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Abstract

COVID-19 severely impacted the tourism industry locally and globally. During the Recovery
Movement Control Order (RMCO), the Malaysian government urged the people in the nation
to take their family for vacation and to travel domestically to support the rejuvenation of the
hotel sector. However, due to the harmful and contagious nature of COVID-19, the safety of
the family members, especially the young and dependent children makes taking a vacation is
fraught with uncertainty. Thus, this study sought to discover the safety procedures and
associated actions taken by tourism providers with the implementation of the RMCO while
concurrently combating and breaking the chain of infection. The objectives of the study are
to investigate COVID-19 safety procedures in resuming tourism operation and to analyse the
execution of safety procedures in family vacation consumption. The study covers the in-situ
safety procedures experienced in family vacations during the COVID-19 pandemic at several
popular family vacation destinations in Malaysia, which are located about a two-hour drive
journey from the country’s capital city. The results of the study present the preventive
measures taken by local tourism providers in accordance with the guidelines provided by the
local authorities. It is hoped that this study would contribute to existing knowledge on the
preventive actions taken in facing the pandemic, specifically to the tourism field of education.
Keywords: Tourism, Pandemic, Standard Operating Procedures, Safety, Lockdown.

Introduction

For the COVID 19 global pandemic, many countries have applied lockdown or movement
control to stop or break the chain of the disease transmission. People were urged to stay at
home and to be isolated. Studies have shown that past behavioural measures for the COVID-
19 pandemic through isolation via lockdown was applied in most countries as the preventive
action to limit the spread and to break the chain of the virus transmission (Albzeirat et al.,
2020). This includes Malaysia, which was among the first country in Southeast Asia to
implement the movement control (Khor et al., 2020).
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The government of Malaysia announced six weeks of the enforcement of the movement
control order (MCO) throughout Malaysia, commencing from March 18, 2020. The initial
control order was superseded by the conditional movement control order (CMCO) that begun
on May 4, 2020 with some relaxations in the rules. However, most sectors remained
temporarily closed during this period, which includes the tourism sector. The tourism sector
breathed a sigh of relief when the government proclaimed the reopening of the sector in the
recovery movement control order (RMCO) phase, starting from June 10 to December 31,
2020 (Prime Minister Office of Malaysia, 2020).

The impacts of the MCO have affected operational disruption, supply chain disruption, future
business direction and financial problems (Che Omar et al., 2020). In the RMCO, the
government encourages Malaysians to take their families for a vacation domestically to
support the local economic recovery plan. For some families, it is with mixed feeling taking
their family out-of-home to stay at a hotel or tourism accommodation during the vacation.
The nature of COVID-19 contagiousness is very difficult to be discerned as the symptom may
not appear at an early infection phase in a number of cases. This situation leads to travel
anxiety, especially in families with young and dependent children. As COVID-19 pandemic is
novel and has never been experienced before, the safety protocols in covid prevention for
family vacation are uppermost in the minds of the vacationers. Thus, the current study is
intended to investigate:

e COVID-19 safety procedures in the reopening and resuming of tourism operation, and

e The execution of the safety procedures for family vacationers.

This study hopes to fill the possible gap(s) and also to enhance the understanding in managing
this harmful and contagious pandemic for risk management. This study is also seen as
beneficial to vacationing families so as to reduce travel anxiety.

Literature Review

Family Vacation

Family tourists hold a large proportion of the tourism market for many destinations, especially
through domestic tourism (Schanzel & Yeoman, 2014; Backer & King, 2017). A family vacation
is leisure travel, away from home for more than one day, that is undertaken by a family group,
which is defined with as at least one child and one adult (Schanzel et al., 2005). Among the
outstanding motives for families taking a vacation are to be together, to enhance the bond
among participating family members (Schanzel & Lynch, 2016; Habibah et al., 2015) and
learning opportunities for children (Park et al., 2020; Lehto et al., 2017). Moreover, the
outcome of a family vacation is usually associated with family values (Schanzel & Yeoman,
2015) that may help shape the minds of the future adults (Whittington, 2014).

Families on vacation enjoy various forms of transportation, accommodation categories, a
variety of foods and beverages, an assortment of attractions, entertainment, and other
activities in the tourism offerings (Goeldner & Ritchie, 2012), which could stimulate happiness
and life satisfaction with their family members and also their social life (Kay Smith &
Diekmann, 2017). The activities commonly enjoyed by the family group during a vacation
include beach activities (Habibah et al., 2019) for the whole family and/or shopping activities
for the mothers (Barlés-Arizén et al., 2013).
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Sadly, the COVID-19 pandemic led to a decreased in travel demands as it creates anxiety and
the lockdown measures deter them from travelling to tourist destinations. This situation also
caused a decreased in the price of tourism products (Abu Bakar & Rosbi, 2020). Restaurant
and hospitality businesses dropped with loss of income and were unable to retain employees
(Dube et al., 2020). Cruises experience a devastating decline (Gossling et al., 2020). Airline
and hotel workers were advised to take unpaid leave, pay cut and were terminated from
service due to the massive drop in tourism demand (Karim et al., 2020). The potential drop in
international tourism economy ranges from 60 to 80 percent (OECD, 2020).

COVID-19 Pandemic and its Impact on Tourism

COVID-19 is the acronym for “coronavirus disease 2019” that was identified from a novel
coronavirus (CoV), which was first discovered in Wuhan, China, before the sporadic spread to
the rest of the world (Cascella et al., 2020). COVID-19 affects the respiratory tract and the
symptoms are considered as similar to severe acute respiratory syndrome (SARS) and Middle
East respiratory syndrome (MERS) (Sohrabi et al., 2020) but with greater infectivity (Peeri et
al., 2020).

The delays in disease identification lead to a greater spread of the virus (Lee, 2020). COVID-
19 can spread among individuals who are in close contact from infected individuals through
coughing, sneezing, talking via droplets from their mouth or nose. The infected individuals
may not exhibit any symptom and may spread the virus prior to knowing that they are
confirmed positive COVID-19 cases. Thus, physical or social distancing of at least six feet away
is crucial (CDC, 2020).

To limit local COVID-19 transmission, many countries enforced travel bans as a means of
reducing or prohibiting COVID-19 import cases as compared to travel quarantine, which only
delays the contagion effect (Chinazzi et al., 2020). The covid pandemic has a high negative
impact on the tourism industry in Malaysia, particularly the airline and hotel sectors. For the
hotel sector, 170,084 hotel room bookings between 11 January 2020 till 16 March 2020 had
been cancelled with revenue loss of RM68,190, 364. This loss is directly attributable to the
COVID-19 pandemic (Lee et al., 2021). On a global basis, tourism receipts are not expected to
recover to 2019 levels until 2023. Global tourist arrivals for the first half of 2020 fell by more
than 65% with a near halt since April (Behsudi, 2020).

Preventive Behaviour on COVID-19 Risk

COVID-19 is now worldwide public enemy number one (WHO, 2020; Lee, 2020). The
pandemic war requires that the battle requires a societal behavioural shift (Albzeirat et al.,
2020). In severe COVID-19 outbreaks, the constructs of health belief model (HBM) can be
used as predictors of preventive behaviours to assist in identifying the risks and taking the
necessary actions towards better health behaviour (Barakat & Kasemy, 2020). It is understood
that the complex nature of the tourism industry inherently encompasses a complicated
process in enjoying a vacation with underlying risks and uncertainties (Quintal et al., 2010). In
forecasting tourists’ health hazard preventive behaviour and travelling satisfaction, Huang et
al., (2020) utilized HBM to explore the health-related issues from a tourism perspective.

HBM is a social psychological behavioural change model that was introduced in the 1950s by
the Public Health Service to explain and predict health-related behaviours. Although there is

1522



INTERNATIONAL JOURNAL OF ACADEMIC RESEARCH IN BUSINESS AND SOCIAL SCIENCES

Vol. 12, No. 1, 2022, E-ISSN: 2222-6990 © 2022 HRMARS

difficulty in tracing the historical development of the framework, the model was extensively
used in health research to prevent (not to treat) the disease (Rosenstock, 1974). The
theoretical guideline of HBM was also being referred to in other fields of studies, such as in
tourism (Huang et al., 2020) and communication (Jones et al., 2015) in predicting and
identifying tourists’ health risk preventive behaviour.

The main constructs in HBM include six perceptions of perceived susceptibility; perceived
severity; perceived benefits; perceived barriers; cues to action; and self-efficacy (Rosenstock
et al., 1988). Amongst the constructs, the perceived barrier is the most powerful dimension
of HBM since the individuals will evaluate the barriers and problems they might encounter
when adopting a new behaviour. In contrast, excessive barriers, however, can create
obstacles and prevent the beginning of desired health behaviours (Barakat & Kasemy, 2020;
Jones et al., 2015; Rosenstock et al., 1988).

Global, Local, and Sectoral Preventive Measures

In combating and breaking the COVID-19 infection chain, World Health Organisation (WHO),
which acts as the international body governing the world’s health and safety issues, takes the
responsibility to disseminate information on COVID-19 precautions. They are simple, yet
critical to be implemented, which include (i) frequent hands’ cleaning using soap or alcohol-
based rub; (ii) elbow is used to cover cough and sneeze, and thereafter cleansed; (iii) avoiding
touching the eyes, nose and mouth; and (iv) keeping a one-metre away physical distancing
from others who are not from your household. WHO also advises people to limit time at social
gatherings or any crowded places and every touched surface needs to be cleaned as well as
disinfected frequently (WHO, 2020).

In Malaysia, the Ministry of Health Malaysia (MOH), which is responsible on national health-
related issues, heavily promotes the “stay at home”, “practice 3W”, “avoid 3C” and follow
“S.0.P” campaigns on a nationwide basis. The “stay at home” campaign encourages people
to keep isolating by being at home and to avoid unnecessary outings. The “practice 3W”
campaign encompasses the washing of hands, wearing a face mask and heeding COVID-19
warnings. Through “avoid 3C” campaign, the MOH advised the nation to avoid crowded areas,
confined places and close conversations. Meanwhile, the acronym of “S.0.P” campaign stands
for ‘syarat’ or rule (follow the movement control rules), ‘orang’ or person (protect the
vulnerable groups and symptomatic persons requiring immediate medical examination), and
‘penjarakan’ or physical distancing (a minimum of metre distancing). These practices under
the ‘new norm’ were urged to be prioritised in all aspects of daily activities during the COVID-
19 pandemic (Director-General of Health Malaysia, 2020).

The success of the COVID-19 campaigns’ dissemination amongst Malaysians was verified in a
study on knowledge, attitudes and practices towards COVID-19, which showed that
Malaysians held positive attitudes while taking the necessary precautions. Above 80% of the
respondents said that they avoided crowds and practised hand hygiene. However, 48.8% of
the respondents admitted not wearing a face mask (Azlan et al., 2020). However, wearing a
face mask was proven to be crucial in controlling COVID-19 spread by reducing the quantity
of emission of infected respiratory droplets from an infected person (Cheng et al., 2020). This
research was conducted from March 27 to April 3, 2020 during the first phase of the
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movement control order whereas masking was mandatory in public areas only from August
1, 2020 (codeblue.galancentre.org, 2020).

On top of the local and global precautionary advice, the guidelines for COVID-19 preventive
measures at the sectoral level are more comprehensive and denoted all aspects for the sector
reopening. To avoid harmful incidents and reduce hotel stay anxiety, Malaysian Association
of Hotels (MAH) had taken serious actions by working with the local tourism authority—
Ministry of Tourism, Arts and Culture (MOTAC) in producing Clean and Safe Malaysia Hotel
Certification Guidelines. The guidelines highlight general cleaning, human resource
management, third-party and other resource management and hotel guests management
(MAH, 2020). In addition,, MOTAC also developed the industry guidelines for all the tourism
sub-sectors with the supervision of the MOH, which was eventually published online (MOH,
2020).

Kaushal and Srivastava highlighted the challenges of COVID-19 in the tourism and hospitality
industry and recommended that future studies incorporate other tourism providers like travel
intermediaries, airlines, restaurants, locals at destinations, other accommodation providers
and viewpoints from other stakeholders (Kaushal & Srivastava, 2021).

Methodology

The current study considers the safety procedures applied by family tourism providers that
were guided by national and international health organisations. The COVID-19 pandemic
situation is considered as novel and thus, the themes surrounding health and safety
preventive measures have to be properly delineated. The current published literature
surrounding COVID-19 pandemic studies, official government websites and reports from both
local and global perspectives were reviewed. The framework of the study is derived from
WHO as a worldwide health advisory organisation, Malaysia’s health ministry and Malaysia’s
tourism authorities. The perceived barrier and preventive action dimension of HBM were
employed as a conceptual guide to evaluate the health and safety preventive measures for
family vacation during the COVID-19 pandemic.

The study areas for this research are Putrajaya and Negri Sembilan, which have popular family
tourist destinations in Malaysia. The study employed observation through participatory
involvement in family vacation experiences at several popular family tourism products in the
above states. Data is collected without posing questions to the observed parties. The
observation is done in a natural setting where the activities and behaviours or other items of
interest can be noted and recorded. This observational study helps the researcher to be
deeply involved and understand the nuances in the field of interest (Sekaran & Bougie, 2016).

The physical proximity of the destinations with an estimation of one to two-hour drive from
the capital city of Kuala Lumpur make these destinations to be popular amongst urban
dwellers, especially family tourists for weekend getaways. The natural seascape cum
landscape of Port Dickson, Negeri Sembilan, that is surrounded with beautiful beaches for
family picnics and water activities, has made the destination to be a favourite option for a
family vacation. Putrajaya was included in the study as it is a federal administrative centre
that is surrounded with government complexes, where the implementation of COVID-19
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health and safety guidelines within the area are strictly monitored, and thus, is a useful
reference perspective.

The field work took place on weekends during the early two months of RMCO from mid of
June 2020 to mid of August 2020. The family tourism products consist of accommodations,
restaurants and attractions (or activities) were accessed to obtain information on the
implemented safety procedures to prevent the transmission of COVID-19. The results of the
study are presented in two phases. The first phase reveals the safety procedures practised by
tourism providers from the family tourism experience perspectives. Meanwhile, the second
phase of the study analyses the implementation of safety procedures based on tourism
products consumed by the family vacationers.

Tourism products in this study refer to three elements of accommodation; food and beverage
and attractions (or activities) based on the classifications of (Goeldner & Ritchie, 2012;
Fletcher, 2017). The attractions in this study include shopping, beach, swimming pool and
boating as a tourism transportation. Although transportation (referring to the public use) is
considered as an important means of travel, it was excluded from this discussion due to the
fear and anxiety of travelling on public transport during COVID-19 pandemic (Shah et al.,
2020). In addition, public transport is seen as less relevant for domestic tourism activities,
specifically in the context of travel to proximate destinations. Therefore, the safety aspect of
public transport is excluded from this study. As such, the aspect of transportation covered in
this study is limited to those related to family tourist attractions for recreational activities.
The findings and discussion are covered in the following section.

Findings and Discussion

Phase One

Tourism Operational Procedures in the COVID-19 Pandemic

The observation on safety procedures implemented in family vacation offerings during RMCO
of COVID-19 pandemic revealed that the advice and guidelines from WHO as well as local
authorities were followed by both parties—family tourists and tourism providers. The
following figure (see Figure 1) illustrates the operational scopes of safety procedures in
tourism reopening during COVID-19 pandemic.

Crowd Management Product/service delivery

» Contactless

* Wearing mask
¢ Check-in

* Health screening

* Hands cleaning

* Split enter/exit ways

/

» Pathway mark

* Physical/social
distancing

* Person limitation

* Time limitation

* COVID-19 warnings

order/booking

¢ Cashless transaction

* Product/service
limitation

* Product/service
closure

J/

Figure 1: Safe operating procedures in the tourism reopening during COVID-19 pandemic

Entrance

Upon arrival at any tourism premises, all participating family members are required to wear
a mask or mouth and nose cover. Those coming without a mask will not be allowed to enter
the premises. Prior to entry, check-in is compulsory to provide personal details of all
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participating family members for contact tracing purposes. The personal information can be
done by scanning MySejahtera QR (Quick Response) code using a mobile application installed
in their mobile phone or by filling up the visitation record book. For those using MySejahtera
mobile application, a representative can perform the check-in on behalf of the family
members by ticking the names of the participating family members registered in MySejahtera.

Following suit, health screening of all family members is conducted via checking body
temperature. If the body temperature reaches 37.5 degree Celsius or above, entry will be
denied. The last practice prior to entering the premises is sanitising the hands with an alcohol-
based disinfectant. After full compliance to all the entry procedures, the guests can enter the
premises through a designated pathway. The designated doors specified for entrance and exit
of the premises are guarded by safety cum security personnel to ensure the health and safety
precautions are fully adopted.

The provision of the visitation record book, body temperature scanner and hand sanitiser(s)
were undertaken by the management of the premises. However, some families also brought
along their personal hand sanitiser(s) during vacation. However, the tourism premises did not
provide masks for the visitors but some premises do provide them at a cost.

Crowd Management

In terms of crowd management procedures, tourism providers marked the pathway with a
safe physical distancing consideration. Visitors need to follow the set directions of physical
signages located on pylon signs or walls or tape markings on floors to facilitate entry,
movement within a particular area and also to exit the premises. At any area where a queue
is expected, a one metre physical distancing measure was marked on the floor.

In ensuring the avoidance of crowding, some tourism providers limit the number of visitors
for a particular venue, for example a restaurant, at any point in time depending on the
spatiality of the said venue. As a consequence, guests may not be able to enter as a family
unit simultaneously when the maximum number of in-house visitors is reached for a
particular venue. If such a situation were to arise, some of the family members would have to
gueue awhile prior to joining the other family members. For some tourism providers, instead
of limiting the number of in-house visitors, time limitation is applied per in-house visitor to
avoid long queuing. From time to time, announcements of COVID-19 warnings were
broadcasted at the premises to constantly remind on the covid 19 hazard.

Product cum Service Delivery

Tourism sector reopening during COVID-19 pandemic also exhibits some product cum service
adjustments to comply with the safety requirements. Contactless transactions were heavily
promoted and applied extensively throughout purchase experiences. Hotel bookings, meal
orderings and ticketing, for instance, were made available virtually either via online or phone
call. Payments for the purchase of family vacation products cum services can be conducted
online to minimise face to face interaction and long queueing. Some premises limit the
product cum service offerings in their current deliveries while other premises temporarily
halted certain offerings in accordance to government guidelines.
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Above all, the adjustments taken are in compliance with the guidelines and Standard
Operating Procedures (SOP) from the local authorities, MOH, MOTAC, MAH, MKN (National
Security Council Malaysia) and KPDNKHEP (Ministry of Domestic Trade and Consumer Affair).
The established SOP in tourism offerings were then employed to evaluate the family vacation
products. The analysis of COVID-19 SOP implementation will be discussed in the next section.

Phase Two

COVID-19 Preventive Implementation for Family Vacation Products

The observed SOP implementation towards preventive behaviours of COVID-19 pandemic for
each family vacation product were analysed based on three main dimensions, namely
entrance procedures, crowd management procedures and product or service delivery
procedures. Table 1 shows the analysis of COVID-19 SOP implementation in family vacation
products during the early two months of RMCO.

Table 1: SOP for family vacationers visiting tourism offering

Dimension Preventive Tourism offering
procedure Accomm Food and Attractions
-odation  beverage o -
g . E 2P
2 § £5 R§Z
5 & 38 85
Entrance Health screening v v v x v v
Check-in v v v x v v
Hands cleaning v v v x v v
Wearing mask 4 Vg v SE sV
Split  enter/exit ¥ v v x v v
ways
Crowd Pathway marks v v v x v v
managemen
t
Physical v v v x v v
distancing
marks
Person limitation % v v x v v
Time limitation x v v x v x
COVID-19 v v v x v v
warnings
Product/service Contactless v v x x x %
delivery order/booking
Cashless v v v x v x
transaction
Product/service v v v x x x
limitation
Product/service v X v x v x
closure

Note: v" applied; % not applied; *exception with condition
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Entrance

During the sectoral reopening, the number of entrances or access to some premises like a
restaurant, shopping mall, swimming pool and boating was reduced for effective monitoring
and implementation of COVID-19 SOP. Other entrance procedures in the ‘new norm’ routines
of mask application, check-in procedures, health screening of body temperature and hands
disinfection were applied and were made compulsory before entering the premises, except
for beaches as there is no monitoring mechanism of such requirements at the venue. During
the early phase of RMCO, many beach visitors were found not putting on their mask, until 1st
August 2020 where mask wearing was made mandatory in Malaysia. Those who caught
breaching the order will be fined RM1,000 according to the Prevention and Control of
Infectious Disease Act 1988 (Act 342) (Laws of Malaysia, 2017).

Even though the enforcement of wearing a mask at public places has been announced, the
tourists’ compliance is still very minimal. Many family tourists were seen to not put on a mask
while relaxing on the beach. Nonetheless, as family tourists and other tourists were sitting in
individual groups within acceptable distancing from each other, therefore, the situation is
seen as harmless. The enforcement to wear a mask at public places like restaurants and
swimming pools was a little lax as tourists need to take off their mask prior to their meal or
swimming respectively. Family tourists are advised to fold their mask and put it aside when
dining. Some premises would provide a plastic bag to put the mask in. Such advice is also
applicable for swimmers at swimming pools. Both restaurants and swimming pools require
family tourists to wear a mask upon entrance and exit.

Crowd Management

Crowd management is crucial in avoiding the potential risk of disease transmission while
promoting family vacation. Warnings on COVID-19 precautions were displayed at the main
entrance and all strategic points within the premises to alert visitors on disease prevention.
Moreover, the crowd movement within the premises is in accordance to the pathway
markers, including the entry and exit points that were marked separately to avoid any
confusion and potential contra flow for a particular pathway. Physical distancing markers
were displayed with a one metre distance between each marker at queueing areas. However,
there is a different requirement in physical distancing measures at swimming pools, with one
to three metres of physical distancing for static activities and between three to five metres of
physical distancing for dynamic activities.

According to physical distancing and spatiality, a limited number of in-house visitors was pre-
determined by the tourism providers. Premises that implemented such a procedure include
restaurants, shopping malls, swimming pools and boating activities. In addition, every visitor
who is permitted to enter a premises was also given a limited duration to indulge themselves
at restaurants, shopping centres and swimming pools. At the swimming pool, family tourists
were given 30 minutes to enjoy pool activities per family group. Meanwhile, the duration for
boat ride is subjected to normal operations.

Nevertheless, all COVID-19 precautions imposed on crowd safety as mentioned above do not

apply to the beach area. Family vacation activities at the beach are considered as the most
relaxing and less rigid as compared to other tourism offerings. Family members were seen to
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indulge themselves in water and beach activities without having strict boundaries for
compliance to COVID-19 procedures.

Product cum Service Delivery

The family vacation experience during COVID-19 also witnessed alterations in the product
cum service delivery aspects of the tourism offerings. There are a few on-premises or in-house
procedures that must be followed by family tourists. The management of tourism products
also highly advocate the contactless form of transactions to avoid the potential risk of COVID-
19. For family vacation, hotel bookings and meal orders are available virtually. Online hotel
booking is common in the tourism industry. However, for restaurants, the introduction of
online meals ordering has flourished during the COVID-19 pandemic. Although family tourists
can still enjoy dining in, some restaurants do encourage meals ordering via their website using
the provided QR code at every dining table or via self-ordering system kiosks. To complete
the transactions, cashless payment is also made available and is widely applied at hotels,
shopping malls and restaurants. Both virtual order and payments are seen as helpful in
reducing the risk of potential disease transmission while enjoying a family vacation.

Some tourism providers applied delivery adjustments during COVID-19 pandemic by limiting
their offerings. To avoid the risk of disease transmission via fabric-based products, a few
clothing and apparels premises at shopping malls do not allow cloth fittings during the early
phase of RMCO. At some shoe departments, shoes fitting is only permitted with the use of
socks either with the customer’s own socks or socks provided by the management. However,
in the second month of RMCO, this procedure was slowly discarded. For hotels, with the best
hygiene in mind, linens such as colourful throw pillows, bed runners and fluffy bathrobes were
temporarily removed from the guest rooms.

Moreover, the restaurants’ meal delivery also faced some amendments in their product cum
service delivery, inclusive of in-house restaurants at hotels. The self-service method on buffet
meal was altered into the serve-service method. Staff serving meals to visitors, were seen
wearing hand gloves for hygiene purposes. The choices for the buffet menu were also reduced
to a limited selection. For hotel guests, especially for families with dependent children, room
service would be a better alternative to enjoy their meals.

During reopening of the tourism sector, activities for children in family vacation are somewhat
limited since not all tourism products cum services resumed operation. The in-house water-
based facility, such as swimming pools (including hotel swimming pool), indoor games and
fun activity sections at shopping malls remained closed during the early phase of RMCO until
circumstances allowed it to be reopened commencing from July 1, 2020.

On an overall basis, it can be concluded that the precautions taken during COVID-19 pandemic
are a necessity. The enforcements, actions SOP and policies taken by the authorities were at
par with global standards. Tourism providers were delighted to welcome family tourists
during the reopening by offering tourism products at attractive costs whilst the security and
hygiene protocols in combating the disease were enhanced. Thus, families can travel worry-
free and indulge themselves in the tourism experience while strictly maintaining the ‘new
norms’ during the COVID-19 pandemic.
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Conclusion

This study underlined the safety procedural guidelines and implementations in Malaysia’s
tourism industry during the RMCO of COVID-19 pandemic. The focus of the study is to analyse
and evaluate the COVID-19 preventive measures during the reopening of the tourism sector
for family tourism offerings. The three major areas of preventive measures undertaken by
tourism providers which were covered in this study were entrance, crowd management and
product cum service delivery. Based on the analysis of COVID-19 SOP implementation for
family vacation products, it was found that the beach offers the greatest flexibility for the
families to enjoy their vacation during COVID-19 pandemic as they have greater freedom.

As family tourists usually travel with young children, such information can provide the family
with an ideal family vacation within the bounds of safety. It is also an acknowledgement that
the tourism providers and practitioners have taken the necessary preventive actions to
rejuvenate the tourism sector by preventing the chain of COVID 19 infection.

Due to the limitations of time and distance, the study was limited to a few family tourism
destinations which were the favourite options amongst urban dwellers residing in the capital
city of Malaysia. This study did not cover other tourism offerings at other localities, which
may be guided by different norms and safety concern respectively. The tourism offerings and
associated SOP mentioned in this study encompass the experiences from the standpoint of
family tourism and might not fully reflect other tourism offerings and related tourist markets.

In the global pandemic, individuals become more collectivistic and as a result, tourists might
opt for domestic vacation rather than international destinations (Zenker & Kock, 2020).
Hence, for future family tourism studies, researchers can examine the perception and opinion
of families in identifying the motivation and deterrence in taking a family vacation during the
pandemic. This information is valuable for the tourism marketers in strategising their
marketing efforts in taking the necessary actions by meeting the demands and gaining the
confidence of families in taking a vacation.
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