phd candidate 
perusing my studies at UTM AIS KL Campus. The purpose of the interview is to get 
information on Information Accuracy practices in Tourism Business. This interview 
information will be valuable inputs towards to us in proposing a Framework 
Information Accuracy Assessment for tourism. Without further delay let us begin our 
interview session. 

Q1. To start the interview can you please share with me your background in servicing 
Malaysia Tourist Information Centre (MATIC)? 

R2: 
My name (R2) and I am Tourism Officer in MATIC. I have been working with MATIC 
for 5 years. I deals with the tourism related information in MATIC. 

Interviewer: 
The main objective of this interview is to identify the existing practice of Information 
Accuracy in Tourism Business and how accurate Tourism Business information 
disseminated to tourism stakeholders.   
Q2. Can you share what types of Tourism Business related information is made 
available from your organization? 

R2: 
MATIC is normally to provide travelling information on accommodation information, 
transportation information and attraction places information. In addition to this we do 
provide other services such as touring guide. 

Interviewer: 
Q3. Can you explain how the tourism business information being gathered in your 
organization for information dissemination. Having said the information gathered and 
furnished by Tourism Malaysia to MATIC? 

R2 : 
We normally received information from Tourism Malaysia and tourism industry 
players and they furnished the tourism information to MATIC. The modes of received 
information are brochures, pamphlets and any printed materials. These information’s 
are made available and shared thru our web sites and hard copy do available in our 
information centre. 
Interviewer: 



251 

Q4. What the types of inquires does MATIC handle at MATIC centres? 
R2 : 
80% inquiries of attraction places, we normally provide brochures, template, web site 
address, hrhrhrhrhrh, mmmm and advise them to look at the given materials and visit 
web sites 

Interviewer: 
Q5. Does MATIC evaluate or validate the accuracy level of received information 
before disseminate this information to public? 

R2 : 
Not at all. MATIC only the organization to advertise the received information and 
FYI the main source of information is Tourism Malaysia. 

Interviewer: 
Q6. Do you encounter any in-accurate information? 

R2 : 
Yes, Boucher’s published in 2013, we give to tourist in 2015, price and other 
information provided was not up to date and in accurate. I think there will vast changes 
in the tourism information if you compared the information changes in the year 2013 
vs 2015. 

Interviewer: 
Q7. How frequent do you received information from tourism Malaysia and industry 
players? 

R2 : 
Monthly thru emails, printed materials, newsletters and many more… 

Interviewer: 
Q8. Do you have any filtering system or processes to see any in- accurate of 
information based on received information from industry player or Tourism Malaysia? 

R2 : 
No, No we don’t have that. We just receive the information and display it for travellers 
or tourist view. Normally the information, received we just store and display and 
filtering is very brief and FYI for the travellers still go to www to check the available 
information accuracy. That’s all. 
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Interviewer: 
Q9. Can you rate the efficiency of Tourism Malaysia based on the information supplied 
to you, Average, Poor or Excellent? 

R2 : 
No comments but Average, May be, I am not sure!!! Information not up to date. i.e 
annual events, information is not accurate. This is not my role to look into. Sometime 
the tourism related websites play very important role to disseminate tourism 
information. The tourism players need to ensure their websites are updated with correct 
tourism business information to avoid any information misleading or in-correct 
information. 
Interviewer: 

Q10. Does MATIC discuss this Tourism Malaysia on this in accurate information 
issue? 

R2 : 
Last year, we had discussion about this in accurate information issues but not sure 
what is the outcome. 

Interviewer: 
Q11. When found out the inaccurate or misleading information, what is MATIC 
action? And what is your opinion on the information credential if this problem was not 
able to address with solution? 

R2 : 
Email to Tourism Malaysia to inform them about this in accuracy of information 
problem and this based on add-hoc basis and there is no structure methods. Every state 
in Malaysia we have the MATIC and this normally we do. MATIC is under MOTAC 
and the travelling agencies are under Tourism Malaysia.  So MOTAC and Tourism 
Malaysia need to advise us what need to be done if any issues in tourism business 
information. If the information problem not being solved, I think we will have issue 
on the tourism information credibility, people may not trust our information. 

Interviewer: 
Q12. What are the different between MOTAC and Tourism Malaysia? 

R2 : 
Tourism Malaysia does the promotion activities about Malaysia and Tourism Malaysia 
staffs are more than MOTAC. Tourism Malaysia is main body that play important role 
in promoting tourism industry in Malaysia. 

Interviewer: 
Q13. Do you receive any feedback from tourist after their post visit? 

R2 : 
Yes, there is a feedback form for this and normally the feedbacks are positive. 
“Presented sample of feedback form”. 
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Interviewer: 
Q14. Is there are any factors the travellers that fail to trust information? 

R2 : 
Normally they trust our information, they have no choice and we need to make sure 
the information’s are correct and accurate. 

Interviewer: 
Q15. In your experience which of the tourism functionality like information, 
information dissemination, information structure and etc more difficult part in dealing 
in tourism business? 

R2: 
I think getting information and transferring to tourist or travellers bit difficult. Since 
MATIC is not the owner of the given information, we trust information that what we 
received. Hope for the best. 

Interviewer: 
Q16. How does MATIC disseminate the tourism related information? 

R2 : 
Thru web sites and printed digital ways, information, Tourism Malaysia also does the 
marketing part here to disseminate information. 

Interviewer: 
Q17. Do you have processes, diagram of tourism business information dissemination? 

R2 : 
No, we just receive the information and disseminate to travellers or tourist. That’s it. 

Interviewer: 
Q18. Is there any validation or verification process that normally you do upon receive 
of tourism related information? 

R2: 
No, no as I am aware. 
Interviewer: 
Q19. Normally when you receive tourism related information what is your action and 
how do you address of tourism related information complexity? 

R2 : 
To display to users, we share and list and display the information. As I said MATIC is 
not the owner of the tourism information, we are just disseminating to travellers or 
tourist. If complexity than it is too technical for me answer. Yes, the tourism 
information’s are complex. Information Accuracy, we do not produce information so 
I am not sure on this complexity information 
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Interviewer: 
Q20. What are the rules you apply when you disseminate tourism business 
information via social media like Facebook or twitter? 

R2 : 
Rules, is there any rules, I am not sure, as I know no rules. We just disseminate what 
we have. 

Interviewer: 
Q21. As you aware of this purpose of the interview and to propose end product. If you 
were given opportunity to participate in framework testing, do like to do so? 

R2 : 
Sure, good I will give my support. 

Interviewer: 
Thank you for your time and valuable feedback, hope to meet you soon 

R2 : 
Thanks you, bye. 
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Appendix G NVIVO 10 Analysis Report 

Respondents Profiling and Demography 

Summary of Nodes Analysis 
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Nodes Hierarchy 

 
Context view of Tourism Business (TB) information 
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Appendix H Comparison and Memoing Details 

Information 
Accuracy 
Factors 

Information 
Accuracy 

Categorization 
Characteristics Re- 

Categorization 
Reason of 

Modification 

Resources 
Tourism 

institution 
environment 

Adequacy of 
resources - - 

Professional 
independence 

Information 
environment 

Integrity 
constrains 

Tourism 
institution 

environment 

Information 
providers 
producing 
information are 
independent or 
dependent from 
other tourism 
policy, 
regulatory or 
administrative 
departments and 
bodies and 
potential conflict 
of interest 

Information 
for business 

Information for 
organization 

needs 

Information free 
of error 

purpose of 
information 

Tourism 
institutional 
environment 

Information for 
tourism well 
defined with 
fairness and 
objective of the 
information to be 
presented 

Commitment Quality 
Procedures, 

processes and 
facilities 

Quality 
commitment 

Procedures, 
processes and 
required 
resources to 
assist the internal 
quality measures 

Information 
quality 

Quality 
dimensions 

information 
quality 

characteristics 

Information 
environment 

Information with 
quality 
characteristics 
and free of error 
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Appendix I Tourism Information Accuracy Assessment Checklist 

Instructions on how to complete the Tourism Information Accuracy Assessments 
Checklist 

1.With the Information Accuracy Assessment Framework, the gathering of
tourism information and the assessments of the collected tourism information will
be conducted as per the information accuracy assessment (Preliminary,
Administration, Measurement and Verification).

2. Assessors are recommended to perform the information assessments in
sequential order by following the information accuracy assessments and the
assessments of each characteristics.

3. The gathered tourism information will be assessed using the information
accuracy assessment checklist and rated as met (Yes), not met (No) or partially
met (P).

4. The measurement values for the assessments are rated in the range of 1 for (Yes),
0 for (No) and 0.5 for (P).

5. Assessors are only allowed to select or rate the assessments by selecting one
measurement value per assessment.

6. Assessors are to complete all the assessments for tabulation of final
information accuracy score, information accuracy rate (%), information accuracy
classification and information accuracy level. Please take note of the  supporting
documents upload requirement because this is optional. Upon completion of the
assessment exercise, assessors can view the summary report. All information
accuracy scores have been automated tabulation purpose.
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Appendix J Expert's Review Evaluation Form 

Expert Review 

Tourism Information Accuracy Assessment Framework (TIAA) Usability 
Assessment 

The objective of this survey is to seek information and recommendations from tourism 
information experts in performing the Tourism Information Accuracy Assessment 
Framework’s (TIAA) usability assessment and to suggest the framework’s 
improvements (if any). 

Expert’s Detail 
Name 
Age 
Gender 
Current position 
Years of service 
Job specialization 
Experience in information management 
E-mail address
Name of Ministry/Organization 
Ministry/Organization URL address 
Telephone number 
Fax number 

Researcher 
Sivakumar A/L Pertheban 

Universiti Teknologi Malaysia (UTM), Kuala Lumpur 
sivakumar84972709@gmail.com 

012-686 1900
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Instruction 
Based on the options (Likert-type scale)  given below, please  fill in the likelihood 
of the usability potential risk of Tourism Information Accuracy Assessment 
Framework (TIAA). Based on your expertise and the potential risk given i.e. the 
likelihood of these risks occuring, please suggest the mitigation plan that could be 
implemented in addresing the identiifed risk. 

Likert-type scale 
Point 1 2 3 4 5 

Option Very Low Low Average High Very High 
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Likert-type scale 
Point 1 2 3 4 5 

Option Very Low Low Average High Very High 

No Assessment Likelihood 
of incidence 

Suggested 
Mitigation 

Plan 

Comment 
/Remark 

A 
1 

SUITABILITY 

It is the degree to which the TIAA 
framework assists the tourism 
information providers in determining 
the information accuracy level. 

2 High percentage of determining 
information accuracy levels 

3 Appropriateness of information 
accuracy levels and measurement 

4 

Complete and sufficient information 
accuracy assessments depth  and 
categories  to determine the 
information accuracy levels 

5 

Information accuracy relevancy and 
needs with the developed information 
accuracy assessments categories and 
details 

6 
Ability of the TIAA framework to 
adapt to the mass and complex tourism 
information changes 
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No Assessment 
Likelihood 

of 
incidence 

Suggested 
Mitigation 

Plan 

Comment 
/Remark 

B 
7 

EFFICIENCY 
The evaluation of the TIAA 
framework in accurately and 
successfully meeting the tourism 
institutional and information 
environments requirements.  

8 Free of error information and result 
produced 

9 
Relevancy of information accuracy 
assessments in determining the 
information accuracy levels 

10 

Minimum execution time of 
information accuracy assessments or 
lacks of time constraints  of 
information accuracy assessment 
categories implementation 

11 
High requirements and adequacy of 
resources required for implementation 
of TIAA framework  
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No Assessment Likelihood 
of incidence 

Suggested 
Mitigation 

Plan 

Comment 
/Remark 

C 
12 

SATISFACTION 
It is defined as the extent to which the 
developed TIAA framework is 
accurately producing the result and 
gaining trust among the information 
providers in implementing the 
framework. 

13 
The TIAA framework is likely 
preferred to be implemented by the 
information providers 

14 Good depth in information accuracy 
assessments details 

15 

The developed information accuracy 
assessments provides professional 
independence such as the extent to 
which the information providers 
producing information is independent 
or dependent from other tourism 
policies, regulatory or administrative 
departments and bodies and potential 
conflict of interest 

16 Trust with TIAA framework 

17 
Enthusiasm by the information 
providers in implementing the TIAA 
framework 

18 
The TIAA framework is able to fulfil 
the  tourism institutional and 
information needs 

19 

The TIAA framework is well 
structured in terms of determining if 
information accuracy levels and in 
line with the objective and aim of 
tourism institutional and information 
requirements 
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No Assessment 
Likelihood 
of incidence 

Suggested 
Mitigation 

Plan 

Comment 
/Remark 

D 
20 

ADAPTABILITY 
It is defined as the intensity level to 
which the TIAA framework has 
clarity, is easy to understand, easy 
to be implemented in tourism 
institutional and information 
environments  

21 Clarity in information accuracy 
assessments  

22 
Complexity low in performing 
information accuracy assessments 
and result interpretation 

23 Able to understand the TIAA 
framework 

24 
Easy to learn and implement the 
TIAA framework with minimum 
time constraints 

25 
Able to follow the information 
accuracy assessments of the 
framework 

26 Complete and adequate 
documentation 

27 Sufficient support in implementing 
the TIAA framework  
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No Assessment 
Likelihood of 

incidence 

Suggested 
Mitigation 

Plan 

Comment 
/Remark 

E 
28 

SAFETY 
It is defined as the degree to which 
risk/damage derived from the use of 
the TIAA framework can be avoided. 

29 
Lack of information traceability 
issues (loss of information/data) in 
implementing the TIAA framework 

30 Low vulnerability threat of 
information accuracy determination 

31 
Low risk of existing tourism 
institutional and information 
accuracy assessment or evaluation 
methodology failure 

32 Low risk of TIAA framework 
implementation failure 

33 

Tourism institutional and information 
environment not prone to danger in 
terms of information management 
(information confidentiality and 
quality commitment) 

34 
Low percentage of change in working 
culture and environment of existing 
information management system 

Thank You 
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Appendix K Sample of Expert's Review Assessment 

Expert Review 

Tourism Information Accuracy Assessment Framework (TIAA) Usability 
Assessment 

The objective of this survey is to seek information and recommendations from tourism 
information experts in performing the Tourism Information Accuracy Assessment 
Framework’s (TIAA) usability assessment and to suggest the framework’s 
improvements (if any). 

Expert’s Detail 
Name  R2 
Age Not specified 
Gender Female 
Current position Senior Assistant Secretary 
Years of service 7 Years 
Job specialization Tourism Policy & International Affairs 

Division 
Experience in information management Yes 
E-mail address vvvvv@motac.gov.my 

Name of Ministry/Organization Ministry of Tourism and Culture 
Malaysia 

Ministry/Organization URL address http://www.motac.gov.my 

Telephone number  603 8891 7000/GL 
Fax number 603 8891 7365 

Researcher 
Sivakumar Pertheban 

Universiti Teknologi Malaysia (UTM), Kuala Lumpur 
sivakumar84972709@gmail.com 

012-686 1900
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Instruction : Based on the options (Likert-type scale)  given below, 
please  fill in the likelihood of the   usability potential  
risk of Tourism Information Accuracy Assessment  
Framework (TIAA). Based on your expertise and the  
potential risk given i.e. the likelihood of these risks  
occuring, please suggest the mitigation plan that  
could be implemented in addresing the identiifed risk. 

Likert-type scale 
Point 1 2 3 4 5 

Option Very Low Low Average High Very High 
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No Assessment Likelihood 
of 

incidence 

Suggested 
Mitigation Plan Comment /Remark 

A 
1 

SUITABILITY 

It is the degree to which 
the TIAA framework 
assists the tourism 
information providers in 
determining the 
information accuracy 
level. 

2 Provide clear 
terminologies & cite 
examples. Indication to 
whom and how 
information providers can 
disseminate the accurate 
information. 

Generally the 
suitability of this 
framework in 
tourism environment 
is at average level. 

2 High percentage of 
determining information 
accuracy levels 

3 To precisely indicate the 
types of information and 
how to determine the 
information accuracy 
levels. Could consider to 
whom the accurate 
information to be 
disseminated or how the 
process of accurate 
information 
dissemination in tourism 
environment. 

With the information 
accuracy assessment 
checklist, the % for 
determining 
information 
accuracy level might 
effective. 

3 Appropriateness of 
information accuracy 
levels and measurement 

2 - - 

4 Complete and insufficient 
information accuracy 
assessments depth and 
categories to determine 
the information accuracy 
levels 

2 - Good depth of 
accuracy 
assessments with 
information 
accuracy assessment 
checklist. 

5 Information accuracy 
relevancy and needs with 
the developed 
information accuracy 
assessments categories 
and details 

2 This need to be improved 
as the accuracy relevancy 
suggested to be in line 
with tourism information 
and information 
provider’s needs. 

Can be improved. 

6 Ability of the TIAA 
framework to adapt to the 
mass and complex 
tourism information 
changes 

3 With global information 
age, mass information 
and complexity is the 
area need to be 
addressed. 

The information 
accuracy assessment 
checklist can provide 
a guide in addressing 
mass and complex 
tourism information. 
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No Assessment Likelihood 
of 

incidence 

Suggested 
Mitigation Plan Comment /Remark 

B 
7 

EFFICIENCY 
The evaluation of the 
TIAA framework in 
accurately and 
successfully meeting the 
tourism institutional and 
information environments 
requirements 

 

.

3 Tourism information 
requirements need to 
clearly identify. 

The requirements of 
the framework can 
be improved. 

8 Free of error information 
and result produced 

 

3 Structurally not assured. 
Able to produce the 
result. 

- 

9 Relevancy of information 
accuracy assessments in 
determining the 
information accuracy 
levels 

3 - - 

10 Minimum execution time 
of information accuracy 
assessments or lacks of 
time constraints of 
information accuracy 
assessment categories 
implementation 

3 Very procedural 
execution, this may be 
addressed by introducing 
none procedural methods. 

Yes, need longer 
time to decide the 
information 
accuracy 

11 High requirements and 
adequacy of resources 
required for 
implementation of TIAA 
framework 

3 - - 
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No Assessment Likelihood 
of 

incidence 

Suggested 
Mitigation Plan Comment /Remark 

C 
12 

SATISFACTION 
It is defined as the extent 
to which the developed 
TIAA framework is 
accurately producing the 
result and gaining trust 
among the information 
providers in 
implementing the 
framework. 
 

.

3 - Can be implemented 
with changes. 

13 The TIAA framework is 
likely preferred to be 
implemented by the 
information providers 

3 Depending on the 
flexibility for the f/w that 
allow some changed or 
customizations to be 
integrated. 

- 

14 Good depth in 
information accuracy 
assessments details 
 

3 Refer to (point 10) - 

15 The developed 
information accuracy 
assessments provide 
professional 
independence such as the 
extent to which the 
information providers 
producing information is 
independent or dependent 
from other tourism 
policies, regulatory or 
administrative 
departments and bodies 
and potential conflict of 
interest 
 

4 

This need to be in line 
with policy matters 
suggestion to review the 
f/w with existing policy 

- 

16 Trust with TIAA 
framework 
 

3 - - 

17 Enthusiasm by the 
information providers in 
implementing the TIAA 
framework 
 

3 Requires an authoritative 
body to promote this.  

Need interested 
parties get involve. 

18 The TIAA framework is 
able to fulfil the tourism 
institutional and 
information needs 
 

3 - Able to introduce a 
note of clarity when 
deal with tourism 
information. 

19 The TIAA framework is 
well structured in terms 
of determining if 
information accuracy 
levels and in line with the 
objective and aim of 
tourism institutional and 
information requirements 

3 - Agreed, with 
information 
accuracy assessment 
checklist, the f/w can 
be implemented. 
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No Assessment Likelihood 
of 

incidence 

Suggested 
Mitigation Plan 

Comment /Remark 

D 
20 

ADAPTABILITY 
It is defined as the 
intensity level to which 
the TIAA framework has 
clarity, is easy to 
understand, easy to be 
implemented in tourism 
institutional and 
information environments 
 

3 Feasibility specially in 
the fast pace world we 
are living in now where 
quick access to 
information is of utmost 
priority. 

Information 
Accuracy 
Assessments 
Checklist can be 
applied to determine 
the information 
accuracy. 

21 Clarity in information 
accuracy assessments  

 

3 

 

Refer to (point 15) - 

22 Complexity low in 
performing information 
accuracy assessments and 
result interpretation 

3 - - 

23 Able to understand the 
TIAA framework 

4 Provide clear 
terminologies & cite 
examples 

- 

24 Easy to learn and 
implement the TIAA 
framework with 
minimum time constraints 

3 
Refer to point (D) - 

25 Able to follow the 
information accuracy 
assessments of the 
framework 

2 - - 

26 Complete and adequate 
documentation 

 

3 

 

- - 

27 Sufficient support in 
implementing the TIAA 
framework 

3 - This is depends on 
the information 
providers and how 
they will accept this 
framework and 
implement. Overall 
this framework can 
be considered by 
each tourism 
information 
providers to generate 
accurate 
information. 
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No Assessment Likelihood 
of 

incidence 

Suggested 
Mitigation Plan 

Comment /Remark 

E 
28 

SAFETY 
It is defined as the degree 
to which risk/damage 
derived from the use of 
the TIAA framework can 
be avoided. 

 

3 

 

- No issue 

29 Lack of information 
traceability issues (loss of 
information/data) in 
implementing the TIAA 
framework 

 

3 - - 

30 Low vulnerability threat 
of information accuracy 
determination  

3 - Clear 

31 Low risk of existing 
tourism institutional and 
information accuracy 
assessment or evaluation 
methodology failure 

 

3 - Not really, this f/w 
provide certain 
degree of clarity of 
tourism information 
accuracy levels 

32 Low risk of TIAA 
framework 
implementation failure 

3 
- - 

33 Tourism institutional and 
information environment 
not prone to danger in 
terms of information 
management (information 
confidentiality and 
quality commitment) 

2 - - 

34 Low percentage of 
change in working culture 
and environment of 
existing information 
management system 

2 - - 

Thank You 
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Appendix L Proposed Framework Recommendation Letter from Tour and 
Travel Agency 
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