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A B S T R A C T  
Langkawi Island is one of Malaysia’s world-class tourism spots known for its duty free zone, chocolate, LIMA and Le Tour De 

Langkawi. Given the increased popularity, Langkawi Island has been continuously developed as this helps in creating better and 

exclusive tourism experiences. Notwithstanding the development concept and mission, the intense development has created 

various impacts. It is realized that the development is mostly fixated to enhance the economic development while gives little focus 

to comfortable aspect. This paper centres on the provision of physical infrastructure in Langkawi Island, looking from the tourists’ 

perspective. As successful development equals readability and effectiveness of physical infrastructure, the understanding of 

visitors’ comfort level should be of interests to the tourism organizations. Employing qualitative research approach, self-

administered survey was constructed aimed to assess the visitors’ comfort level relating to tourism and transportation facilities. As 

the entire discipline of physical infrastructure development is physical mobility convenience, this paper found that comfort level of 

tourism facility was dominantly influenced by number of public facilities and effectiveness of ICT facilities; whilst comfort level of 

transportation was driven by accessibility to public transportation.   
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INTRODUCTION 
 

Malaysia is a country covering total landmass of 329.8 square kilometres (divided into Peninsular Malaysia 
and East Malaysia), with a population of approximately 30 million. Initially depending on primary-based 
production (agriculture and fisheries sectors), Malaysia currently relies on manufacturing, services and tourism 
sectors as the economic growth tools. At present, the overall physical infrastructure development is pressured by 
the notion of providing the tourists’ demands and needs, besides providing for the Malaysians’ well-being and 
necessities. In 2014, tourism sector contributed more than 15.0% of the total GDP and tourism sector is 
projected to further expand in 2015 [1], hence, this emphasized physical infrastructure development. As tourism 
sector exhibited its eminence,  Malaysia has been focusing on enhancing the physical infrastructure especially 
the transportation networks including roads, airports and ports [2], and Langkawi Island is no exception 
(henceforth addressed as Langkawi).  

At the heart of this matter, is the realization that the measurement of physical infrastructure performance 
does not stop at its design and functions; it also emphasized the comfortableness of the physical infrastructure 
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[3]. As tourists could quantify the physical infrastructure performance, this paper seeks to understand the 
tourists’ comfort level as a lens that helps in benchmarking Langkawi’s physical infrastructure standard.  

Falls under the emotional psychology school of thoughts, the concept of comfort level in general rooted in 
the notion of one’s satisfaction towards the availability of and the accessibility to objects/situation [4]. In the 
context of tourism sector, [5] expanded the concept of comfort level as a catalyst to predict future intention of 
repeating an action. In this paper context, [5] argument is viewed as an assumption of behaviour and satisfying 
experiences.  

Against this background, this paper reports on the tourists’ comfort level of physical infrastructure in 
Langkawi, analyzed from the perspective of tourism and transportation facilities. 

 
Literature Review: 
2.1 Physical Infrastructure: 

As a field, tourism sector is gaining in popularity where to date; engagement in tourism has become 
impressive in size and pervasive in society [6]. Given this, tourism sector has been recognized as the vehicle of 
economic development [7] and it was learned that, the fundamentals of tourism sector is the provision of 
physical infrastructure especially in offering tourists with better and exclusive tourism experiences [8]. The idea 
was supported by [9] who emphasized the significant association between physical infrastructure and 
empowerment of community well-being. Within this paper scope, this section reviews the evidence of tourism 
facility (accommodation, public facilities and ICT facilities) and transportation facility (public transportation).  

It is a readily acceptable fact that the development of physical infrastructure in general requires an eminent 
amount of investment; hence, the provisioning of physical infrastructure is steadily governed by the private 
sector [10], and Malaysia is no exception. According to [10], the aspect underpinning the development of 
physical infrastructure is in pinpointing the suitable economic structures which include regulatory and 
effectiveness. [9] response to [10] is in the affirmative and [9] further argued the lack in physical infrastructure 
related to telecommunications, sanitation and health care does not only cause negative association between the 
government and the community, but also increased the concerns pertaining to economic development driven by 
tourism sector. [11] comparative study viewed [9] the effectiveness of physical infrastructure equals price and 
availability of land; therefore, drew the prominence of collective resource utilization.  

In case of Langkawi, the movement of tourism-related physical infrastructure development could be 
initially dated to 1980s and the intensity gradually heightened starting the year 2001 [7]. Limited in the 
availability of diverse transportation modes, the development of transportation in Langkawi should further taken 
into the consideration the crucial role of transportation facility in the functioning of Langkawi [12]. Other than 
served the purpose of uplifting the community well-being, the priorities of physical infrastructure development 
in Langkawi also lies in the idea of providing effectiveness and comfortableness at the expense of Langkawi’s 
sustainable development [13]. Echoing [9], [3] proposed the provisioning of effective physical infrastructure 
could be achieved if the development is constructed along the dimension that triggers the locals’ comfortability. 
To this paper interests, the presented discussion offered insights on comfort level of physical infrastructure. 

 
2.2 Comfort level: 

Rooted in emotional geography, [14] exhibited comfort as personalized emotions that respond differently 
depending on objects, environment as well as situations. [15] who viewed comfort from the perspective of 
design, asserted that comfort is ones’ reactions toward a stimulus that crucially influencing the changes of 
productivity level and the standard of well-being. More specifically, comfort is the elimination process of 
discomfort, which is achieved by neutrality. In reference to the efficiency of indoor environment, [16] work on 
the association between heat and air ventilation (mechanically and naturally) offered insights on incorporating 
the appearance of health conditions as one of the measurement of comfort level. To this paper, this should be of 
interests to countries with high humidity climate particularly Malaysia. As a branch of the study done by [16, 
17] who sought to seek the acceptance towards and the interpretation of communication and information 
technology, put forward the importance of getting the economics of optimum utilization in the comfort level 
assessment of transportation, hospital and ICT facilities.  

The dynamic of tourism market represents diverse tourists groups, of which, displaying the intricacy of 
travel behaviours inclusive transportation mode preference and physical conditions. Taking this into 
consideration, [18] emphasized availability and accessibility to transportation as the fundamentals of provision 
of transportation facility. Differ from the previously mentioned studies, [19] addressed the comfort level of 
physical infrastructure from the perspective of humanized spaces which stressed among others the significant 
association between enjoyment (and acceptance) with the opportunities to take pleasure in activities and/or 
situations. Rather than coinciding expectation-actual experiences along the dimension of customers’ high 
anticipation, [20] recommended delivering comfortableness by focusing on providing rooms with excellent 
indoor environment that promotes quality sleep and emphasized cleanliness. In line with the aforementioned 
discussion, this paper looks to explore comfort as constitutive of physical infrastructure in Langkawi. 
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Methodology: 
The study presented in this paper is motivated to examine the tourists’ comfort level of tourism and 

transportation facilities in Langkawi (Figure 1), analysed from the perspectives of nationality (further grouped 
into developed and developing countries) and types of tourists (further clustered into first timers and loyal 
tourists). This paper practiced the aforementioned categorization system on the account of (1) tourists from 
developed countries enjoy the luxury of effective transportation infrastructure, compared to tourists from 
developing countries [21] and (2) tourists with past experience visiting Langkawi would have higher expectation 
of transportation infrastructure performance, compared to first timers [22]. Results observed are hoped to be 
applicative in improving the performance quality of tourism and transportation facilities in Langkawi. This 
paper constructed three-section self-administered questionnaire survey where the first section gathers the 
demographic information (gender, age, marital status, monthly income, occupation and education level) as well 
as visitation information (information resources, types of visitors, visitation purpose, travel companion and 
length of stay). The second section addresses the physical infrastructure assessment on tourism facilities and 
transportation aspects; meanwhile, the last section collects the information on visitors’ satisfaction by looking at 
the willingness to pay aspect. This paper extends [13] work on the importance of physical infrastructure in 
Langkawi, looking at the comfort level.  

Prior to the actual data collection, pilot study was undertaken in order to test the instrument reliability, 
validity and understand-ability. Minor amendments were made to the sentence structure as well as questionnaire 
was set to bi-lingual (English and Malay Languages). Targeting tourists with minimum age of 18, data 
collection was done in March 2014 (within two-week timeframe). Of total 800 distributed questionnaires, this 
paper has successfully retrieved 740 valid and usable questionnaires, of which, the figure amounted to 92.5% 
response rate. Building on the aforementioned literature, this paper sought to examine a number of items which 
further categorized into two constructs:  

1. Tourism facility is measured by number of rooms (TF1), number of accommodation (TF2), number of 
public facilities (TF3), excellent public facilities (TF4), unique architectural design (TF5) and effective ICT 
facilities (TF6) while  

2. Transportation is measured by number of public transportation (T1), access to public transportation (T2), 
excellent accessibility to destination (T3), access to public transportation at main entrance point (T4) and 
convenience in getting to destination (T5).  

In the context of public facilities (TF4), this paper emphasized the provision of public toilet, hospital, 
information centres and police stations. Unique architectural design (TF5) on the other hand, refers to the image 
presented by the physical infrastructure. Reliability analysis showed Cronbach’s Alpha 0.699 for tourism facility 
and 0.688 for transportation facility.   

 

 
Fig. 1: Langkawi Island [23] 

 
RESULTS AND DISCUSSION 

 
Observation on respondents’ database informed the following: (1) majority of tourists from all age groups 

visited Langkawi Island for holiday/vacation/leisure purpose, followed by business/work purpose; (2) genders 
distribution is 58.4% female and 41.6% male, (3) dominant age cohort is below 31 (58.2%), followed by 31-50 
(28.1%) and above 50 (13.6%), (4) 71.5% tourists come from developing countries and 28.5% from developed 
countries, (5) 48.5% of total visitors are married and 51.5% are single, (6) 54.6% visitors visited Langkawi 
Island for the first time and (7) 67.6% of the total visitors are graduate students. 

Chi-square analysis serves the purpose of observing the significance difference between the observed and 
the expected results for assessing the tourists’ comfort level. It was learned that the tourists’ comfort level of 



41 D. Mohamad and M. Jaafar, 2016/ Research Journal Of Fisheries And Hydrobiology 11(3), March, Pages: 38-44 

 

tourism facility was in parallel with their number of visitation (type of tourists) (Table 1). Rather than number of 
visitation, the tourists’ comfort level of transportation was influenced by the tourists’ public transportation-
related experience (Table 2). 

 
Table 1: Chi square for tourism facility 

Items Nationality Type of tourists 
TF1 X2(5, N = 680) =  

26.685, p = .000 
X2(5, N = 680) =  
19.682, p = .001 

TF2 X2(6, N = 691) =  
20.580, p = .002 

X2(6, N = 691) =  
14.850, p = .021 

TF3 X2(5, N = 688) =  
20.343, p = .001 

X2(5, N = 688) =  
18.460, p = .002 

TF4 X2(6, N = 710) =  
5.744, p = .452 

X2(6, N = 710) =  
12.994, p = .043 

TF5 X2(5, N = 702) =  
17.101, p = .004 

X2(5, N = 702) = 
 22.824, p = .000 

TF6 X2(5, N = 700) =  
7.888, p = .163 

X2(5, N = 700) =  
23.174, p = .000 

 
Table 2: Chi square for transportation 

Items Nationality Type of tourists 
T1 X2(5, N = 690) =  

12.216, p = .032 
X2(5, N = 690) =  
7.693, p = .174 

T2 X2(5, N = 697) =  
11.849, p = .037 

X2(5, N = 697) =  
12.959, p = .024 

T3 X2(5, N = 693) =  
15.370, p = .009 

X2(5, N = 693) =  
5.893, p = .317 

T4 X2(6, N = 680) =  
6.272, p = .393 

X2(6, N = 680) =  
9.392, p = .153 

T5 X2(6, N = 680) =  
12.784, p = .047 

X2(6, N = 680) =  
11.477, p = .075 

 
The rationale of factor analysis is to provide insights on factors that explain the variance of variables in 

Tables 1 and 2 and the 6-point Likert scale employed. Given the number of respondents are 740 tourists, 
analysis will be done for variables with factor loading greater than 0.300. Table 3 presented the results of 
tourism facility analyzed for types of tourists where in detail, this paper aims to learn how first timers perceived 
tourism facility; and to find factors that could trigger and attain future visitation. In case of loyal tourists, KMO 
and Bartlett’s Test was .783 with 62.7% of total variance explained. Tourism facility items were categorized 
into two components and all items can be further regressed. Component 1 measured the quality of infrastructure 
while component 2 assessed the availability of infrastructure. Observing results of first time tourists, KMO and 
Bartlett’s Test was .782 with 58.7% of total variance explained. Similarly, items were grouped into two 
components yet it appeared that majority of the items examined the infrastructures’ performance and component 
2 evaluated the quality of public facilities. To this paper interests, the propensity of first time tourists’ results 
echoed [24] work where the provision of physical infrastructure should focus on universalism with equality of 
access to benefits. Based on results, all items excluding TF4 can be further regressed. Looking at TF5 and TF6, 
higher loadings were observed for loyal tourists, which implied two things. First, image of an infrastructure is an 
important component in stimulating the positive impression, as mentioned by [8]. Second, continuous 
development in communication technology has heightened the dependence on ICT facilities, as claimed by [17].   

 
Table 3: Factor analysis for tourism facility 

Items Loyal visitors First time 
 1 2 1 2 
TF1 .487 .683 .711 -.385 
TF2 .460 .550 .728 -.315 
TF3 .453 .557 .635 -.370 
TF4 .772 -.356 .180 .617 
TF5 .709 -.454 .593 .560 
TF6 .760 -.288 .644 .458 

 
Table 4 presented the results of transportation facility analyzed for nationality where in detail, this paper 

seeks to study how tourists perceived transportation facility in Langkawi; and to detect the difference in 
transportation facility performance level between Langkawi and other developed and developing countries, if 
any. In case of developing countries, KMO and Bartlett’s Test was .665 with 69.4% of total variance explained. 
Items were divided into two components with majority of the items measured infrastructures in relation to 
availability and accessibility (component 1). Component 2 on the other hand assessed the conveniences 
experienced when getting to a destination. Referring to results of developed countries, KMO and Bartlett’s Test 
was .653 with 77.3% of total variance explained. It was observed that the results’ pattern was similar to results 
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of developing countries. In case of T3, results suggested despite Malaysia’s persistent efforts in building and 
enhancing the transportation systems and network, much more needed to be done. Result of T5 on the other 
hand, should be observed as lucrative as it recommended the developing countries tourists’ positive reactions 
toward the sufficient quantity of transportation facility in Langkawi; whilst, it also implied the deficient in 
transportation performance according to the developed countries’ standard. 

 
Table 4: Factor analysis for transportation facility 

Items Developing Developed 
 1 2 1 2 
T1 .826 -.275 .830 -.393 
T2 .849 -.138 .787 -.441 
T3 .563 .295 .676 .462 
T5 .195 .916 .506 .715 

 
The dominancy level of a particular item on each item of each component was examined using regression 

analysis to identify factors that influenced comfort level. Table 5 presented the results of tourism facility 
analyzed for types of tourists. From results of loyal tourists, it appeared that in overall, each item measuring the 
quality of infrastructure (component 1) and the availability of infrastructure (component 2) was at least 55.0% 
and 26.0% influenced by a particular item. This paper viewed TF5 and TF2 as the catalyst to enhance the 
performance of tourism facility, with additional attention should be directed towards providing sufficient 
quantity of tourism facility. Table 5 in addition illustrated that each item evaluating the infrastructures’ 
performance (component 1) was at least 46.0% influenced by a particular item. Similarly to results of loyal 
tourists, two items (TF1 and TF6) were found playing crucial role in stimulating the comfort level. Further, 
Table 5 demonstrated slight difference in results between types of tourists. In other words, results signified the 
indistinguishable improvement of tourism facility regardless the efforts done; hence, this calls for immediate 
actions by the appointed organizations. 

 
Table 5: Regression analysis for tourism facility 

Component 1 (loyal tourists) 
• TF4 is 58.6% influenced  
by TF5,  ß = .408, t(318) = 8.092, p .000 
• TF5 is 53.1% influenced  
by TF4, ß = .421, t(318) = 8.092, p .000 
• TF6 is 55.1% influenced  
by TF4, ß = .366, t(318) = 6.641, p .000 

Component 1 (first time) 
• TF1 is 55.5% influenced by TF2, ß = .384, t(322) = 
7.370, p .000 
• TF2 is 56.2% influenced by TF1, ß = .380, t(322) = 
7.370, p .000 
• TF3 is 46.7% influenced by TF2, ß = .271, t(322) = 
4.664, p .000 
• TF5 is 51.0% influenced by TF6, ß = .475, t(322) = 
9.417, p .000 
• TF6 is 53.3% influenced by TF5, ß = .459, t(322) = 
9.417, p .000 

Component 2 (loyal tourists) 
• TF1 is 38.1% influenced  
by TF2, ß = .307, t(309) = 5.890, p .000 
• TF2 is 26.0% influenced  
by TF1, ß = .330, t(309) = 5.890, p .000 
• TF3 is 36.3% influenced  
by TF1, ß = .309, t(309) = 5.433, p .000 

 
Table 6 presented the results of transportation facility analyzed for nationality. Overall, similar trend was 

observed for developing and developed countries, with each item was at least 27.0% and 43.0% measured by a 
particular item, respectively. It was also learned that the interconnection between items was driven by T2. 
Further observation suggested the probability of other factors influencing T2 and T3 items of developing 
countries. Within this paper scope, results were constructed along the dimension of transportation mode 
preferences where here, the respondents’ database indicated chartered and tour buses as the dominant travelling 
mode of developing countries. 

 
Table 6: Regression analysis for transportation 

Component 1 (developing) 
• T1 is 62.2% influenced by T2, ß = .581, t(499) = 
16.153, p .000 
• T2 is 27.8% influenced by T1, ß = .593, t(499) = 
16.153, p .000 
• T3 is 32.9% influenced by T1, ß = .223, t(499) = 
4.123, p .000 

Component 1 (developed) 
• T1 is 74.5% influenced by T2, ß = .670, t(163) = 
11.770, p .000 
• T2 is 73.6% influenced by T1, ß = .691, t(163) = 
11.770, p .000 
• T3 is 43.1% influenced by T1, ß = .290, t(163) = 1.640, 
p .000  

 
Discussion And Conclusion: 

This paper has given an account of and the reasons for the extensive use of comfort level in benchmarking 
the standard of Langkawi’s physical infrastructure. Several items have emerged as reliable predictors of comfort 
level, namely: number of accommodation and effectiveness of ICT facilities (loyal tourists-tourism facility), 
number of rooms and image of physical infrastructure (first time tourists-tourism facility), and the ease of 
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accessing public transportation (developing countries-transportation facility and developed countries-
transportation facility). Results of tourism facility reported the sufficient in quantity while at the same time, 
emphasized the lack in efficiency. Results thus highlighted the realization that Langkawi’s tourism facility is yet 
to function at its optimal level. More importantly, results underpinned the fundamentals of tourism facility 
maintenance in the sense that provided that pragmatic approach is not implemented, Langkawi will no longer 
able to sustain its loyal tourists’ market. In case of transportation facility, to this paper, results thus far opposed 
[21] assumption regarding difference in comfort level between tourists of developing and developed countries. 
Within this paper scope, this suggests the positive reaction towards transportation facility in Langkawi. Hence, 
stresses the attention in improving the transportation facility to meet the demands of broaden targeted groups. 
Echoing [25], this paper envisages provisioning of effective tourism and transportation facilities that are 
developed along the comfortableness dimension serves as a catalyst that manipulatively attracts and maintains 
the tourist arrival; and simultaneously encourages acceptance towards increased tourism development. In 
addition, it also helps in brandishing the image of Langkawi.  
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