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 The introduction of tourist friendly destination concept in the city tourism is much-

needed. It has seen as a customer-oriented concept where tourists will choose their own 
activities, products and spaces if it meets the experience required and demand. 

Accordingly, this paper discusses the formation of tourist friendly destination concept 

in the city tourism, through the identification of components from the stakeholder 
perspective in Kuala Lumpur. A total of 22 respondents has been interviewed, and the 

selection of respondents was based on four groups, decision-makers who involved in 

the planning and tourism development in Kuala Lumpur city, even the four groups 
should be represented in the six main sub-sector. The findings of this study have 

identified the tourist friendly destination is seen as a concept through the three 

dimensions: dimension of activities, dimension of products and dimension of spaces 
and these three dimensions were formed by 14 components. Accordingly, the formation 

of tourist friendly destination concept are welcome as it is seen connecting the 

increasing of international and domestic tourists to Kuala Lumpur. Even the use of the 
components in three dimensions is seen as significant in the development of tourist 

friendly destination. 
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INTRODUCTION 

 

 The introduction of tourist friendly destination concept in the city tourism is much-needed. This is a tourist 

oriented customer concept, where tourists choose their own activities, products, and spaces if they meet the 

demands and desired experience (Anuar et al., 2012a). The need to apply the concept of tourist friendly 

destination in the city is due to the development of centers of attraction and promotion (Law, 2002). Basically, 

such a concept is needed to ensure that what is offered at tourism destinations always satisfies the requests and 

experiences desired by tourists. In fact, according to Kozak (1999) and Smeral (2009), tourists will choose a 

tourism destination that is able to meet their expectations and demands. This was confirmed by Swarbrooke 

(1995), who explained that tourists tend to respond well to a tourist friendly attraction, where facilities and 

services are easily available at a particular destination, and they can preferably spend time without being 

disturbed. 

 Recognizing that the tourism industry in Kuala Lumpur can contribute to the progress of the country and 

play a role in economic and social development, Kuala Lumpur City Hall (DBKL), as the local authority, has 

begun to take a positive approach to more seriously develop the tourism industry. The development of the 

tourism industry in Kuala Lumpur can be seen through the increased physical development such as the 

development of infrastructure, facilities and amenities, and in the marketing & promotion of tourism in Malaysia 

(Anuar et al., 2013). All these developments are the key components in the dimensions of activities, products 

and spaces that are in accordance with the principles of the tourism system, which views that three dimensional 

interaction as a way to produce images of interesting tourism destinations, (Jenkins, 1980; Christie Mill & 

Morrison, 1985; Walsh-Heron & Stevens, 1990; Urry, 2002; Clarke, 2005; Anuar et al., 2012b) particularly for 

the development of the tourism industry in Kuala Lumpur. Kuala Lumpur Tourism Policy, Kuala Lumpur’s 

Tourism Development Strategy, Kuala Lumpur’s Structure Plan 2020 and the Draft of Kuala Lumpur City Plan 

2020, are seen as the basis (Anuar et al., 2013) for equipping tourism development strategies through the 
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dimensions of activities, products and spaces within the concept of tourist friendly destination. Thus, tourist 

friendly destination concept is seen to be very significant when it is implemented for the development of tourism 

in Kuala Lumpur. This is because Kuala Lumpur is seen as the main center of attraction, the gateway, an 

advanced city as well as the icon of city tourism in Malaysia (Anuar et al., 2013). However, this has given rise 

to the following questions: i. what are the components underlying the formation of the concept of Kuala Lumpur 

as tourist friendly destination? ii. How are these components formed in the dimensions of activities, products 

and space? iii. Why are these components so essential to the formation of the concept of Kuala Lumpur as 

tourist friendly destination? Therefore, this study discusses in detail the identification of components underlying 

the formation of tourist friendly destination concept from the perspective of stakeholders in Kuala Lumpur. 

 

2. The Concept of Tourist Friendly Destination: 

 Tourist friendly destination is a concept that can give satisfaction to meet tourist’s demand and supply 

through contact and maximum use of activities, products and space without any interruptions or problems 

(Anuar et al., 2013). This concept serves not only for the tourists, also the interested parties through tour 

packages that offer facilities, reasonable prices, use of infrastructure developments, accommodations, 

transportation, the use of the internet, to meet the tourist’s expectations; and finally distributed the target income 

to target groups of operators, local residents and stakeholders (Anuar et al., 2012c). Mainly, the concept of 

tourist friendly destination occurs because of five factors: changes in the concept of tourism, capacity of tourists 

to travel, tourism & destination selection to motivate tourists, tourist’s tastes change, and the involvement of 

public and private sectors (Anuar et al., 2012c). Therefore, these factors influence the development of tourist 

friendly destination concept through the provision of three dimensions: activities, products, and spaces in 

tourism system. The tourism system consists of three elements that are essential and intertwined with each other; 

namely the elements of activity (Jenkins, 1980; Mill & Morrison, 1985), space (Urry, 2002; Clarke, 2005) and 

product (Clarke, 2005). It is also mentioned by Walsh-Heron & Stevens (1990), who say that a tourism 

destination should have these three elements such as place, activity, and product, to create a tourism destination 

that can provide many options and produce a good image. Therefore, any destination will be influenced by the 

tourism system in which each element is interrelated. In establishing the concept of tourist friendly destination, a 

customer-oriented approach should be used in the tourism system’s elements, comprising of activities, products, 

and spaces, to create a new experiences and satisfaction to tourists.  

 

3. Methodology Study: 

 The concept of tourist friendly destination is seen as one approach to highlight a customer-oriented concept 

towards tourists as, according to Lipman (2007), the tourists themselves will choose a tourism destination when 

they are driven by a desire to learn, to explore new experiences and to add meaning to life through that travel 

experience. Therefore, to form an accurate and relevant concept, and to answer the research objective, which is 

to identify the underlying components for the formation of tourist friendly destination concept, the researcher 

used the in-depth interview method with 22 respondents representing four groups of respondents involved in the 

planning and development of tourism decision-makers: the public sector, the private sector, and the non-profit 

sector (associations) and professional consultants (Gunn, 2002). This group need to a representative in six sub-

sectors such as food and beverages sectors, transportation sector, accommodation sector, shopping sector, 

recreation sector and finally theme parks sector. This is because the sub-sector is the highest sub expenditure by 

domestic tourist in Malaysia (Malaysia Statistic Department 2013).  

 This study used a qualitative approach which using the technique of "structured interviewed”. Therefore, a 

total of 17 questions which divided into three sections, focusing identification components underlying the 

formation of tourist friendly destination concept in Kuala Lumpur. Therefore, these questions in section one 

includes: i) what is your background? ii) What is your position and role in your organization? iii) do you play 

any role in decision-making? iv) Does your organization involve planning, development, or promotion matter in 

Kuala Lumpur? v) Is the concept of tourist friendly destination always preferred when planning, developing, or 

promoting. The second section is about respondents' understanding the concept of tourist friendly destination. 

Questions in this section include i) have you ever heard of the concept of tourist friendly destination? ii) What is 

the definition the concept of tourist friendly destination based on experience and understanding? iii) What are 

the keywords/dimensions/aspects do you feel essential for the concept of tourist friendly destination? iv) What 

are they important to describe the concept of tourist friendly destination v) should the concept of tourist friendly 

destination be seen in system approach through activities, products, and spaces alone? vi) What do you think if 

Kuala Lumpur applies concepts of tourist friendly destination? vii) who do you think involved in the formation 

of tourist friendly destination concept in Kuala Lumpur and who will be affected when the concept is present? 

The third section is about identifying the components underlying the formation of tourist friendly destination 

concept. Questions in this section include: i) what are the underlying components in the formulation of the 

tourist friendly destination concept; from your experience? ii) why are these components so important in the 
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development of tourist friendly destination concept? iii) How do the components of activities, products, and 

space form the concept of tourist friendly destination, in relation to Kuala Lumpur?. 

 In this connection, Nvivo 8 software was used to analyze the data which seemed to be highly suitable for 

qualitative processing. The data obtained through the interviews using a digital recorder were filtered, and then 

those that were not relevant were removed. The data were then analyzed according to the themes that were 

appropriate for the formation the components of tourist friendly destination concept from the viewpoint and 

perspective of the respondents. 

RESULT AND DISCUSSION 

 

 On the whole, 39 attributes were identified by all 22 respondents as the underlying components for the 

formation of tourist friendly destination concept.  The 39 attributes mentioned by the respondents were then 

themed as appropriate components with the three dimensions of activities, products and space, thus creating the 

concept of tourist friendly destination. This is because the development of the tourism industry is reflected in the 

increase in physical development such as the development of infrastructure, facilities and amenities, marketing 

and promotion of the tourism system in Malaysia (Anuar et al., 2013). All these developments are key 

components in the dimensions of activities, products and space in accordance with the principles of the tourism 

system seen in the three-dimensional interaction to produce an attractive tourism destination image (Jenkins 

1980; Christie Mill & Morrison 1985; Walsh-Heron & Stevens 1990; Urry 2002; Clarke 2005; Anuar et al., 

2012b). In studying the compatibility and support of the respondents towards the formation of tourist friendly 

destination concept through the dimensions of activities, products and space, analysis was found that the 

majority of the respondents (59.1%) expressed support for the need of the components to be seen only within the 

dimensions of activities, products and space in order to form the concept of tourist friendly destination. 

"...The tourist friendly destination concept is very much connected to the aspects of activities, products and 

space. Activities are tools to encourage tourists to visit so that they can enjoy the benefits that are on offer. The 

products that are offered must fulfill the needs of tourists by providing optimum quality and safety. A wide scope 

can add to the comfort of tourists..." (Respondent 17) 

 Although the remaining respondents (22.7%) agreed about the components in the dimensions of activities, 

products and space, they believed that additional components were needed, such as intangible experiences, 

information and the application of think tourism and act tourism, to make the tourism destinations more 

sustainable and competitive. 

"...Yes, but additions are required from the aspect of intangible experiences, as it is a necessary addition and 

plays a role in enhancing the tourist’s experience...” (Respondent 18) 

 Therefore, based on the analysis that was carried out it was found that only tourist friendly destination 

concept that is formed through the components in the dimensions of activities, products and space is deemed as 

significant and thus, can be implemented in Kuala Lumpur. Consequently, these attributes must be developed 

and themed as the appropriate components in the dimensions of activities, space and products, thus creating the 

concept of tourist friendly destination. 

 Thus, the explanation for the inclusion of attributes inside the themes that have been developed based on the 

components in the dimensions of activities, products and space can be described in detail as follows: 

 

4.1. Dimension of Activities: 

i. Component of Culture and History: 

 Culture and history are considered as the most important components of activities dimension given the fact 

that these components are influenced by time and history. According to Ritchie & Crouch (2003), these 

components can provide the maximum possible satisfaction as they possess a unique identity and are able to 

provide an experience that is different from other daily activities. Thus, the analysis that was carried out 

indicated that ethnic value (4.5%) and cultural (4.5%) values are attributes that the respondents believe make up 

the cultural and historical components in the activities dimension. This was evident when the respondents stated 

that: 

"...The tourism product in turn requires social, cultural and historical importance, attraction, branding, a 

reasonable price, adequate facilities and equipment, interesting personnel..." (Respondent 4) 

 The analysis showed that for these cultural and historical components, the respondents indicated that 

cultural visibility (31.8%), the need to use historical sites for tourism (18.2%) and the needed of value ethnic in 

art activities especially at history places (4.5%) are the essential requirements for these components when the 

concept of tourist friendly destination is implemented in Kuala Lumpur. The results of the analysis showed that 

most of the respondents want the cultural and historical attractions in Kuala Lumpur to be enhanced in terms of 

promotion and that these should be brought back into prominence, where they are currently being ignored by 

tourists due to the lack of tour packages to such places by travel agents. In fact, need to charge entrance fees for 

admission to cultural and historical sites should also be reviewed according to the suitability of the activities 

offered at these places. This statement was endorsed by a respondent as follows: 
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"...It should be brought back as it can be seen that it is already being ignored by tourists and front liners. If you 

look at Kuala Lumpur itself, less attention is being paid to culture and history. Even though there is a National 

Museum, look at how many tourists come to visit it..." (Respondent 16)  

 

ii. Component of Special Events: 

 Special events are designed so that activities carried out within the concept of tourist friendly destination 

continue to be remembered by tourists. The special events refer to the diverse activities that bring enjoyment to 

both tourists and locals alike who participate (Ritchie & Crouch 2003). Getz (1997) outlined the factors that 

must be present in every type of event to attract more tourists to participate in these activities as well as to 

increase the number of tourists to tourism destinations. These factors are that all events must have diverse goals, 

a festive spirit, meet basic needs, must be unique, of high quality, authentic, traditional, flexible, hospitable, 

tangible, symbolic, affordable and comfortable. Thus, the analysis revealed that the majority of the respondents 

indicated that special events (4.5%) are the sole attribute in the special events component for the activities 

dimension in the tourist friendly destination concept. 

"...Independence Day is a special event for tourists because it usually lasts no more than 24 hours. There were a 

lot of events in the past, but now Kuala Lumpur does not have too many places to launch events..." (Respondent 

1). 

 The analysis showed that for the special events component, the respondents indicated that appropriate 

special events (31.8%) as well as the need for more special events in Kuala Lumpur (4.5%) are the essential 

requirements for this component when the tourist friendly destination concept is implemented in Kuala Lumpur. 

The results showed that most of the respondents want these special events to be held in Kuala Lumpur at a 

suitable time and according to the type of event. In fact, the addition of a special event is necessary but should 

be appropriate, where it must be ensured that each special event that is prepared achieves the objectives and 

purpose of the program by fulfilling the needs of the target audience. This is because there will also be 

objections from local residents if there is no control over the special events and if they are held too frequently 

until residents are inconvenienced by such things as road closures and so on. 

"...There were a lot of events in the past, but Kuala Lumpur does not have too many places to launch events. 

Many people are already living and working in Kuala Lumpur, so to locate the activities like before if there was 

a Fair, they would close the road there, close the road here, but that is no longer the trend. Many people are 

angry. The locals are angry. Like we are working and living here, we have to sacrifice for federal events, which 

is why we limit the use of Dataran Merdeka for national level events like Independence Day only..."(Respondent 

1) 

 

iii. Component of Entertainment: 

 Entertainment can be considered as one component in the activities dimension that is necessary within the 

concept of tourist friendly destination. Entertainment can also be regarded as a strong point and the main 

attraction as well as a complementary component to the other components such as special events as well as 

culture and history. Ritchie & Crouch (2003) stated that activities and special events are considered as 

traditional components which must be present in every tourism destination, but entertainment is more inclined 

towards the local features of each specific destination such as Las Vegas (gambling), London (theater), New 

York (The Broadway Shows), New Zealand (theater) and Paris (night lives). Thus, the analysis that was carried 

out found that entertainment (9.1%) is the sole attribute mentioned by the majority of the respondents that are 

needed to establish the entertainment component itself within the activities dimension. 

"...With the emphasis on 70% of the facilities, of course the facilities components (toilets, facilities for the 

disabled), infrastructure (such as cycling facilities, sheltered walkways), services (Hop In-Off KL), restaurants 

(like Arabic food outlets), entertainment, products, language should be available in Kuala Lumpur…” 

(Respondent 2) 

 For the entertainment component, the results of the analysis showed that 27.3% of the respondents indicated 

that the diversity in entertainment catering to tourists is an essential requirement that must be present in this 

component when the tourist friendly destination concept is implemented in Kuala Lumpur. Most of the 

respondents stated that this diversity in entertainment is necessary in order to satisfy the various preferences of 

tourists, especially in Kuala Lumpur. This is because this form of entertainment allows tourists to experience 

something that cannot be found in their home country.  

"...The distinctive entertainment can draw tourists to Kuala Lumpur. The concept of entertainment based on 

Malay customs allows tourists to experience something that cannot be found in their place..." (Respondent 11) 

 

iv. Component of Mix Activities: 

 The mixture of activities component is a primary component that stimulates the physical characteristics and 

emotions of tourists, and in turn attracts them to visit the tourist friendly destinations in particular. This is a 

critical component because without it, the tourist friendly destination may not be able to attract and draw 
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tourists. According to Ritchie & Crouch (2003), the importance of a mixture of activities as a tourism dimension 

is constantly evolving because every tourist wants a fresh experience that is other than the travel experiences of 

the past. A mixture of activities can be considered as a combination of the physiography and climate as well as 

the culture and history. In fact, it should be incorporated with the factors of creativity and the initiative from 

tourism providers. Thus, the analysis revealed that a mixture of activities (18.2%) was the sole attribute 

mentioned by the majority of the respondents to form this component within the activities dimension.  

“...For example, the mixture of activities going on in Kuala Lumpur will cause many tourists to come here and 

this will increase the sources of income of the traders here...” (Respondent 15)  

 For the mixture of activities component, the analysis showed that the respondents spoke about the diverse 

mixture of activities (27.3%), the need for an adequate mix of activities (9.1%) and a mixture of activities 

enhanced the quality (9.1%) as the essential requirements that are needed in this component when the concept of 

tourist friendly destination is implemented in Kuala Lumpur. The results of the analysis showed that most of the 

respondents stated that a diversity of activities is necessary to enliven the atmosphere in Kuala Lumpur itself, as 

formerly Kuala Lumpur was well-known for its variety of activities such as Visit Malaysia Year, Independence 

Day and so on. In fact, this mixture of activities is not only for tourists, but the community has to be involved as 

well so that the pure values of the Malaysian community can be easily conveyed. 

“…This mixture of activities is the main attraction to a tourism destination as without it a place would not be a 

good tourism product. And I’m assuming that the above activities in the mix are related and interdependent, 

thus supporting the tourist-friendly concept. For example, Kuala Lumpur certainly offers this mixture of 

activities, but these still need to be polished and promoted to make them more balanced in the eyes of 

tourists…” (Respondent 10) 

 

4.2. Dimension of Product: 

i. Component of Physical Plant: 

 Physical plant is the cornerstone of tourism products, and it consists of natural resources such as waterfalls, 

wildlife or resorts (Smith 1994). These physical features are very similar to the physiographic and climatic 

elements mentioned in a study by Ritchie & Crouch (2003). These physiographic and climatic elements involve 

the landscape, scenery and climate of a tourism destination. According to Smith (1994), physical features can be 

divided into fixed assets and the physical environment: fixed assets include hotels, buildings and transport, 

while the physical environment includes the climate, air quality, congestion and tourism infrastructure. Thus, the 

analysis that was carried out revealed that the respondents mentioned the diversity of products (40.9%) as the 

attribute that is needed to form the physical features component in the product dimension.  

"...If you touch on the products, there are many products in Kuala Lumpur, from the historical to the modern. 

The historical products are like Merdeka Square, the Sultan Abdul Samad Building, Kampung Baru, and what's 

more, for the modern products we have KL Tower, KLCC, shopping centers like in Bukit Bintang and others. So 

the products in Kuala Lumpur are all either natural or man-made..." (Respondent 13)  

 For the physical features component, the results of the analysis showed that the respondents mentioned the 

diversity of physical features (27.3%) as an essential requirement that must be included in this component when 

the tourist friendly destination concept is implemented in Kuala Lumpur. It was revealed that most of the 

respondents described the diversity of the physical features in Kuala Lumpur as a combination of natural and 

man-made, which is necessary to create a viable tourism product that will be able to survive in the long run.      

"...The tourism products that are offered must have the above characteristics in order to create products that 

can be accepted by tourists probably in the long run. I feel that this component is more important than the 

activities component for developing this concept of tourist friendly destination..." (Respondent 10).  

 

ii. Component of Service: 

 The service component is seen as an extension of the physical features as services are needed to add to the 

physical usage other than for the convenience of tourists. Services can be defined as work for the well-being 

(needs and interests) of the people (Kamus Dewan 2010). Besides that, Smith (1994) defined services as the 

performance of tasks specifically to cater to tourists. Thus, the quality of a service can be seen through the 

performance and knowledge of the workers who carry out those services. This is because the quality of the 

service will affect the satisfaction and the experience of the tourist. Accordingly, the results of the analysis 

revealed that the attributes of services (59.1%), restaurants (4.5%) and packages (4.5%) were picked by the 

majority of respondents to form the service component through the product dimension within the concept of 

tourist friendly destination.  

"...Based on my experience, the underlying component of tourist friendly destination is to provide the best 

service in terms of the reliability of the products as well as friendly service to tourists, which can lead to an 

increase in tourist arrivals…" (Respondent 17)  

 For the service component, the analysis showed that the respondents said mentioned quality of services 

(31.8%) and variety of services (27.3%) as the essential requirements for this component when the tourist 
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friendly destination concept is implemented in Kuala Lumpur. The results showed that most of the respondents 

believed that good service will be able to facilitate the movement of tourists in Kuala Lumpur. Good service will 

ensure tourist satisfaction while providing the maximum experience to tourists when they visit Kuala Lumpur.  

"...Good service, such as hospitality and pleasurable offers, will be able to create memories that can give 

satisfaction to them. The diversity of tourism services can give them the power to decide according to their 

various needs and desires...” (Respondent 17)  

 

iii. Component of Hospitality: 

 Hospitality is an expression or feeling coming from the local community when welcoming the arrival of 

tourists (Smith 1994). According to Kamus Dewan (2010), hospitality can be defined as the friendly treatment 

of tourists. If the services are considered to be “technically-competent performance of a task” however 

hospitality is considered as an attitude or manner in which a job is done (Smith 1994). Ritchie & Crouch (2003) 

explained that in order to produce a viable tourism destination, there should be a combination of friendliness and 

hospitality so that tourists will feel that they are valued by the local community. Therefore, this component 

should be an important part of the agenda of stakeholders in developing the concept of tourist friendly 

destination. Accordingly, through the analysis it was found that the attributes of hospitality (40.9%), language 

(9.1%), application of tourism concepts of thinking and acting (9.1%), management (4.5%), skilled workers 

(4.5%), attractions (4.5%) and friendly people (4.5%) are attributes that have been expressed by the majority of 

respondents as being part of the hospitality component in the product dimension of the concept of tourist 

friendly destination.  

"...The important components here, I feel, are hospitality, facilities and experience. Hospitality is needed to 

provide good services to tourists. This is what we want. We want to have that sense of welcome when we come 

to Kuala Lumpur. In the hotel industry, the hospitality that I mentioned earlier is emphasized and is highly 

important. We do train employees with this sense, to give good service, to assist when necessary, not to be 

rude..." (Respondent 13)  

 For the hospitality component, the analysis showed that the respondents mentioned quality hospitality 

(31.8%) as well as the diversity of hospitality (22.7%) as essential requirements that must be included in this 

component when the tourist friendly destination concept is implemented in Kuala Lumpur. The results showed 

that most of the respondents saw hospitality as a soft element that must be present in every interested party and 

the locals in Kuala Lumpur. This soft element is necessary because it has become one of the factors that 

determine the level of satisfaction of tourists in Kuala Lumpur, for example the service and hospitality that is 

extended to them during their stay in Kuala Lumpur. If they are satisfied, then these tourists will relate their 

experiences to anyone intending to visit Kuala Lumpur. Thus, their experiences and opinions are vital for 

attracting tourists. This was explained by Ritchie & Crouch (2003) because the quality of the service, the 

friendliness and the hospitality can leave an impression in the minds of tourists and vice versa.     

“…The feeling of being at home is comforting to tourists when they are in Kuala Lumpur, and what we do at 

home is applied in Kuala Lumpur but on a larger scale…” (Respondent 2) 

 

iv. Component of Freedom of Choice: 

 Freedom of choice is a component that gives tourists the opportunity to choose for themselves the products 

can provide that distinctive experience and satisfaction. This means that in a tourism destination, especially in 

the concept of tourist friendly destination, there is a wide selection for tourists to choose from according to the 

suitability of what is offered and what is requested by the tourists. According to Smith (1994), this freedom of 

choice is different and depends on the purpose of the trip or travel, whether it is for business, family and so on. 

This freedom of choice also depends on the budget, experience, knowledge, and the tour package itinerary 

(Smith 1994). In fact, according to Smith (1994), this freedom of choice can be clearly seen in the freedom to 

participate in recreational or tourism activities, in selecting the mode of transportation (air, land, sea), 

accommodation (hotels, resorts), food (restaurants), etc. Thus, through the analysis conducted it was found that 

the attributes of fulfilling needs & wants (9.1%), fulfilling experiences (9.1%) and freedom of choice (4.5%) 

were the attributes mentioned by the respondents that are needed to form the component of freedom of choice in 

the products dimension.  

 

“…With the freedom to choose from the wide and varied selection of food available here, I feel the customers 

will choose as much as they can…” (Respondent 15).  

 For this freedom of choice component, the analysis showed that the respondents indicated that the diversity 

and variation of choices (40.9%) are essential requirements in this component when the tourist friendly 

destination concept is implemented in Kuala Lumpur. The results showed that most of the respondents 

perceived freedom of choice as one way to provide tourists with choices in order to fulfill their needs and wants, 

and also to give them the experience they are personally seeking.  
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 "...The values and costs in Kuala Lumpur are at a minimum level. Even though some places charge high prices, 

nevertheless the diversity available can provide options to the tourists to make wise decisions..." (Respondent 

17). 

 

v. Component of Involvement: 

 In the tourism industry, involvement does not only mean physical participation, but also focuses on 

activities, whether they are intended for pleasure or for business purposes. Smith (1994) stated that successful 

participation by tourists in producing tourism products is through a combination of the acceptance of physical 

components, the freedom of choice component, the hospitality component, the services component as well as 

good physical conditions (ranging from accessibility, the environment and favorable weather conditions), where 

the combination promises quality and tourist satisfaction with regard to the products. Again, according to Smith 

(1994), the basis of successful involvement in the production of tourism products is a combination of good 

physical conditions, service, hospitality and the freedom to make choices. Thus, the analysis revealed that 

character (4.5%) and branding (4.5%) were the attributes mentioned by the respondents for the formation of the 

involvement component in the products dimension.  

"…For tourism products these are the social needs, cultural and historical importance, attraction, branding, 

reasonable price, adequate facilities and equipment, interesting personnel…" (Respondent 4)  

 For the involvement component, the analysis showed that the respondents indicated involvement through 

various activities (22.7%) and involvement through consistent & professional activities (4.5%) as the essential 

requirements that must be included in this component when the tourist friendly destination concept is 

implemented in Kuala Lumpur. The results show that the involvement of tourists is in some way affected by the 

production of good products, activities and space. This means that there are unique and exciting activities for 

tourists to participate in, and the variety of products that are available will give tourists, who want to participate, 

the opportunity to choose, and the capacity of the space will provide all that is needed and will facilitate the 

tourist movements to get involved.  

“…The involvement of tourists in tourism products in Kuala Lumpur can be said to be at a satisfactory level 

because the various activities that are organized can involve all layers of the community and the noble cultural 

values of the Malaysian community can be disseminated…” (Respondent 17) 

 

4.3. Dimension of Space: 

i. Component of Infrastructure and Superstructure: 

 According to Ritchie & Crouch (2003), infrastructure and superstructure are important components in 

determining the success of tourism. Often these components will be developed by the tourism providers such as 

the role of the government, besides the private sector, in developing a tourism destination. Infrastructure can be 

taken to mean the structural basis of an organization, the systems, facilities and basic services (such as transport, 

education, health, electricity supply) and various other facilities that are required for the development and 

growth of a country, community or organization (Kamus Dewan 2010). Accordingly, infrastructure can be 

divided into two parts, general infrastructure and basic service infrastructure (Ritchie & Crouch 2003. Coming 

to superstructure, according to Ritchie & Crouch (2003), the superstructure comprises the building or facilities 

that are aimed at fulfilling the requests or interests of tourists. While in the Kamus Dewan (2010) the defining of 

the superstructure is the structure that is built on the main part of a building. Thus, through the analysis that was 

carried out, it was found that amenities (36.4%), space (18.2%), facilities (9.1%), pedestrian walkways (9.1%), 

parking lots (4.5%), accommodation (4.5%), facilities for the disabled (4.5%), technology (4.5%), drainage 

(4.5%), infrastructure (4.5%) and the provision of roads (4.5%) are the attributes mentioned by the respondents 

that are needed to form the infrastructure and superstructure component in the space dimension.  

"... Roads, drainage and pedestrian walkways are also available, not only for normal people but for people with 

disabilities. In fact, if you look at Dataran Merdeka, on the way there, they are making improvements to the 

pedestrian walkways, building a roof for protection from the rain, and there is also a fencing for safety as well 

and also for disabled people ... "(Respondent 13 )  

 For this infrastructure and superstructure component, the results of the analysis indicated that the 

respondents mentioned satisfaction with the existing infrastructure and superstructure (40.9%) followed by the 

addition of products (22.7%) as the essential requirements that are needed in this component when the tourist 

friendly destination concept is implemented in Kuala Lumpur. The results showed that most of the respondents 

want Kuala Lumpur to be equipped with sophisticated facilities to make it easier for tourists to arrive at a 

particular tourism product in Kuala Lumpur itself. Therefore, in order to have such sophisticated facilities, one 

respondent noted that Kuala Lumpur is currently undergoing works to improve the existing infrastructure and 

superstructure.  

“…If we look at Kuala Lumpur itself, it has very good spatial features as a tourism destination, whether in 

Malaysia or in Southeast Asia, because Kuala Lumpur has good infrastructure and I would say it is at world-

class level…” (Respondent 10) 
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ii. Component of Location: 

 Location plays an important role in attracting tourists to a tourism destination but it also has a significant 

impact on the tourism industry in the country. Location can be defined as a placement or position (Kamus 

Dewan 2010). Although the physical features of a location cannot be changed (except to wait millions of years 

to see the effects of changes), what can be changed in the near future is the location of the tourism market 

(Ritchie & Crouch 2003). Furthermore, this space dimension should be associated with the geographical 

conditions, and it is assumed that the distance and space used, whether large or small, must be taken into 

account in a tourism destination. Sometimes the position or location of tourism destinations that are far from 

each other also influences tourist demand. Accordingly, location is considered to be subjective because it is 

influenced by physical features that cannot be changed. Thus, in the concept of tourist friendly destination it 

should be emphasized that the location of all the facilities, services and attractions must be in line with the 

desires and needs of tourists and must be tourist-friendly. Thus, the analysis that was carried out revealed that 

the location (4.5%) and signature places (4.5%) were the attributes mentioned by respondents for the formation 

of the location component in the space dimension.  

"...When you reach this stage, what are people happy about? One is designer goods. The same goes for places. 

If you mention Kuala Lumpur, it’s KLCC. If it was the Kuala Lumpur of 5-10 years ago, history would be at the 

top of the list, but not anymore. Now domestic tourists are drawn more to signature places ..." (Respondent 1) 

 For this location component, the analysis shows that the respondents mentioned suitable locations (36.4%), 

followed by signature locations (4.5%) as being essential requirements for this component when the tourist 

friendly destination concept is implemented in Kuala Lumpur. The results showed that most respondents saw 

the location as playing a role in attracting the attention of tourists. This is evidenced by the strategic location of 

Kuala Lumpur’s Golden Triangle between Kuala Lumpur City Centre (KLCC) and Bukit Bintang, which can 

increase the number of international and domestic tourists to Kuala Lumpur. The location of this Golden 

Triangle is also seen as a branding location because its economy is more towards internationalization. So it is 

definitely viewed as a very prestigious location.  

"...When you reach this stage, what are people happy about? One is designer goods. The same goes for places. 

If you mention Kuala Lumpur, it’s KLCC. If it was the Kuala Lumpur of 5-10 years ago, history would be at the 

top of the list, but not anymore. Now domestic tourists are drawn more to signature places ...” (Respondent 1)  

 

iii. Component of Security: 

 Security is of great concern to tourists. Thus, the security component greatly influences the success of 

tourism in tourist friendly destination. Security can be defined as prosperity and peace (Kamus Dewan 2010). 

To achieve that level of prosperity and peace, the principles of security should not only be limited to the 

sufficiency of basic needs and being disease-free, but it should also include the dimension of security from the 

threat of violence and natural disasters. In tourist spots, most authorities give scant attention to the problem of 

crime that is often encountered by tourists. This situation can cause the area to be exposed to rampant crime 

because of the lack of law enforcement that is expected to solve the crimes (Holcomb & Pizam 2006). This 

situation is a warning to us that the security at tourism destinations is now being increasingly threatened when 

security is also one of the important indicators to ensure the quality of life of tourists. This is due to the various 

incidences of crime such as murders, snatch thefts, kidnappings, rapes, robberies, etc. involving tourists 

irrespective of whether they are international or domestic tourists (Anuar et al. 2011). Thus through the analysis 

that was carried out, it was found that safety (13.6%) was the sole attribute mentioned by the majority of 

respondents for the formation of the security component in the space dimension.  

“… Because every tourist is very concerned about the aspect of security …” (Respondent 11.  

 For this security component, the analysis showed that the respondents indicated that the importance of 

quality security (22.7%) followed by improvements in the support system (22.7%) are the essential requirements 

needed in this component when the tourist friendly destination concept is implemented in Kuala Lumpur. The 

results showed that most of the respondents were confident of the level of security in Kuala Lumpur, and in fact, 

with the establishment of the NKRA in the field of security, the police force has been beefed up in Kuala 

Lumpur and there has been co-operation between the Polis Diraja Malaysia (PDRM) and DBKL. In addition, 

DBKL also actively upgrading the infrastructure in Kuala Lumpur, such as providing covered walkways and 

putting up fences in the hope of ensuring the quality of security.  

"...From a security aspect, I see that it is also safe to visit because ever since the NKRA was established in the 

field of security, the police force has been beefed up. Now in Kuala Lumpur, City Hall and the police are 

working together, and City Hall itself can sue us. This indicates a change from the aspect of security ..." 

(Respondent 10)  

 

iv. Component of Value and Cost: 

 Value and cost are too sensitive and subjective to be mentioned, but they are important components in the 

formation the concept of tourist friendly destination. This is because the value and cost in a tourism destination 
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are closely related to the cost of goods and the cost of services (transport costs, accommodation costs, currency 

exchange rates, the cost of food and beverages, entertainment and activities costs, etc.) as well as the rate of the 

value of the goods and services that are efficiently used by tourists (Ritchie & Crouch 2003). Value can be 

defined as the price that is charged to tourists for an item, and the cost can be defined as the expense incurred to 

produce an item or service (Ritchie & Crouch 2003). According to Ritchie & Crouch (2003), the cost at a 

tourism destination is influenced by three factors: the transportation costs, the foreign exchange rates, and 

finally, the cost of goods and services. All these three factors are controlled by the macro environment (the 

international exchange of goods, the inflation rate, tax rates) and the micro environment (competition, 

productivity, supplier costs, labour rates and so on) (Ritchie & Crouch 2003). Therefore, through the analysis 

that was carried out, it was found that price (4.5%) was the single attribute mentioned by respondents to form 

the value and cost component in the space dimension.  

"... For the tourism product these are the social needs, cultural and historical importance, attraction, branding, 

reasonable price, adequate facilities and equipment, interesting personnel ..." (Respondent 4) 

 For this value and cost component, the analysis showed that the respondents mentioned the need to reduce 

costs (18.2%) followed by the need to diversify products (18.2%) as the essential requirements for this 

component when the tourist friendly destination concept is implemented in Kuala Lumpur. The results showed 

that most of the respondents wanted a diversification of products in Kuala Lumpur in the hope that tourists can 

be given a choice according to what they can afford. When there is a diversity of products in Kuala Lumpur, 

there will be a competition in terms of cost and price. Lower costs and prices will attract more tourists to Kuala 

Lumpur.  

"...The cost of travel can also be saved if smart tourists make the right choice in choosing a service..." 

(Respondent 11)  

 

v. Component of Accessibility: 

 Accessibility is a component that makes the tourism destinations either easy to visit or not. A better 

assurance of accessibility guarantees the quality of the country’s tourism destinations (Ahmad 2006). This is 

because accessibility will connect the tourist’s place of origin to the tourism destination and also connect one 

product to another in the tourism destination by land, sea or air. The mode of accessibility that is often used in 

tourism is air transportation (airplanes), ground transportation (buses, taxis, rental cars, private cars, trains, 

bicycles), and finally, sea transportation (ferries, boats). Thus through the analysis carried out, it was found that 

accessibility (9.1%), transport (4.5%) and transport networks (4.5%) are the attributes that were mentioned by 

the respondents for the formation of the accessibility component in the space dimension.  

"...It is very important to have a transport network. Now we can see that City Hall has built is a walkway from 

KLCC to Bukit Bintang. This will benefit the tourists and will also ensure their safety..." (Respondent 15)  

 For this accessibility component, the analysis showed that the respondents indicated that quality 

accessibility (22.7%) followed by the need for accessibility requirements in order (18.2%) are the essential 

requirements for this component when the tourist friendly destination concept is implemented in Kuala Lumpur. 

The results showed that most of the respondents acknowledged that Kuala Lumpur is a rapidly developing city 

with all the sophisticated facilities, including a high quality transportation network (such as adequate public 

transportation, good highways, adequate parking, convenient signboards or directions) that will facilitate the 

movement of tourists to arrive at a tourism product in Kuala Lumpur.  

 "...I think this is also closely associated with the service and the need for accessibility in upscale Kuala 

Lumpur..." (Respondent 16)  

 The above descriptions clearly show that a total of 39 attributes were proposed by the 22 respondents (the 

four groups who involved in the planning and tourism development in Kuala Lumpur: the government sector, 

private sector, non-profit sector (associations) and professional consultants. Even the four groups should be 

represented in the six sub-sectors: food and beverage sector, transportation sector, accommodation sector, 

shopping sector, recreation sector and theme parks sector) for the formation of the 14 components. Next, these 

14 components will form the three major dimensions of activities, products and space in creating the concept of 

tourist friendly destination.  

 

Conclusion: 

 Tourist friendly destination in Kuala Lumpur is seen as a concept that is formed by the three dimensions of 

activity, products and space. Three dimensions were formed by 14 components consisting of mixture of 

activities component, cultural and historical component, entertainment component and special events component 

in the dimensions of activities, hospitality component, services component, physical component, independence 

selection component and involvement component in dimension of products, infrastructure & superstructure 

component, accessibility component, safety component, location component and values & costs component in 

dimension of spaces. It should be emphasized that the identification of attributes, thus creating the concept of 

tourist friendly destination, is based on the perspective of 22 respondents, representing four groups involved in 
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planning and development of tourism decision-makers, the public sector, private sector, non-profit sectors 

(associations), and professional consultants. Even the four groups should be represented in the six sub-sectors: 

food and beverage sector, transportation sector, accommodation sector, shopping sector, recreation sector and 

theme parks sector. Indeed, the formation the concept of tourist friendly destination is very much welcomed by 

the respondents, who see this as a significant concept in Kuala Lumpur. Even the use of the components in three 

dimensions is seen as significant in the development of the concept of tourist friendly destination. This is 

acknowledged by some respondents as follows:  

"...Oh of course it is nice; because this concept could help Kuala Lumpur to be world famous. In fact, Malaysia 

is located on top of the world. So Kuala Lumpur should explore this concept...” (Respondent 13) 

"...Yes, the specified dimensions cover all aspects of being able to make the concept of Tourist Friendly 

Destinations successful if all dimensions are fully applied…” (Respondent 11) 
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