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Abstrak
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INTRODUCTION

The very fast growth of the hospitality
industry supports the tourism sector which
has boosted the economy, but on the ot-
her hand, it can have an impact on the envi-
ronment (Masa'deh et al., 2017). In several
countries, the massive growth of tourism has
had an environmental impact, for example in
Spain there has been an increase in pollution,
landfills, disruption of biodiversity, decreased
environmental quality, and exploitation of wa-
ter and water resources (Moliner et al., 2019)
and requires a general structure to lend co-
herence to its approach. There is a need for
empirical research to fathom the question of
environmental sustainability and customer
experience in the hospitality industry and to
study the interaction between the two con-
cepts. This paper aims to close these gaps by
establishing the nature of the relationship bet-
ween customers’ perceptions of the environ-
mental practices in tourism accommodation
and their customer experiences and levels of
satisfaction. The working hypotheses, based
on a review of the literature on environmental
sustainability and customer experience in the
hospitality industry, are tested in an empirical
study of 412 Spanish customers who stayed in
various types of tourist accommodation. The
main conclusion is that the relationship bet-
ween environmental sustainability and cus-
tomer experience in the hospitality industry
can be demonstrated. This paper also validates
a measurement scale based on the most ac-
cepted dimensionality of the construct: cogni-
tive (think. This negative impact has also been
studied in several other countries, such as Jor-
dan (Masa'deh et al,, 2017), the Netherlands
(Postma & Schmuecker, 2017), Malaysia,
Singapore, and Thailand (Azam et al.,, 2018),
and Taiwan (Peng & Lee, 2019). In Indonesia,
research on the negative effects of the hotel
industry has been published (Lampung et al.,
2020; Yuniati, 2021) and concluded the im-
pact on disruption of the natural environment,
built environment, and local culture.
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The Environmental Management System
(EMS) focuses on fulfilling commitments by or-
ganizations to several policies for environmental
management. This commitment includes redu-
cing negative environmental impacts from the
organization’s products, services, and activities
(Rainanto et al., 2020) academics and practitio-
ners pay attention to sustainable hotel industry
performance by adopting an environmental ma-
nagement system (EMS).

Pro-Environmental Behavior (PEB) is hu-
man behavior that understands and implements
principles aimed at protecting the environment.
The application of Pro-Environmental Behavior
(PEB) is voluntary for the tourism industry, es-
pecially the hospitality industry (Fatoki, 2019;
Li & Wu, 2019).

Green Marketing Mix 7Ps (GMM 7Ps) is
a strategy for fulfilling 7 basic attributes that will
support marketing activities while upholding
environmental protection. The hotel industry
needs to implement the Green Marketing Mix
7P’s strategy to realize sustainable tourism (Rai-
nanto et al,, 2022b).

The hotel industry’s business performan-
ce is considered successful and sustainability is
realized from success in terms of the economy
(business), preservation of the surrounding en-
vironment, and maintaining the socio-cultural
conditions of the local community. Business
continuity in the hospitality sector is not enough
to be seen from the side of economic benefits, it
is also necessary to look at it from the perspecti-
ve of the surrounding environmental and social
conditions (Pereira et al., 2021; Rainanto et al.,
2022a; Sharpley, 2020).

Cities that have potential as tourist des-
tinations tend to experience high growth in
the number of hotels compared to other cities.
This is because tourist destination cities are
attractive economic potential for hospitality
investors and tourist destinations. For some
residents who “benefit” from their city beco-
ming a tourist destination, this will be consi-
dered attractive, but for some other residents,
this can be a problem (Rainanto, 2022). (Ilha-
mi et al., 2020) stated that until 2019 there was
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a traffic jam in Batu City, which is located in
East Java Province, on certain days due to the
large number of tourist vehicles entering the
city. This is supported by data from the Central
Bureau of Statistics for the City of Batuin 2019
which stated that visitors to tourist attractions
and souvenir tours in Batu City in 2019 totaled
6,047,460 tourists with a total of 1,354 hotels
(BPS Kota Batu, 2020). The ratio of the popu-
lation of Batu City to the number of tourists
coming to the city in 2019 is that the popu-
lation of Batu City is 0.02% of the number of
tourists (BPS Kota Batu, 2020).

The number of tourists in Batu City, Ma-
lang City, and Malang Regency in East Java
Province increased rapidly at weekends. The
arrival of these tourists caused congestion on
several roads there. The results of the research
on the noise level conducted on Jalan WR
Supratman which is one of the main roads in
Malang City, East Java Province on Sunday is
81.2 dBA - 86.1 dBA, while on Monday it is
72.0 dBA - 79, 1dBA (Putra & Setyabudiarso,
2022). By the Decree of the Minister of State
for the Environment No. 48 of 1996, Appen-
dix 1 includes a table regarding Noise Level
Standards according to area designation. The
standard threshold values for Noise Level ac-
cording to the regulations include Housing
and Settlements (5SS dbA); Trade and Servi-
ces (70 dBA); Office Building (dbA); Green
Open Space (50 dbA); Industrial (70 dbA);
Government and Public Facilities (60 dBA);
Recreation (70 dbA) (KepMen LH No.48,
1999). Meanwhile, the Noise Threshold Value
(NAV) according to Kepmenaker No. per-51/
MEN/1999, ACGIH, 2008 and SNI 16-7063-
2004 is 85 dB (Menteri Tenaga Kerja Repub-
lik Indonesia, 1999). Another negative effect
is that the water discharge becomes weak at
certain times. According to the Indonesian
Forum for the Environment (WALHI) of East
Java Province, the water quality index in East
Java from 2016 to 2020 has decreased and is
of concern and has a very concerning status.
The data is also following the Statistical Report
on Water Quality, Air and Land Cover issued
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by the Ministry of Environment and Forestry,
Directorate General of Pollution Control and
Environmental Damage, which stated that the
water quality of all major rivers in East Java
Province was classified as heavily polluted
from 20185 to 2020 (Kementerian Lingkungan
Hidup dan Kehutanan, 2021). Based on the
East Java Province Environmental Manage-
ment Quality Index Report. WALHI (2020)
notes that more than 800,000 hectares of fo-
rest in East Java have been damaged. Walhi
(2021) stated that in East Java Province cumu-
latively based on BNPB records from 2013 to
2019 there have been 2676 hydrometeorologi-
cal disasters.

In addition to the negative impacts of en-
vironmental conditions, there are also negati-
ve impacts from the economic sector, such as
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Figure 1. Research Hypothesis

high property prices which combine because
many migrants are interested in owning ho-
mes in tourist destinations. Massive property
development has also reduced the area of pad-
dy fields and open land in these tourist desti-
nations. (Hengky & Kikvidze, 2021) reports
that the area of land in Malang is getting nar-
rower every year. This is due to the conversi-
on of land into residential and industrial areas.
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Currently, the area of agricultural land in the
city of Malang, especially for rice farming, is
only 821 hectares out of 1,104 hectares. One
of the impacts felt is the frequent occurrence
of floods in several areas of Malang Metropo-
litan in recent years. If this negative impact is
left unchecked, it will affect the comfort of the
Malang Metropolitan City.

The World Tourism Organization
(WTO) defines Sustainable Tourism as: “Tou-
rism that takes into account its current and
future economic, environmental, and social
impacts, meeting the needs of consumers, the
environment, industry, and local communi-
ties”. The concept of sustainable tourism states
that tourism development should not dama-
ge nature, the environment, or land, especial-
ly agricultural land (Guanabara et al., 2013).
UNWTO'’s conceptual definition of sustainab-
le tourism must: (i) Make optimal use of envi-
ronmental resources, which are a key element
in tourism development, safeguarding impor-
tant ecological processes and helping to pre-
serve the natural heritage and biodiversity; (ii)
Respect the socio-cultural authenticity of the
host communities, preserve the cultural heri-
tage and traditional values that they have built
and live by, and contribute to intercultural un-
derstanding and tolerance; (iii) Ensure proper
and long-term economic operations, provide
socio-economic benefits that are distributed
fairly to all stakeholders, including stable emp-
loyment and income opportunities and social
services for local communities, and contribute
to poverty alleviation.

There are three sustainable performan-
ces for industrial companies along with details
on their constituent parameters (Hourneaux et
al., 2018). The three sustainable performances
include 1. Sustainable Environmental Perfor-
mance, consisting of (a) Reduction of wastewa-
ter, (b) Reduction of emissions, and waste, (c)
Reduction of costs for environmental aspects
of products and services, (d) Environmental
compliance, (e) Reduction costs for common
environmental problems; 2. Sustainable Eco-
nomic Performance, consisting of (a) Profit
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from operations, (b) Sales growth, (c) Return
on equity, (d )Return on investment, (e) Cost
per unit produced, (f) Net cash flow, (g) Mar-
ket share, (h) On-time delivery, (i) Customer
response time, (j) Number of warranty claims,
(k) Number of customer complaints, (1) Cus-
tomer satisfaction survey, (m) Material effi-
ciency variations; 3. Sustainable Social Perfor-
mance, consisting of (a) Social commitment,
(b) Environmental preservation, (c) Increa-
sing employee job satisfaction, (d) Training
and education, and (e) Compliance with pro-
ducts and services.

The novelties of the research are measu-
ring Sustainable Performance in the Hospita-
lity Industry based on an Environmental Ma-
nagement System, Behavior that supports the
environment, and the application of the Green
Marketing Mix 7P as a mediator. The measure-
ment of sustainable performance for the hotel
industry is something new in research because
what usually measures sustainable performan-
ce is done in the goods or manufacturing in-
dustries.

Hypothesis Development

Relationship between Two or More Variables
The hypothesis that forms the basis of

this study is 17 relationships. The development

of 17 hypotheses is based on a literature review
of the dependent to independent variables, as
well as the moderator variable which is the link
between the dependent and independent va-
riables. 11 hypotheses are directly related, and

6 hypotheses that are indirectly related using

the Green Marketing Mix 7P (GMM 7’s) me-

diation. The research hypothesis in this study
is in Figure 1 below.

The 17 hypotheses in this study are pro-
posed in detail as follows:

H1: The EMS has a significant and direct rela-
tionship to sustainable economic perfor-
mance

H2: The EMS has a significant and direct rela-
tionship to environmental performance

H3: The EMS has a significant and direct rela-
tionship to social performance
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Table 1. Reliability Value of Reflective Construct

. Composite ,
Reflective Construct Items Fa:t(()):(tn(()g. 7) (I:X];) Re(li%););l)ity Alf):lrn(:ziazc(t;())
EMS
Environmental Policy 760 927 .894
EnvPolicyl .890
EnvPolicy 2 905
EnvPolicy 3 .882
EnvPolicy 4 .807
Planning 781 934 906
Plans .861
Plan6 .896
Plan7 905
Plan8 .872
Implementation and 794 939 912
Operation ImlOpr9 896
ImlOpr10 938
ImlOprll 932
ImlOpr12 790
Checking and 961 980 959
Corrective Action CheckCorl13 980
CheckCorl4 980
Management Review 821 948 927
MgtRevl$S 871
MgtRev16 908
MgtRev17 916
MgtRev18 929
PEB
Save Energy .844 942 .907
EnSav19 936
EnSav20 955§
EnSav21 .863
Waste Prevention .695 .872 781
PrevWaste22 .861
PrevWaste23 .860
PrevWaste24 777
Nature Preservation .803 942 917
PresNat25 .828
PresNat26 911
PresNat27 922
PresNat28 919
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Environmental

Performance EnvSustS7 771
EnvSustS8 787
EnvSustS9 792
EnvSust60 727

Economics

Performance EconSust61 .867
EconSust62 .843
EconSust63 910
EconSust64 908
EconSust65 .897
EconSust66 .853

Social Performance
SosSust67 .847
SosSust68 .891
SosSust69 935
SosSust70 923
SosSust71 .842

592 .853 .894
774 954 942
.789 .949 933

H4: The PEB has a significant and direct rela-
tionship to economic sustainability

HS: The PEB has a significant and direct rela-
tionship to environmental sustainability

H6: The PEB has a significant and direct rela-
tionship to social sustainability

H7: The EMS directly has a significant relation-
ship on GMM

Table 2. Measurement of Two-Stage Process for Second-Order (Reflective — Formative)

Loading Composite T-Values P Value
I A icht VIF
Construct tem Factor ve Reliability Weight Weights  Weight
Reflective Model Second Order
EMS 739 934

Environ.

Policy 880

Planning .908

Implement & 911

Operation

Check &

Corrective Act. 735

Mar}agement 873

Review
PEB 807 926

Save Energy 877

Waste

Prevention 15

Nature . 902

Preservation

183



Jurnal Dinamika Manajemen, 14 (2) 2023, 178-190

Environ. Sustainable Perform

Environ. SustainS7 773
Environ. Sustain58 783
Environ. Sustain59 792
Environ. Sustain60 727

Economics Sustainable Perform

Economics Sustain61 .869
Economics Sustain62 .845
Economics Sustain63 910
Economics Sustain64 906
Economics Sustain65 .895
Economics Sustain66 .854

Social Sustainable Perform

Social Sustainable67 .845
Social Sustainable68 .891
Social Sustainable69 936
Social Sustainable70 924
Social Sustainable71 .842

592 853
774 954
789 .949

Formative Model Second Order

GMM

Green Product
Green Place
Green Price
Green Promotion
Green Process
Green People
Green Physical
Evidence

81 2347 3331 .001
065 4227 1.117 264
169 3.046 3.337 .001
030 2984 .674 .500
213 2200 4.817  .000
393 1.865 9.632  .000

161 .002
191 416 3.027

H8: The PEB directly has a significant relation-
ship on GMM

H9: The GMM has a significant and direct rela-
tionship to economic sustainability

H10: The GMM has a significant and direct re-
lationship to environmental sustainability

H11: The GMM has a significant and direct re-
lationship to social sustainability

H12: The GMM mediates between EMS and
economic sustainable performance

H13: The GMM mediates between PEB and
economic sustainable performance
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H14: The GMM mediates between EMS and
environmentally sustainable performance

H1S: The GMM mediates between PEB and
environmentally sustainable performance

H16: The GMM mediates between EMS and
social sustainable performance

H17: The GMM mediates between PEB and so-
cial sustainability

METHOD

This research method was chosen quan-
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titatively by collecting primary data as the
main source of the data being analyzed. A total
of 228 respondents with the position of a hotel
manager or general manager are the basis for
calculating the analysis.

This study uses a simple sampling met-
hod because the selection of the sample is
completely random and member of the hotel
industry population has an equal chance of
being selected to be part of the sample. Furt-

Table 3. Hypothesis Testing (Direct Effect Result Test)

Original  Std Dev/ T stat

Hypothesis Sample  Stand t-value
(0) /p Error (>1.645)

p-value 5 f* Q .
(<0.10) (002) (»0) Decision

EMS —

HI Eeonomy SP 0262 0.103 2.545
EMS —

H2 M0 0018 0.098 0.187
EMS —

H3 oo 0250  0.07S 3330
PEB —

HA o omysp 0125 0109 1.149
PEB —

Hs o o, 0202 0102 1.976
PEB —

H6 . oo 0029 0070 0.417
EMS —

H7  Cviviops 0465 0062 7.503
PEB —

HS  oion 0480 0.060 8.050

Hy GMM -~ 0753 0.113 6.641
Economy SP

1o SMM~= 0626  0.100 6.284
Environ. SP
GMM —

HIL S 0675  0.072 9.340

0.00S 421 0.028 0295 Supported
0.426 .625 0.000  0.334 Un-Support
0.000 0.763 0.062 0.561 Supported
0.125 0421 0006 0295 Un-Support
0.024  0.625 0.025 0.334  Supported
0338 0.763 0.001 0.561 Un-Support
0.000 0.814 0.373 0.486 Supported
0.000 0814 0398 0486 Supported
0.000 0421 0.182 0486 Supported
0.000 0.625 0.194 0.486 Supported

0.000 0.763 0.357 0.486 Supported

Table 4. Hypothesis Testing on Mediating

Original Std Dev/ T statistic value Confidence
Hypothesis Sample Stand t-value 2.5% Interval (BC) Decision
(0)/p Error (>1.96) ' 97.5%

Hi2 EMS = GMM 0.350 0.075 4.650 0.000 0.215 0.503  Supported
— Economy SP

H13 EMS _. GMM 0.291 0.061 4.798 0.000 0.181 0417 Supported
— Environ. SP

H14 EMS _’ GMM 0.314 0.052 6.057 0.000 0.220 0.422 Supported
— Social SP

H15 PEB = GMM 0.362 0.070 5.183 0.000 0.230  0.501  Supported

— Economy SP
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Table 4. Hypothesis Testing on Mediating

Original Std Dev/ T statistic val Confidence
Hypothesis Sample Stand t-value P 5 g (;: ¢ Interval (BC) Decision
(0)/p Error (>1.96) ) 97.5%
H16 PEB _' GMM 0.300 0.064 4.730 0.000  0.177 0.428  Supported
— Environ. SP
H17 PEB _. GMM 0.324 0.057 5.662 0.000 0226 0.448  Supported
— Social SP

hermore, the use of a purposive sampling met-
hod was because the respondents selected as
questionnaire fillers are hotel employees with
the position of General Manager or Manager.
The reason for selecting respondents at the
Manager or General Manager level is because

Environment
Performance

Environme
Manageme;
System (EM3

Economics
Performance

Pro -
Environmental
Behavior

Social
Performance

Figure 3. The Results of Full Model Analysis

those two positions understand and are com-
petent with matters relating to policies car-
ried out by hotel management. These policies,
among others, relate to EMS, PEB, and GMM
toward SIP.

Research analysis based on research ob-
jectives: (1) Research analysis to find out the
direct relationship between the X and Mediator
variables with the Sustainable Industry Perfor-
mance variable using Smart-PLS 3; (2) Rese-
arch analysis to determine the recommended
relationship model between variable X and Me-
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diator with the Sustainable Industry Performan-
ce variable using Smart-PLS 3.

RESULT AND DISCUSSION

The results of the analysis using Smart
PLS 3 through several stages of the process. The
stages of the process include Measurement of
Construct Variable, Model validation, Assess-
ment of measurement model, Measurement va-
lidity of first-order construct — reflective model,
Loading Factor, Convergent Validity — Average
Variance Extracted (AVE), Convergent Validi-
ty — Composite Reliability (CR), Cronbach’s
Alpha (a), Cross Loading, Fornell-Larcker Cri-
terion, Heterotrait-monotrait (HTMT), Me-
asurement Model Result — Outer model, Vali-
dity and Reliability of Second-Order Construct
— Two-Stage Approach, Two stage approach
(reflective-formative model),
Structural model/inner model measurement,
Collinearity statistics (VIF) — Outer & Inner
VIF, Hypotheses Testing (Path Coefficient),
Coefficient of Determinant (R2), Effect Size
(f2), Predictive Relevance (Q2), Hypothesis
Evaluation, Testing the mediating roles, and fi-
nally the Recommended Model.

Fornell & Larcker (1981) states that the
Convergent Validity of Cronbach’s Alpha and
Composite Reliability (CR) must be more
than 0.70, while the Average Variance Extracted
(AVE) value must pass 0.50. Based on the criti-
cal threshold value above, a summary of the me-
asurement validity is shown in Table 1.
of the

construct with reflective and formative measure-

measurement

Measurement second-order

ment indicators needs to be taken into account. A



Jurnal Dinamika Manajemen, 14 (2) 2023, 178-190

two-stage approach was carried out before analy-
zing the structural model and the interaction bet-
ween the mediator and moderator. A summary of
all the results of the second-order PLS algorithm
(Reflective - Formative) is presented in Table 2.

Two variables are considered Moderate,
namely Environmental Policy and Checking and
Correction Actions. The combined effect of the
first order explaining the variance in Environ-
mental Policy, Planning, Implementation & Ope-
ration, Inspection & Corrective Action, Manage-
ment Review, Saving Energy, Waste Prevention,
and Nature Preservation is accepted. The PLS
algorithm for the results of R2 is presented in Fi-
gure 2 about First Order Construct below.

The second-order construct model in this
research is reflective-formative. The higher-
order constructs are for the mediator variable.
Due to the formative nature of the mediator
constructs, the recommended measurement
approach for this type of HCM model is the
two-stage PLS. The two-stage PLS approach
takes advantage of the advantages of PLS path
modeling to explicitly measure the values of a-
tent variables, also be implemented in models
with interaction effects between all constructs
as measured by reflective indicators. Figure 2
below shows the results from the Second Or-
der Construct.

The results of the hypothesis for a di-
rect relationship are obtained from several
criteria such as t-value, p-value, and f>. The
relationship between variables in a positive
(supported) result is based on a t-value abo-
ve 1.645 (Hair et al., 2017) then the P-value
must be less than 0.10 (Hair et al., 2017); and
f* must be greater than 0.02. The details of
the hypotheses are presented in Table 3 and
Table 4.

After the results of the analysis with se-
veral previous stages, it was concluded that of
the 17 initial hypotheses, it was proven that 14
hypotheses were accepted, while 3 hypotheses
were rejected. Easily, the final results of the stu-
dy table be seen in Figure 3 below.

The results of the research based on the
analysis result model are that the Environmen-
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tal Management System (EMS) variable sup-
ports Sustainable Economy, Social Sustainable,
and Green Marketing Mix 7P. The Pro-Environ-
mental Behavior (PEB) variable supports the
Sustainable Environment and Green Marketing
Mix 7P. The 7P Green Marketing Mix Variab-
les are also three sustainable variables namely
Economic, Environmental, and Social. The 7P
Green Marketing Mix function as a mediator
between EMS and PEB in Sustainable Industrial
Performance is also supported. The novelty of
this research for the hospitality industry is the
7P Green Marketing Mix, both directly and as a
moderator for EMS and PEB will provide posi-
tive benefits for the sustainability of the hospita-
lity businesses

The hypotheses that support the novelty
of the results of this study include H12 (EMS
- GMM - Economic Sustainable Performance);
H13 (PEB - GMM - Economic Sustainable Per-
formance); H14 (EMS - GMM - Environmental
Sustainable Performance); H1S (PEB - GMM -
Environmental Sustainable Performance); H16
( EMS - GMM - Social Sustainable Performan-
ce); and H17 (PEB - GMM - Social Sustainable
Performance).

The benefits of this research can be used
by several parties such as Hotel owners, Mana-
gers, Regional Governments, Central Govern-
ment, and Hospitality Associations, all of that in
the framework of creating sustainable tourism.

CONCLUSION AND RECOMMENDATION

There are seventeen hypotheses linking
the Environmental Management System (EMS),
Pro-Environmental Behavior (PEB) for Sus-
tainable Industry Performance (SIP) with the
Green Marketing Mix 7P’s Mediation (GMM
7P’s). Fourteen hypotheses are accepted and
three hypotheses are rejected. Fourteen hypot-
heses were accepted, consisting of: H1, H3, HS,
H7, H8, H9, H10, H11, H12, H13, H14, H15,
H16, and H17. While the three hypotheses are
rejected, namely: H2, H4, and H6. There are 11
hypotheses related to the direct interaction hy-
pothesis, eight hypotheses are accepted, while
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three are not accepted. The conclusion from the
research results is that the Environmental Ma-
nagement System (EMS) supports Sustainable
Economy, Social Sustainable, and Green Mar-
keting Mix 7P. For Pro-Environmental Behavior
(PEB) supports Sustainable Environment and
Green Marketing Mix 7P. Then the Green Mar-
keting Mix 7P supports the three sustainable va-
riables, namely Economic, Environmental, and
Social. The Green Marketing Mix 7P function
as a mediator between EMS and PEB on Sustai-
nable Industry Performance is also supported.
The benefit of this research for the hotel industry
is that implementing EMS and PEB through the
7P Green Marketing Mix will provide positive
benefits for the sustainability of the hotel busi-
ness. The limitation of this research is the sco-
pe of the research location which is only in East
Java. On the other hand, there is the Covid-19
pandemic which has forced several hotels to not
operate. The recommendation for further rese-
arch is to expand the scope of research locations
to other provinces so that it can become a policy
decision in managing the hospitality industry in
the Republic of Indonesia.
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