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AQualitative Study Exploring Barriers and Pathways to
Chinese College Students’ Mental Health in Online Learning

During Covid-19 Pandemic

Li Ying; Guan Yuchen; Xu Fei*1

ABSTRACT
The learning changes due to Covid-19 Pandemic in 2020, online
learning is widely applied in China and other countries in the
education. With long time self- quarantine at home and lone time
learning at home, the mental health should be paid attention. What
becomes the barriers for college students’ mental health and the
pathways to maintain and improve their mental mental health
become significant among Chinese universities and colleges. This
article is a research proposal to study the barriers and pathways of
Chinese college students’ mental health during Covid-19 pandemic
in the qualitative method. With qualitative research method, the
barriers and pathways will be recommended to study among
participants of Chinese college students during Covid-19 pandemic.

1 Introduction
Mental health is important part of health, based on WHO’s

health definition. Nowadays, this mental health problem is critical
among students, and there is a trend that more young people have
mental health related problems (Patalay et al., 2016). Among
students, Mælan et al., (2020) studied pupils’ mental health status
within qualitative research with teachers’ and principle’s
experiences, and that benefit pupils’ mental health by
classroom-based social practices. For colleges students,
psychological morbidity is related to their academic stress (Sarkar
et al., 2020). Among college students, mental health status was
widely studied within different perspectives, such as resilience
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program for first year student (Akeman, et al., 2020); internships
(Runnerstrom and Briet, 2020); personality (Zhang and Renshaw,
2020) and so on.

In 2020, Covid-19 Pandemic has great influence on education
(Chandasiri, 2020), and many students start their learning online
and students. In this environment, there are many researches
conducted on students’ mental health topic during Covid-19
Pandemic. For instance, Alizadeh et al., (2020) researched
psychological distress, Shenoy et al., (2020) researched
technologies adapted, learning and student engagement, and Cao et
al., (2020) studied psychological impact from this virus to students.
Hence, with new environment of Covid-19 Pandemic, mental health
among students has also been widely researched, and this mental
health is a critical topic among college students under the new
environment of Convid-19.

Therefore, this study will focus on mental health among
college students who studied with online courses during Covid-19
Pandemic and to explore their barriers and pathways of college
students mental health in China.

2 Research Problem
In management on students in universities, mental health

symptoms among students are shown in negative thoughts and
behaviors increase and positive traits and abilities absent (Kratt &
Houdyshell, 2020). In mental health system, there are many issues
among students, especially during Convid-19 Pandemic. Based on
Alizadeh (2020), the psychological distress includes the depression,
and anxiety and the specific manifestations consist of depression,
anxiety, decreased intellectual ability, mood swings, absenteeism
and sleep problems in both physical and emotional perspectives
under Convid-19. For instance, there is an anxiety occurring in
China among college students during Covid-19 Pandemic (Cao et
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al., 2020). Based on that research, there are 0.9% college students
had a severe level of anxiety, 2.7% college students had a moderate
level of anxiety, and 21.3% college students had a mild level of
anxiety in China. Hence, with this situation of Covid-19 Pandemic
in China, these college students’ mental health status has problems
during this period. Based on Reznik et al., (2020), COVID-19 is a
major source of fear, stress, and anxiety worldwide. Hence, during
Concid-19 Pandemic, it is essential to explore the pathway to
enhance students mental health status.

Social isolation and remote education via online influence
students’ engagement during Covid-19 Pandemic (Rusu, 2020).
That research stated the issues among teachers and students with
Social isolation and remote education, and suggested
community-oriented reflection or the alternative learning to
maintain students mental and emotional engagement on online
learning during Covid-19 Pandemic. Besides this De Nascimento
(2020) also researched the students’ metal health influenced by the
social isolation and information accessed during Convid-19. Hence,
it is necessary to study student mental health in China during
Convid-19 Pandemic.

3.Research Objectives, and Research Questions
Aim of Study and Objectives

This study is to unravel reasons of mental health issues among
college students and to identify pathways to enhance mental health
status management among these Chinese college students during
Covid-19 Pandemic. Based on Chandasiri (2020), this condition is
under Convid-19, and learning is influenced by the university
closure, teaching approaches changes, and assessment changes from
off-line to online. With this new environment, this qualitative
research will be conducted to explore the reasons of mental health
problems and approaches to improve mental health among Chinese
university students during Convid-19 Pandemic
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Research Questions:
(1)What are reasons of mental health issue among college students
during Convid-19 in China?
(2)What are pathways to improve mental health status among
college students during Convid-19 in China?

4. Literature Review
4.1 Study Components
Mental Health

World Health Organization (WHO) defined health as “state of
complete physical, mental and social well-being and not merely the
absence of disease or infirmity”. Niemeyer et al., (2019) studied
that the low education and the mental health and found that the less
psychosocial resources is related with the low education and the less
psycholosocial resources can serve with the hassles daily between
the education and positive mental health. In high education, United
States also pay more attention on the mental health, like the both
mental and physical health on the student veterans (Albright et al.,
2020) and the university students (Damitz et al., 2019). Hence, to
study mental health among Chinese university students is critical to
explore the reasons and pathways to improve the present online
education.

Online Learning
Nguyen (2015) defined online learning as a distance learning

and a distance education in education. It is an effective way to
educate students with professional developments, cost-effectiveness,
and world class educations with strong connections online. Harasim
(2017) studied the online learning with the learning theories and
online technologies, and provided a clear review on online learning
in theories and and practices in education programs. At present,
online learning is widely used to continued the education program
and courses for students, due to the move control order (MCO) in
some countries. The online learning is different from the learning in
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campus and classrooms, and this differences may also lead to
mental health issues among students.

Convid-19
COVID-19 is an infectious disease which is caused by a newly

discovered coronavirus, and at present it spreads in world.

4.2Theory Used
Ebuenyi et al., (2020) studied the challenges of inclusion in

qualitative research and the system theory was applied to
understand functioning of societal systems, like health system. In
that research, the barriers and pathways have also been studied with
the system theory. Hence, in this research the system theory will
also be used to explore the barriers and pathways of students’
mental health during Convid-19.

5. Justification or Contribution
There are two contributions of this mental health study among

students: depth interview is unique to explore the mental health in
Convid-19; and it may generate practical implications for
universities and lecturers to arrange the online courses and
assessments, based on Pham & Shi (2020) who conducted this kind
study among international students. Beside this, this mental health
study among Chinese university students may give practical
implications to other counties’ universities and lecturers may pay
more attentions on their students’ mental health, not just the
academic courses via online lecturing.

On methodology of mental health in qualitative research,
interviews are wildly used, such as semi-structured interviews by
Alizadeh et al., (2020) with purposeful sampling, and interview and
narrative textual analysis by Pham & Shi (2020). Hence, a
semi-structured interview will be used to collect data. Ebuenyi et al.,
(2020) completed interview by Skype and face to face interview on
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mental health study, so Wechat can be used to make a video
interview in this study to collect data. The sampling is Chinese
universities students who are suffering home quarantine, due to
Convid-19 Pandemic. In this action research in qualitative method,
20 students can be selected to interview with Wechat online. The
content analysis will be conducted with these text data on mental
health among Chinese university students.

6. Methodology
6.1 Qualitative Procedures
Source of Research Questions

There are many researches conducted on mental health among
students, and there are different source of research questions already
to be adapted. In this research, the research questions will adapted
from Kratt and Houdyshell (2020) who studied students’
experiences and mental health in qualitative method. The interview
questions will also be prepared before the online interview to collect
the data among Chinese Universities students during Convid-19
Pandemic. For instance, the questions can be adapted and shown as
“What leads you to believe that you have a mental health condition?
(diagnosis, length of time, severity, symptoms, etc.)” or “What
kinds of situations helped lessen the challenges you faced with a
mental health condition while serving in a school?”

Theoretical Framework
Theoretical framework or theoretical model can help the study

systematically analyse the data in the research. In this research,
system theory will be used to explore the barriers and pathways to
mental health of students in the mental health system.

6.2 Sample selection
Firstly, the population is the entire group or individuals to be

studied and in research, and this research has the population who
are Chinese Universities students. Then, sample is specific group
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for collecting data among these students, a simple random sample
technique can be used to select these students in China. In Chinese
universities students, there are four groups, diploma students,
degree students, master students and doctorate students. Among
these four groups, few samples can be selected with each group. In
qualitative research less participants will be selected, so interviews
(online interview) can be conducted with 16 participants. For
instance, Ebuenyi et al. (2020) did 10 in-depth interviews, and Kratt
& Houdyshell (2020) interviewed 17 participants.

6.3 Data Collection
In the data collection, interview will be used to collect the text

data. Due to Move Control Order (MCO) during Convid-19
Pandemic, interview will be conducted with WeChat app, to process
the online video chatting. Before the interview, the semi-structured
interview questions will be prepared to guide the interview
successfully to answer the research researches and reach research
objectives. Besides this, the online interview can be easily recorded
with the permissions from participants, no just the sound, bu also
the expressions of participants.

6.4 Data Analysis
The data analysis in qualitative research is different from the

quantitative research. The data in qualitative research is the text data,
not the number data in quantitative research. Hence, after the
interview, the researcher should transcribe the data from interview.
In the data analysis process, there are 4 steps to process the data
analysis in qualitative research. Firstly, researcher has to read all the
text data. Then, the researcher has to interpret this data to make sure
this text data is really presenting participants’ meaning or not, and
the researcher who are the first time doing research have to pay
attention on this in particular (Bell, 2014). The next step is to code
this text data and to organize this text data from interview, and a
word will present a category and words will label the categories in
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this step. Finally, the content analysis will be done to answer the
research questions and reach objectives in this research.

6.5 Generalization
In the generalization, the qualitative research will be

generalized to the theory. Based on the interview in the research, the
theory is studied to make the research in a strong valid. With the
data collection by interview and the data analysis in the text data,
the new difference will be a contribution to the theory in this study,
and the same to past studies will also contribute to theory within
new data analysis.

7. Scope of Study
In this research, Chinese universities students’ mental health

will be studied to explore the barriers of mental health issues and
the pathways or solutions to overcome the students’ mental health
issues during this specific period of Convid-19 Pandemic. With a
research schedule, the interview can be easily conducted by the
online approach, after the data analysis, this will directly give the
practical implications to teachers, and students to improve students’
mental health status.
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Review to Positive Effects of 5G Network Technology
on Customer Service Improvement in Mobile
Commerce in Beijing Retailing Industry

Hu Yu, Guan Yuchen*2

ABSTRACT
This article is a proposal on the positive effects of 5G network

technology affecting the mobile commerce within the retail industry
in the current market of Beijing China. There is a great development
in the e-commerce industry, together with the online shopping and
mobile commerce. This research will focus on the mobile commerce
only within the retail industry. Then the research purpose is to study
the positive effects of 5G network technology on the customer
service improvement in this industry. This research will be
conducted within the qualitative research method, then the
Semi-structured interview will be applied to collect the data among
the participants who are the consumers of mobile commerce
industry on how their customer services improved by the
application of the 5G network technology on the retail industry in
the market. With this study on the 5G network technology and the
customer service in the mobile commerce industry, it can be found
that there are some contribution of the of 5G to mobile commerce
industry, and it can give some practical implications to the mobile
commerce industry development, and the retailers to improve their
further customers services quality to gain more competitive
advantages in the current market.

1. Introduction
The e-commerce has great development. Based on the data

from the Statistic, the retail on e-commerce sales has great increase
in the worldwide market from 2014 to 2019 (Clement, 2019). For
instance, based on Clement (2019), the sales in e-commerce sales

2* PhD Candidates, Graduate School of Business, SEGi University
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amounted to 3.53 trillion US dollars in 2019 and the estimated
e-retail revenues will increase to 6.54 trillion US dollars in 2022.
Beside this the online shopping becomes one of the most popular
activities in the global market starting from 2016. Similar to the
e-commerce, the mobile commerce, also as the m-commerce, is to
use the wireless handheld devices like cellphones and tablets to
conduct commercial transactions online, including the purchase and
sale of products, online banking, and paying bills (Andrew
Bloomenthal, 2019), and the m-commerce is important for the retail
sales increase in the market.

1.1 Background
5G Network Technology

5G Technology means the 5th Generation on the Mobile
technology, with the great development from the generation 1G to
2.5G and from the generation 3G to 5G. Based on Ganesh and
Prashan (2014), the wireless communication technology was started
from 1970s, then the mobile wireless technology was evolved from
1G to the 5G at present, with different generation features. For
instance, the table 1 below shows the different among these
generations, the 5G features was estimated by them in 2014.

Table 1 Review to 1G to 5G (Ganesh and Prashan, 2014)

Content 1G 2G 3G 4G 5G (estimated)

Start Time 1970 1990 2004 2014 2020

Data BW 2kbps 64kbps 2Mbps 1Gbps ＞1Gbps

MULTIPLE FDMA TDMA CDMA CDMA CDMA

SWITCHING CIRCUIT CIRCUIT PACKET ALL PACKET ALL PACKET

CORE

NETWORK

PSTN PSTN PACKET

N/W

INTERNET INTERNET

In 2019, the 5G is developed and quickly applied in the
commercial usage. For instance, in May 2019, BBC applied the 5G
from HUAWEI for the live broadcast which is UK's first live 5G
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broadcast on a commercial network (Joseph OHalloran, 2019).
Compare and contrast to the previous 3G and 4G, the mobile
network technology can help the e-commerce development in the
past. For instance, 3G network is the era of the mobile application
and drive the smartphone, the mobile internet boom, and 4G is the
era of smartphone and drive the fast network with the lower latency,
with the new services, software, apps, and high quality audio and
video. 5G networks alongside existing 4G LTE networks can be
about 10 to 20 times faster than 4G in the real world (Bernard Marr,
2019). Based on this figure, it is found that the 5G network
technology has higher speed in the data transformation and more
convenience in the communication technology and information
technology.

From the e-commerce and the online shopping to the
m-commerce with the Network technology updating and
development

E-commerce is as a business model that to conduct the
commercial transactions via the electronic networks such as the
Internet, with four types of the business models, like Business to
Consumer (B2C), Business to Business (B2B), Consumer to
Consumer (C2C), and Consumer to Business (C2B). This network
can be provided by the 3G technology, because that the 3G
technology has the packet network and 2Mbps in the data BW, and
these will contribute to the e-commerce further starting with the
laptop and the commercial business starting with these networks.
Based on the Business Dictionary, the online shopping is the
business activities to purchase products and services over the
Internet, or online. It is popular mainly because the customers find
it more convenient and easier to bargain shop from the comfort of
their home or office. With the 4G technology, the data speed reaches
1Gbps with the core network of internet. In this case, the
commercial platforms as well as the apps started to make the
e-commerce more convenience with the picture view and video
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view, together with the quick customer services communication in
the e-commerce. Then the mobile commerce is started in the retail,
because that the smartphone and tablets widely used among the
current customers, and the retailing is more easily conducted by
these smart wireless devices process the commercial transactions
online, including the purchasing and sales of their products and
services, with the online banking (Andrew Bloomenthal, 2019).
Hence, the previous data shows that the 5G technology is
significant for the business development, no matter on the
e-commerce, online shopping and the m-commerce. But in this
research, it is focus on the m-commerce development with the 5G
technology development.

1.2 Practical questions
With the 5G network technology development in the mobile

commerce in the retailing industry, there are many practical
questions. For instance, as the 5G network technology development,
what customer services can be evolved in the mobile commerce.
For instance, Roslyn Layton (2018) suggested that the VR and AR
technology can be applied in this kind of e-commerce, because that
the 5G network technology improvement can make the VR and AR
used in the mobile commerce with high data speed increased, but it
required the ethical consideration and policy permission. Then the
safety issue with the 5G development can also be considered in
these business model. Beside this, it is difficult to determine what
services can be added in their retail industry to add more value in
their products and services with the 5G network technology
improvement to increase their customer satisfaction level in the
market.

2 Research objectives
Based on the practical questions, the research objectives in this

research are:
(1) To identify the positive effecting factors of 5G network
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technology that influence on the customer service in mobile
commerce in Beijing retail industry.
(2) To determine the challenges of 5G network technology
improvement on the customer service in mobile commerce in
Beijing retail industry.
(3) To explore the influence of 5G network technology on the
customer service in mobile commerce in Beijing retail industry.

With these research objectives, the research questions are
shown below:
(1) What are the positive effecting factors of 5G network
technology that influence on the customer service in mobile
commerce in Beijing retail industry?
(2) What are the challenges of 5G network technology
improvement on the customer service in mobile commerce in
Beijing retail industry?
(4) How does 5G network technology influence on the customer
service in mobile commerce in Beijing retail industry?

3.Literature review
3.1 Review to technology improvement and customer services
3.1.1 Technology improvement

The 5G network technology mainly improves the
communication technology with faster speed and the information
technology with easier transformation. Beside this, among the
technologies, the self service technology is also important in the
mobile commerce. For instance, this technology can revolutionize
the customer service by changing the interaction relationship
between the customers and suppliers with the “high-tech and
low-touch” model replacing the traditional “high-touch and
low-tech” model (Wang et al., 2013). In the mobile commerce in the
retail industry, this model of the “high-tech and low-touch” can also
be applied in the retailing, but the improvement is that the
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“high-tech and low-touch” can be changed into “high-tech and
sense-touch”. It is because that with the 5G network technology
development, the sense of the customers to the products and
services can be improved, such as, the picture with different color,
the video with sounds and the operations, and the Artificial
intelligence can help the customers to view and the 3D print
technology can also help the customers more understanding on the
retailing products and services, by showing the products in high
intelligence and 3D modelling printing.

Berezina, et al., (2019) conducted the research with the
technology improvement in the restaurant services, with the robot,
the artificial intelligence technology, and the service automation.
Beside this, in this kind restaurants, customers can also enjoy the
mobile commerce convenience together with the high technology
improvement. For instance, they can order the food with their
mobile devices (no matter the smartphone or tablets) before the
customers entering the restaurants, when the customers are near to
restaurants, the foods and related services will be ready for the
customers. Then when the customer ordering the food, the artificial
intelligence can assist the customers to select the healthy food
according the previous records on the foods the customers ate. The
robots can also the restaurants staff to provide the better services
delivery and food introduction and so on. In this way, the
technology is important for the customer service improvement in
the mobile commerce.

3.1.2 Customer service
The definition of the customer service is that the customer

expectation and the needs which can be translated into the quality
and service. Based on Demsey (2009), in the network, there are
only services, and the customer service can be the business sector
and the customer services mean profit (Hong and Mia, 2007).St
Clair (1993) defined the customer service as that there is a good
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customer relationship between the service providers and the
customers, by the continuing and satisfying contract offered by
providers to users or customers. In this relationship, the service
providers can strongly understand the customers’ expectation, wants
and the needs (Kaur and Singh, 2011). In this research, the customer
service is the expectations of the customers who are the retail
industry in Beijing industry to use the mobile commerce to purchase
the products and services in the market. This consists of what the
customers received and the approaches they received the services in
mobile commerce, with 5G network technology development.

3.1.3 Interaction between Technology improvement and
customer services

Based on Lee, M. et al., (2019), that study shows the customer
services innovated by applying the new technology in the other
industry like the tourism industry and the hospitality industry and
the technology can play an important role for the customer service
innovation in these industries. On the future technology on the
services, there is a relationship between the technology innovation
and the values created for the customer (Snyder et al., 2016). When
there is technological innovation in the neglected circumstance,
there may be a new offer which is not necessary to translate the
value to customer (Kristensson, 2019), but Kristensson (2019) also
found that the technology can make the value chain to the
customers and there will be opportunities for the customers with the
technology improvement and also new potential pitfalls for the
customers in the future. With the literature review on the technology
and the customer service, in the past researches, the technology
development can be significant for the customer service
improvement for both the service quality and the service approaches,
although some researchers have different opinions on the
technology to be translated to the customer services quality
improvement. Hence, in the further research, the technology
development and the customer service will be studied in the mobile
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commerce and retail industry in Beijing market, with the 5G
network technology development from 2019.

3.2 Review the Theories used
In the past studies, there are some theories have been used. For

instance, the Diffusion of Innovation Theory which is firstly
adopted by Rogers (1995) to be a well established theory which is
used on the information technology research, and this theory is also
adopted by Ahmad (2015) to explore the business intelligence to get
the competitive advantages in the market. Moreover, the Resource
Based Theory (RBT) is also used in the past researches to
understand the competitive advantages in the organization
sustainable (Barney, 2001; Priem and Butler, 2001). In this theory,
there will be some different types factors to influence the
organizations or have the effects on the organization to improve this
organization or improve the ability, by the resources which include
the tangible resources and intangible resources, especially in the
intangible resources that may be more significant to generate the
profits in the organizations. There are also some theories, like the
innovations perceptions theory.

3.3 Review to past research limitations and the research gap
In the recent years, there are many articles on the technology,

the e-commerce and customer service in both qualitative research
and quantitative research or the mixed method. However, among
these articles and researches, they more focus on the relationship
between the technology and customer service in the e-commerce
and it is found that there is a significant relationship between them.
Firstly, this kind study about the e-commerce and mobile commerce
are conducted in other industries, such as the tourism industry, the
hospitality industry and the restaurants industry. In the retail
industry, there is not many related researches and articles in mobile
commerce. Secondly, the 5G network technology is new to all the
customers and service providers. What can be done currently, and in
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the future, to increase the customer service are not clearly at present.
Hence, to study the technology improvement within 5G network
technology is beneficial for the current service providers in mobile
commerce to increase their service quality and competitive
advantages. Thirdly, the 5G network technology is not widely used
at present, but Beijing, as the capital of China, where the 5G
network technology is started, has applied the 5G network
technology now. How to apply the 5G technology in other market is
difficult for the other service providers, so with the different
markets, this research may give them some implications to apply
the 5G network technology to increase their service quality and
service approaches to gain more competitive advantages in the
market. To sum up, this research with the different market, different
industry, and different technology key words, will contribute to the
current study on the mobile commerce.

4. Methodology
In this research proposal, the qualitative research method will

be applied with the related theory to support the research, such as
the Resource Based Theory (RBT). Beside to explain the reason
why to apply the Resource Based Theory (RBT), the qualitative
research method will also be analyzed in this study. With the
qualitative research method, the research design, the participants,
the data collection and the data analysis will be set in this research
methodology.

4.1 Theories used
In this research proposal, the Resource Based Theory (RBT)

will be mainly used. It is because that although the Resource Based
Theory (RBT) and the Diffusion of Innovation Theory can both
used in the research, but the Resource Based Theory (RBT) can be
more suitable with the intangible resource to increase the
organization competitive advantages in the research, and the 5G
technology is intangible, not being seen, just being indicated by
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other approaches. Hence, with this theory, it is easy to get what
resource can be created by the 5G network technology in mobile
commerce in Beijing retail industry, and what technology factors
can increase the customer services and competitive advantages in
the future markets.

4.2 Qualitative method
Based on Rebort Yin (2014) and Zikmund (2000), the research

can be adopted with the qualitative research method that can permit
the evaluators to study the selected issues in more depth and more
details. These field study acquires the researchers to explore the
technology (especially the 5G network technology) and the
customer service relationship and the technology positive effects in
the mobile commerce in Beijing retail industry. In qualitative
research method, the interview will be conducted among the
participants who are the different retailers in Beijing market in
mobile commerce.

4.3 The research design
The research design is according to the research objectives and

research questions setting before, so this research will be conducted
to explore what are the success factors or the positive effects of the
5G network technology to the customer service in the mobile
commerce in the retail industry in Beijing market. Based on this
research objective, the research place is the Beijing market and the
detailed industry is the retail industry in the mobile commerce. The
second research objective is to determine the challenges of 5G
network technology improvement on the customer service in mobile
commerce in Beijing retail industry. Hence, the questions in the
interview should not be include the 5G network technology benefits
only, some challenges of 5G network technology also should be
researched. Then the influence of 5G network technology will be
conducted how the services providers improve their services with
the 5G network technology improvement. The semi-structured
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questions will be designed in the interview among the target
participants.

4.4 Population, sample, sampling technique, sample size and the
participants

The definition of the population is entire set of the individuals
of interest for particular research questions, and the meaning of the
sample is set of individuals which are selected from the population
(Frederick and Larry, 2014). Sampling technique is the way to
select the samples in the research, and the sample size is how many
samples should be selected in the research. In this research, it is on
the retail industry in Beijing market, so the population is the all
cases of companies in Beijing retail industry. The unit of the sample
is the each company in Beijing Retail industry. How to select this
companies is important to indicate the Beijing retail industry
development situation. As the list of Beijing retail companies with
the revenues from top to low, the simple random sampling
technique in probability, for instance, every 5 companies can be a
group, and the first one in each group can be selected. The sample
size is not large in the qualitative research. Once there is any same
answers or the responses from the participants, the data collection in
the research can be stopped. To explore these retail companies 5G
Network technology improvement, the top managers or the middle
managers will know their technology innovation strategies in the
market, so to interview the managers can collect the related data on
the 5G network technology improvement in these retail companies.
Then the customer service is well known by the customers, so the
interview their customers can get the data on how these companies
services improvement. These group of managers and customers are
the participants in this research.

4.5 Data collection and data analysis
In the data collection, in each selected company, the interview

will be conducted with the related managers and a group of
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customers to the 5G network technology improvements information
and the customer services quality and service related information to
evaluate and analyze the each company. In each companies, the data
collection will be stopped when they received the same information
in the same interview question among managers in one company.
With the information collected among the selected companies, the
data analysis will be conducted to explore the positive effect of 5G
network technology on the customer service improvement in
Beijing retail industry. Then the research finding will give some
implication for the service providers in Beijing retail industry in
m-commerce.

5. Justification and expected contributions
This research is not very new to explore the interaction

between technology and the customer service. However, with the
specific conditions, this research is significant for the organizations
who are in mobile commerce retail to apply the 5G network
technology to create their competitive advantages in the market, not
just understanding the 5G network technology and mobile
commerce in the market.

6. Research scope
In the further research, the market is Beijing China, and the

industry is the retail industry. Hence, to get the positive effects of
5G network technology improvement to influence on the customer
services, the participants can be selected with the companies those
in the retail industry, such as YongHui superstore, Beijing
Easyhome retail development, and Lianhua supermarket holding
and so on. With the retail industry research, it will find the positive
effect of 5G network technology on the retail in mobile commerce
in Beijing. The company can be listed from A to Z, as the past
researchers Burns and Grove (2001) did. Then the semi-structured
interview can help this further research to do the interviews in depth
(McCracken, 1988), and it may be more representative to find the
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company’s retail business with the 5G technology improvement.
With the interview to the case of companies, the research questions
can be answered and the research objectives can be targeted.

7. Research schedule
Research schedule is the plan for the further researches on this

topic to explore the positive effect of the 5G network technology on
the customer service in Beijing retail industry in mobile commerce.
As the scheduled, there will be more literature review on the 5G
network technology, customer service changes, the mobile
commerce and the Beijing market situation. Then the interview
questions will be designed to interview the companies (especially
the people who are responsible for the marketing strategies
implementation and the people who are responsible for the
customer services center), this is because that the former will know
what technologies have been used in their company and the later
will know how the customer services have been provided to the
customers and how the customer react to these services. The data
analysis will be conducted with the software Nvivo 11 to generate
the following result. In this way, the following data analysis results
can contribute to the companies’ strategies adjustment to improve
their customer services by applying more advanced technologies in
their retailing industry in Beijing China.

8. Conclusion
In conclusion, this is a research proposal in qualitative research

method to explore the positive effects of 5G network technology on
the customer service in mobile commerce in Beijing retail industry
in China. With the further research, the positive effects and factors
can be explored and, it will give the practical implications to the
related organization to increase competitive advantages in the future
market.
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A Study on e-Learning among Chinese International

Students in Malaysian Universities during Covid-19

Pandemic

Guan Yuchen, Chu Fuli, Xu Fei, Li Ying3*

ABSTRACT
This articles is to study the electronic learning (e-learning) in

Malaysia private university during Covid-19 pandemic. This
articles is to investigate Chinese international students’ attitudes to
e-learning and to improve the self study skills. This descriptive
research is to collect the data online among Chinese international
students. With 105 samples in Malaysia, it is found that most
Chinese students are interested in e-learning and and believe that
e-learning can improve their skills and make them have wider
knowledge. Although there are some issues they faced in the present
e-learning in Malaysia university courses, the e-learning brought
them social changes and different from the traditional learning,
Chinese international students are satisfied with e-learning in the
current e-learning in Malaysia university. Beside this, the laptop,
tablet, and mobile are the preferred devices used in e-learning, and
the Google meeting and Zoom are the favorite apps for the
e-learning in Malaysia universities.

1. Introduction
1.1 Background of Study

Based on Ministry of Health Malaysia (MOH), Covid-19
spread in Malaysia starting from February 4, 2020 and quickly
increased to 65,697 confirmed cases cumulatively in Malaysia

3 * Guan Yuchen, Xu Fei, & Li Ying, PhD Candidates; Chu Fuli, DBA
student, Graduate School of Business, SEGi University
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published in The Star newspaper (Joseph Kaos Jr & Jo Timbuong,
Nov 30 2020). The Covid-19 pandemic in Malaysia has great
influence on Malaysia common life and the academic life among
students. According to EMGS (May 2020), international students
were allowed to enrol and attend the online class in Malaysia
universities and colleges. Hence, in this situation, the e-learning is
quickly applied and used in Malaysia Universities among both local
students and international students.

1.2 Problem Statement
In the process of e-learning during Covid-19 pandemic, the

internet problems and the electricity problems occur among students
(Subedi et al., 2020). Based on that research, there are about 48.1%
students influenced by the electricity problems and 63.2% students
influenced by the internet problems in Nepal. Based on Angelin
Yeoh (2020), the lecturers and students are having the problems in
the internet access on their online classes in Malaysia. Beside this,
according Aboagye, Yawson, & Appiah (2020), there are some
challenges on the social issues from e-learning, such as participating
on group works and assisting others to perform in the e-learning.
With these problems in e-learning, this study will investigate the
Chinese international students’ attitudes to e-learning in current
Malaysia Universities.

1.3 Research objectives
(1) To identify the current situation of using e-learning among
Chinese international students in Malaysia.
(2) To investigate attitude of Chinese international students in
Malaysia to e-learning.
(3) To recommend prospects toward using e-learning among
Chinese international students in Malaysia.

1.4 Significance of Study
This study on the e-learning among Chinese international

students, and it is significant for the students and the e-learning
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development in Malaysia universities. With this descriptive study
on e-learning among Chinese international students in Malaysia
universities, the practical issues in the e-learning will be found and
the proposed solutions will be given to improve the students’
experiences on the e-learning. Beside this, with the e-learning study,
the e-learning can be improved as a modern learning comparing to
the traditional learning in classroom. With the issues and the
proposed solutions to e-learning, the e-learning will be improved to
a new stage of the development.

2. Literature Review
Electronic Learning (e-learning)

Electronic learning is defined as the learning which can be
supported by the digital electronic tools or media (Hoppe et al.,
2003). This is one of the digital learning that is facilitated by the
technologies and makes the learning effectively by using the
technologies (Kumar Basak, Wotto, & Belanger, 2018). According
to Johnson & Brown (2017), the e-learning can reduce the costs and
time among the learning, and this e-learning can offer the learning
services by the greater learner controlling, more flexibility, and
better customization. Piccoli, Ahmad, & Ives (2001) already
compared and contrasted the e-learning with the traditional learning
which is conducted by the face to face method, and there are many
differences between the e-learning and the face-to-face traditional
learning on the time, the places, the different technologies, the
different interactions on learners and lecturers, and the different
controlling in the learning.

On the e-learning, the attitudes from the learners are important
and play important roles on the intention to use the e-learning
technology (Hussein, 2017). During the Covid-19 crisis, the
attitudes and the perceptions of students have been assessed achieve
the transition and the transformation toward the e-learning in this
specific Covid-19 pandemic (Guillasper, Soriano, & Oducado,
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2020). At present, the e-learning becomes new normal in the
academic learning in schools and universities (Purwanto, Ichsan,
Gomes, Rahman, & Irwandani, 2020). This e-learning is an
innovation in the learning and has great potential to be used in
gaining knowledge in the future.

3. Methodology
This is a descriptive research to investigate e-learning in

Malaysia Universities among Chinese international students during
Covid-19 pandemic. The survey questions are adapted from Radha
et al (2020), and the questions are in 5 Likert Scales shown in the
appendix. Beside this, the convenience sample technique is applied
and the online survey is processed during this Covid-19 pandemic
in Malaysia. Then, the descriptive analysis will be conducted with
the frequencies and percentage on the attitudes toward the
e-learning from Chinese international students during Covid-19
pandemic.

4. Data Analysis and Findings
In this research, there are 105 respondents who are Chinese

international students in Malaysia Universities to contributing to
this e-learning study. With reliability test and the descriptive
analysis, the attitudes of Chinese international students will be
analyzed to study by e-learning in Malaysia universities.

4.1 Reliability Analysis

Reliability Statistics
Cronbach's Alpha N of Items

.808 11

On reliability test, there are 11 items related to attitudes of
Chinese international students, and these questions are related the
students’ interests, contributions to skills improvement, satisfaction,
usefulness in quarantine time, the knowledge improvement, the
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importance on face to face in learning (Convert response), some
issues in e-learning (Convert response), the positive attitudes to
e-learning, knowledge wider, the E-learning importance, and the
social change. The Cronbach's Alpha is 0.808 (more than 0.7),
meaning a good reliability in the data. Then, with the item to total
statistics, each Cronbach's Alpha is more than 0.7, and each item
has contribution to total reliability results in this study.

Item-Total Statistics
Scale Mean if Item

Deleted

Scale Variance if Item

Deleted

Corrected Item-Total

Correlation

Cronbach's Alpha if

Item Deleted

Interested 37.4095 18.013 .588 .782

Skills_Improved 37.4095 18.321 .660 .780

Satisfied 37.8762 16.860 .443 .804

Useful in quarantine time 36.9524 19.623 .420 .799

Knowledge_Improved 37.7524 17.092 .598 .779

F2F Importance (Convert response) 39.0381 16.960 .504 .792

Issue faced (Convert response) 38.3238 19.260 .168 .838

Positive 37.3238 18.990 .600 .787

Knowledge Wider 37.3714 19.024 .572 .788

E-learning Importance 37.2667 18.986 .620 .786

Social change 37.2762 19.029 .564 .789

4.2 Descriptive Analysis

Q1: I am interested in e-learning.

(N=105) Frequency Percent

Strongly Disagree 0 0%

Disagree 7 6.70%

Undecided 3 2.90%

Agree 79 75.20%

Strongly Agree 16 15.20%

For the students interests in e-learning, most are interested in
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e-learning, just 7 (6.7%) students are not and 3 (2.9%) students are
undecided.

Q2: E-learning improves my study skill.

(N=105) Frequency Percent

Strongly Disagree 0 0%

Disagree 3 2.9%%

Undecided 8 7.6%%

Agree 81 77.1%%

Strongly Agree 13 12.4%%

On the e-learning to improve students’ skills, most Chinese
international students believe e-learning can improve their skills,
with 13 (12.4%) students strongly agree and 81 (77.1%) students
agree. Less Chinese students do not believe this, with 3 (2.9%)
students disagree and 8 (7.6%) students are undecided.

Q3: I am satisfied with e-learning test (like Blackboard test).

(N=105) Frequency Percent

Strongly Disagree 5 4.8%

Disagree 19 18.1%

Undecided 14 13.3%

Agree 54 51.4%

Strongly Agree 13 12.4%

On the satisfaction of e-learning, most students are satisfied
with 54 (51.4%) students, and 13 (12.4%) students are strongly
satisfied with e-learning in Malaysia during Covid-19 pandemic.
Some are not satisfied, with 5 (4.8%) students are strongly
unsatisfied and 19 (18.1%) students are unsatisfied.

On the usefulness of e-learning in the quarantine time, there
are most Chinese international students believe that the e-learning is
a useful tool to study in quarantine time, with 56 (53.3%) students



34

agreed with this useful tool, and 47 (44.8%) students strongly
agreed with this statement.

Q4: E-learning makes my quarantine time a useful one.

(N=105) Frequency Percent

Strongly Disagree 0 0%

Disagree 1 1%

Undecided 1 1%

Agree 56 53.3%

Strongly Agree 47 44.8%

On gaining knowledge, the e-learning can better improve
knowledge comparing to traditional learning. On this statement,
most students believed this, with 61 (58.1%) students agreed and 10
(9.5%) students strongly agreed, just less disagreed, with 13 (12.4%)
students only.

Q5: It is better to improve knowledge through e-learning than
traditional learning.

(N=105) Frequency Percent

Strongly Disagree 0 0%

Disagree 13 12.4%

Undecided 21 20%

Agree 61 58.1%

Strongly Agree 10 9.5%

On the importance of face to face learning comparing with the
e-learning, some students believed that the face to face is important
in the learning, with 62 (59.1%) students agreed and 12 (11.4%)
strongly agreed. Also there are some students who do not think that
the face to face is important, with 16 (15.2%) students do not agree
and 2 (1.9%) strongly disagreed.
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Q6: I think Face to face learning is important for practical teaching.

(N=105) Frequency Percent

Strongly Disagree 2 1.9%

Disagree 16 15.2%

Undecided 13 12.4%

Agree 62 59.1%

Strongly Agree 12 11.4%

On the e-learning, 35 students (33.4%) believed that there are
some issues in e-learning and 3 (2.9%) strongly agreed with this
statement. But 40 (38.1%) students do not think any issues in
e-learning, 5 (4.8%) students strongly disagreed, and 22 (21%)
students are undecided.

Q7: I faced some issues during e-learning.

(N=105) Frequency Percent

Strongly Disagree 5 4.8%

Disagree 40 38.1%

Undecided 22 21%

Agree 35 33.4%

Strongly Agree 3 2.9%

Q8: I am positive towards e-learning.

(N=105) Frequency Percent

Strongly Disagree 1 1%

Disagree 1 1%

Undecided 6 5.7%

Agree 82 78.1%

Strongly Agree 15 14.3%
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On the positive attitudes toward e-learning, most students (82,
78.1%) have positive attitudes to e-learning and 15 (14.3%)
students strongly hold the positive attitudes. Just less students with
negative attitudes to e-learning.

Q9: E-learning makes my knowledge wider.

(N=105) Frequency Percent

Strongly Disagree 0 0%

Disagree 1 1%

Undecided 12 11.4%

Agree 78 74.3%

Strongly Agree 14 13.3%

Most students believed that e-learning can make them have
wider knowledge, with 78 (74.3%) students agreed and 14 (13.3%)
students strongly agreed, but less students did not think e-learning
makes them knowledge wider.

Q10: I think web-based teaching is important for a student.

(N=105) Frequency Percent

Strongly Disagree 0 0%

Disagree 1 1%

Undecided 6 5.7%

Agree 79 75.2%

Strongly Agree 19 18.1%

On the importance of web-based teaching, most students 79
(75.2%) agreed with the importance of web-based teaching, and 19
(18.1%) students strongly agreed. Less students do not think the
importance of web-based teaching, with 1student disagreed, none
strongly disagreed, and 6 students are undecided.
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Q11: E-learning can bring a social change in Malaysia.

(N=105) Frequency Percent

Strongly Disagree 0 0%

Disagree 1 1%

Undecided 8 7.6%

Agree 76 72.4%

Strongly Agree 20 19%

Most students think that the e-learning brings a social change
in Malaysia, with 76 (72.4%) students agreed and 20 (19%) students
strongly agreed. Less students disagreed and none strongly
disagreed.

Q12: Which one do you prefer?
(N=105) Frequency Percent
Classroom learning 43 41

e-learning 62 59

On the learning, there are 62 (59%) students preferring
e-learning, and 43 (41%) students preferring the classroom learning.
Hence, among these Chinese international students, there are more
Chinese international students preferring the e-learning than the
traditional learning in the classroom.

On the devices used in the e-learning, among 105 students,
103students prefer laptops, 50 students prefer mobile, 16 students
prefer desktop and 79 students prefer tablets. Some students use two
devices or more than two devices in this study. There are 42
students used both tablets and laptops, 23 students using laptops,
mobiles, and tablets, and 20 students using mobile and laptops in
the e-learning among these Chinese international students. Less
students just use the single devices in the e-learning.
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Q13: The device you prefer to use for e-learning.

Q14: Which application tool do you prefer for e-learning.
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On the applications used in the e-learning, the Zoom and
Google Meeting are the most popular apps in e-learning, with 101
and 103 students among 105 students. Then, the Google Classroom,
Whats-app, YouTube, and Mail are also used in Malaysia e-learning
in Malaysia universities.

5. Findings and Conclusion
With the data analysis, it is found that most Chinese students

are interested in e-learning and and believe that e-learning can
improve their skills and make them have wider knowledge.
Although there are some issues they faced in the present e-learning
in Malaysia university courses, the e-learning brought them social
changes and different from the traditional learning, Chinese
international students are satisfied with e-learning in the current
e-learning in Malaysia university. Beside this, the laptop, tablet, and
mobile are the preferred devices used in e-learning, and the Google
meeting and Zoom are the favorite apps for the e-learning in
Malaysia universities. Hence, it is recommended that e-learning can
be improved and widely used in Malaysia universities and it is
easily accepted by Chinese international students. In the future,
e-learning will have contribution to the learning among students in
Malaysia universities.
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8. Appendix: Survey
Note: If you are not Chinese international student in Malaysia,
please kindly ignore this survey.
Kindly tick √ for the statement based on your condition.

Strongly Disagree Disagree Undecided Agree Strongly Agree

1 2 3 4 5

1 2 3 4 5
1. I am interested in e-learning.

2. E-learning improves my study skill.

3. I am satisfied with Blackboard test.

4. E-learning makes my quarantine time a useful one.

5. It is better to improve knowledge through e-learning than

traditional learning.

6. I think Face to face learning is important for practical

teaching.

7. I faced some issues during e-learning.

8. I am positive towards e-learning.

9. E-learning makes my knowledge wider.

10. I think web-based teaching is important for a student.

11. E-learning can bring a social change in Malaysia.

12. Which one do you prefer?  Classroom learning e-learning

13. The device you prefer to use for e-learning. (Multiples choices)

Laptop Mobile Desktop  Tablet

14. Which application tool do you prefer for e-learning?

 Zoom  Google Classroom  Google Meeting  Microsoft Teams

WhatsAppYouTubeMailOthers
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Work life balance, organizational learning culture and
employee loyalty of hotel frontline employees,

mediation through job satisfaction

Liu Ran4*

Abstract
The purpose of this study is to investigate the relationship

between work life balance, organizational learning culture and
employee loyalty of hotel frontline employees and to analyze the
mediation role of job satisfaction with organizational members
given the rapidly growing academic interest in the meaning of work.

Based on a survey of 450 frontline employees in 10 luxury
hotels in China, this study performed confirmatory factor analysis
and structural equation modeling analysis to test the hypothesis of
causal relationships in the research model

Drawing on social exchange theory, this study shows that work
life balance and organizational learning culture have positive and
significant effect on the loyalty of hotel frontline employees and that
the relationship was mediated by job satisfaction.

The research result highlights the significance of service
providers work life balance and learning opportunity on employee's
loyalty and their pursuit of job satisfaction.

Originality/value Based on social exchange theory, this study
deepens our understanding on the how work life balance and
organizational learning culture leads to employees loyalty and job
satisfaction in organizations.

Keywords: work life balance, organizational learning culture,

4 * PhD Candidate, Graduate School of Business, SEGi University
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social exchange theory job satisfaction ,Frontline employee.

Introduction
Employee loyalty has continuously been a major challenge in

organizational administration. It embraces compelling ways to
persuade workers to willing to remain. Employees are the
paramount source of benefits and competitive advantage in the
organization. In other words, the viability and efficiency of an
organization is credited to the stable and loyal employee group
which is a hub of factors extent of employee loyalty has influence
employee performance. Employee performance is instrumental to
organizational development and productivity (Inuwa, 2016)

Therefore, the issue of employee loyalty is the key to the
understanding of organization. Employees are the most valuable
resource for all organizations; the longer an employee works for a
company the more valuable it becomes. Though it can be
determined by many factors, the level of effectiveness and
efficiency can be measured via job satisfaction. This is applicable to
many organizations including hotel industry. Within the China
context, frontline staffs in hotels have issues regarding loyalty and
these have been getting worse from time to time.

Job satisfaction is a key factor of influence on employee’s
loyalty; employees may quit their job because they dissatisfaction
with their job.

Job satisfaction was devised byHoppock (1935). Hoppock
described job satisfaction as conjunction with psychological,
physiological and environmental conditions that cause people have
different perception in job satisfaction. Job satisfaction is stand for
employees like their job and they merged into their job. Additionally,
he/she are more tend to achieve sense of success on the job. The
term job satisfaction are defined that attitudes and feelings of
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employees on their work. Positive attitudes and mood towards the
job indicate job satisfaction. Contagion of negative attitudes and
mood could result in job dissatisfaction (Armstrong, 2006). Job
satisfaction is more of an attitude, performance of internal state
(Mullins, 2005).

Employee estimate job satisfaction depends on their perception
of working environment. Working environment with a positive
learning atmosphere is inclining to produce good performance and
loyal employees. Likewise, effective work life balance strategy that
is positive influence of employee's attitude and emotion (Mullins,
2005).

Work-life balance has impact on employee behaviors,
demeanors, emotion. Work-life balance as defined as the
equilibrium point between the amount of time and effort spent by an
individual in his or her work and personal life (Clarke, Koch
&amp;Hil, 2004) According to Greenhaus, Collins and Shaw (2003)
contend, work life balance can be categorized into three aspects to
measure it. Primarily is balancing of time, which is regarding the
quantity of time set to finish the work and balance individual or
family activities of employees. Second is participation balance,
whereas it includes commitment to work and other activities or
roles. Lastly is relevant to compensation.

Proving a sound work life balance plan is link to employee’s
job satisfaction and loyalty.

Organizational learning culture is one of the necessary
condition components to elevate job satisfaction. By definition, it
refers to an organization is good at creating, gaining, and conveying
knowledge, and at change its behavior to reflect new knowledge,
ideas as well as cognitions (Garvin, 1993). Learning organization is
liable to creating an environment that are more tend to collaboration,
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creativity, and transfer knowledge among first-line
employees. While the possible close link between organizational
learning culture and career satisfaction has been investigated, but
more and more researchers are engross in investigating the
relationship between organizational learning culture and job
satisfaction and employee's loyalty. Bradly (2015) put forward the
organizational learning culture positive effect on employee’s loyalty
by job satisfaction.

Organizational learning culture is one of the necessary
condition components to elevate job satisfaction. By definition, it
refers to an organization is good at creating, gaining, and
conveying knowledge, and at change its behavior to reflect new
knowledge, ideas as well as cognitions(Garvin, 1993). Learning
organization is liable to creating an environment that are more tend
to collaboration, creativity, and transfer knowledge among first-line
employees. While the possible close link between organizational
learning culture and career satisfaction has been investigated, but
more and more researchers are engross in investigated the
relationship between organizational learning culture and job
satisfaction and employee's loyalty. Barnett and Bradly (2009)
found the organizational learning culture positive effect on
employee’s loyalty.

Underpinning Theory
According to Kerlinger (1979) a theory is a set of interrelated

constructs or variables, definitions and propositions that presents a
systematic view of a phenomenon by specifying relations among
variables, with the aim of explaining a natural phenomenon.

Social exchange theories treat sociallife regarding a series of
consecutive transactions between two or more parties (Mitchell,
Cropanzano,& Quisenberry, 2012). The interactions between parties
are usually seen as mutually dependent and contingent on the
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actions made by the other persons (Blau, 1964). Emerson (1976)
who studied social exchange theory in psychological was concerned
on the individual behavior when interacting with one another, the
leadership support is one of key factor within the social behavior
are important in explaining the theory.

Cropanzano and Mitchell (2007) contend that social exchange
relationship in a work setting determines the continuous loyalty or
disband of contract from either part. The authors considered that
one employee can form various social exchange relationship either
with his or her immediate supervisor, co-workers, organizations,
customers, where these difference relationships have implications
on their attitude and behavior as well as sentiment. Thus, the above
discussion on social exchange theory (SET) is that employees are
willingness to continue the relationship with their
employer/supervisor when they perceive that the relationship is
worthwhile for them, and halt the relationship when the costs are
more than the rewards that they get from the relationship. The focus
of this theory on this study is on the work life balance and
organizational learning culture how to impact on employee's loyalty
through job satisfaction

Literature Review
Employee loyalty

According to Bramlett-Solomon (1992), employee loyalty is
the voluntary to stay with the organization. In the other word,
employee loyalty means that workers are committed to the
development of the company and put their trust by believing that
working for this company is the right choice.

Job satisfaction
Job satisfaction is a positive or negative attitude that an

employee has towards their job. Employees who have a high level
of job satisfaction will show a positive attitude and behavior
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towards their work, in turn while employees who have a low level
of job satisfaction will show a negative attitude and
counterproductive behavior towards their work. The job gives
satisfaction to the employee if the desired expectations or desires
are achieved employees displeased with the work is obtained if the
hopes and desires are not achieved. Consequently, job satisfaction
would galvanize employee’s responsibility and growth and
development, those factors are basic of employee generate loyalty
and high level of performance to the organization Herzberg's
(2011).

Work life balance
Work-life balance (WLB) is about discovering the right

balance between work and life, and about feeling comfortable with
work and family responsible. Work-life balance is essentially the
balance between three components, namely, paid work, unpaid
work and personal time. There is no one accepted definition of what
constitutes a work life balance practice, the term usually refers to
one of the following factors: organizational support for dependent
care,flexible work options and family or personal holiday (Kar and
K. C. Misra,2013). (Byrne,2005) describes work life balance as
juggling of people's life at any one point in time, namely, work,
family, friends, health and self.

(Clutterbuck,2015) defined work life balance as awareness of
different needs in relation to energy and time, it is able to allocate
the time and energy among different domains of work and life and
then employee can be making choices according to the
demands. Work life balance includes practices that have the
capacity to increase the autonomy and flexibility of employees in
the workplace. Work life balance as a bridge of sentiment between
employee and organization

Work and life conflict have also been associated with increased
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anxiety, stress and burnout (Coffey, 2002) those unhealthy factors
are liable to incurred number of problems in workplace. such as
deficiency of concentration, and without vigor (MacEwen,1994)as
well as bad for health and keep good energy(Russell,M L,1996).

Organizational Learning Culture
The organizational learning culture is a type of organizational

cultures that comprehensive organizational learning. It supports the
gain of information, the sharing of knowledge, skills and new
insight , and it enlighten and supports consecutive learning and its
application to organizational improvement (Bates and Khasawneh,
2005)

Aspects of organizational environment, such as climate or
culture, there is growing evidence that it can be influenced
employee job satisfaction as a work-related outcome (Lund,
2003). Harris and Mossholder (1996) consider organizational
culture as the center of human resource management, because of its
implication on individuals’ attitudes and outcomes such as
commitment, satisfaction, loyalty and performance.

Job satisfaction and employees loyalty
There are numerous plural concepts of job satisfaction

developed by academicians. These various approaches exist because
of each employee has a different perception and response to his or
her company and organization.

To measure and define job satisfaction can be challenging
because it associate with employee's attitude as well as ability to
accomplish the required task, the communication in the
organization and how the management treats them. The
organization whether concern employee’s benefits and
development.
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According to Varoom (1964), job satisfaction is extent of
satisfaction of working environment and the role on the worker. Job
satisfaction is affective orientation on the part of individuals tend to
work roles that they are presently occupying. Hoppock defined job
satisfaction relevant to physical physiological of individuals. A kind
of truthful sound is from intrinsic that an individual sincerely to say
I am satisfied with my job (Hoppock, 1935). Concurring to this
viewpoint, in spite of the fact that the work may intervened by
external factors, which fail to influence on attitude and behavior ,
however, it remains power inside that drives the employees to do,
because this kind of work fulfillment that stem from individuals
mind and psychological.

Furthermore, job satisfaction demonstrates in what way a
person is satisfied by their work. Employees expect to happy with
their job which are including team work with co-workers and
immediate supervisors as well as self-development (Noah & Steve,
2012). Essentially, Robbins and Judge (2013) also explained that
job satisfaction describe a positive perception towards a particular
job resulting from assessment of its characteristic. workers who
sustain high level of job satisfaction, they are more likely to
generate positive attitude and behavior towards their work, and
employees are willing to spend time and effort towards their
work. On the opposite, employees with low satisfaction tend to have
negative perception toward their job such as counterproductive
behaviors or quit.

According to Pugne (2009), the relationship between job
satisfaction and employee loyalty is clear. Their research shows that
job satisfaction is found to be positively correlated with employee
loyalty. Employees with high job satisfaction will galvanize
healthier mood, positive mood could bring lots of benefits, for
example, the employees made keen to involve into his/her job, they
have confidence with their work and they trust their peers,
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managers, and customers. Job satisfaction is extremely important
especially in the areas of sales and services, especially hotel
front-line employees as they represent the hotel to customers Singh
(2013). This view is supported by Sels (2015) who also clarified
that the positive feeling toward their job and will result in higher
trust and loyalty. Therefore, based on above discussion, the
proposed in this study is as follows

H1: There is a positive relationship between job satisfaction
and employee loyalty

Work life balance and Employees loyalty
Number of studies show that work life balance is vital in the

organization, work life balance regarded as a diplomatic which
increase worker productivity and reduction of turnover intention
Lockwood(2003). The idea of work-life balance copy with the
methods of balancing that an individual makes between
responsibility of home and work, it reflects the extent
of organization take care about beneficial of employees. Work-life
balance is essential particularly when they were professionals (hotel
frontline employees) because their high loyalty and commitment are
required for the achievement of the hotel.

Furthermore, with rapid pace of work, balancing work and life
is development of having a perfect balance between the work and
personal life. WLB is a best bridge between individual life and
work, and WLB imperative in upgrading representative execution at
work and private Felicity (2013). Many studies have found that a
positive relationship exists between work-life balance and employee
performance. but the relationship between work-life balance and
employee loyalty focused less on it Anitha (2015).

Ratna (2008) in his article Work Life Balance in service Sector
revealed that the work life of an employee has attracted a concern
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because of a substantial of problems related to employee's health
and well-being, such as working longer hours and workload and
without holiday. Working parents can be significant in work life
balance and job satisfaction and loyalty. The great problem of
dual-earning families is they do not have sufficient time with their
child, even they were also unable to take care of their parents.

Moreover, imbalance work life that is possibly obstructs
progress of individuals. She/he do not have adequate time to
development their hobbies or a new competence that may lead them
to resign job because they are swayed by work, especially the
employees who are from hotel industry, most of employees are
young it is sign of manpower in hotel industry. Employees need
more flexible time to explore new life and learn knowledge and
improvement in individuals’ skills and like.

Therefore, According to Wombacher&Felfe (2017),
organizational ought to analyzing and clarifying the employee’s
tasks in his/her organization. Besides, organizational should respect
employee's right and personal life, employing an effectiveness of
work life plan is playing a vital role in employee's loyalty, work
life balance would lead employees willingness to put efforts and
intention to keep employer .

Work-life balance is a key one of reason that it can be
influenced on employee’s loyalty. Anitha (2015) clarified that when
employees are able to balance between their work and individuals
life, she/he would like to remain and work hard in the workplace.

Therefore, based on above discussion, the proposed in this
study is as follows:

H2: There is a positive relationship between work life balance
and employee loyalty.
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Work life balance and Job satisfaction and Employees loyalty
Fisher, et al (2003) stated that work-life balance is something

that an individual does in dividing time both in the work and other
activities outside of work. Work life balance can bring a lot benefit
for employees, in turn, it is imbalance that it also would me lead
personal conflict with family of employees which regarded as
conflict of energy for oneself.

Therefore, time balance is important; time balance refers
to employees determines the amount of time allocated by
employees in their work or personal life. Likewise, The balance of
time achieved by employees shows that the demands of the family
on employees do not reduce professional time, vice versa. Tasks and
activities of workplace are exceedingly to the ceiling that are
employees unacceptable it.

Moreover, satisfaction balance is can be regarded as
measurement of standard. , satisfaction balance refers to the amount
of level of satisfaction an individual has towards their work
activities and things outside of their workplace. Satisfaction will
arise by itself if the employee considers what he has done so far is
good enough to reconcile the needs of work and family. This is seen
from the conditions that exist in the family, relationships with
friends as well as the quality and quantity of complete of work
( Reyhan Fatwa,2020)

Job satisfaction can get from an employee’s attitude towards
his/her job. positive attitude employees who have a high level of
performance ,in turn employees who have a low level of job
satisfaction show a negative attitude and behaviors their work.

According to Richard, Robert & Gordon (2012), job
satisfaction is related to feelings or attitudes relevant to the job itself,
salary, promotion, education, supervision,, workloads, and others
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working environment. The job gives satisfaction to the employee if
the desired expectations or desires are achieved, this kind of
satisfaction would effect on the perceive of employees to the
organization which will propel employee's vigor and commitment in
their group, it also would vulnerable to provoke sense of loyalty of
employee. vice versa, employees' dissatisfaction with the work is
obtained if the hopes and desires are unable to achieved. Therefore,
factors of job satisfaction can be increased employee's loyalty with
their organization according to Herzberg's research (2011).
Therefore, based on above discussion, the proposed in this study is
as follows:

H3: Job satisfaction mediates the relationship between work
life balance and Employees loyalty

Organization Learning Culture and Employees Loyalty
The previous as containment the concept of an organizational

learning culture. This is a culture that significantly contributes to the
continuous improvement of employees and organization as well, as
it can adapt to challenging environments especially,(Cunningham
and Gerrard, 2000), employees working in the hotel industry.
Self-transformation through consecutive learn (Watkins and
Marsick, 1993) and expanded capacity to shape its own future.

This kind of learning ability that can be fit any challenging
environment, employees are able to development of driving force in
their work, this kind of driving power are from internal of
employees and encourage employees keep positive attitude and
emotion to the job. This type of internal emotion is vulnerable to
spark employee's sense of belongings and loyalty for organization.
Therefore, based on above discussion, the proposed in this study is
as follows:

H4: There is a positive relationship between organization



55

learning culture and employee loyalty.

Organization Learning Culture & Job satisfaction Employees
Loyalty

Organizational learning culture has a significant impact on
employee's attitude and behavior. Previous research supported the
idea that there is a positive significant link between workplace
learning (formal, informal) and employee job satisfaction (Rowden
and Ahmad, 2000). It is clearly stated that conducted in Korea
targeting small to mid-sized businesses, found evidence that
employees with opportunities to develop at their jobs and then they
could express higher levels of job satisfaction and confidence.

Egan et al. (2004) provide evidence that organizational
learning culture has a direct and indirect impact, through the
mediator of job satisfaction, on employee's loyalty.

They reported that despite the high correlation between the
organizational learning culture and job satisfaction, these two
constructs tend to be distinct both conceptually and in terms of
measurement. Tsai et al.(2007) showed that job satisfaction
significantly related to employees commitment and loyalty.

Chang and Lee (2007) conducted quantitative research
targeting different type of firms in Taiwan and contended that the
operation of learning organizations has a distinctive positive effect
on employees job satisfaction since the supervisors are willingness
to convey and share knowledge and skills with employees,
likewise, employees are able to acquisition of information and
knowledge from their immediate supervisors or managers which
can help them to expansion of their mind, especially the new
insights are generated by difference experiences of people which are
good for employees to improvement in self-development.
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Linking the previous studies, it is hypothesized that in an
organizational learning culture that encourages and supports
employees learning and development, the employees can respond
better and effectively to customers’ needs and achievement of
customer's demands it would reinforce employee's confidence in the
workplace and enhance their job satisfaction.

Senge (1990) proposed that long-term superior performance
depends on superior learning provided by an organization. In
learning organizations, much of the training focuses on soft skills
such as problem-solving, decision-making, and need analysis all of
which have a direct impact on employee's
self-development. Working with a learning organization that
employee will obtain more professional skills and vision which can
encourage employees going all out involved into his/her job and
they are liable to remain. Therefore, based on above discussion, the
proposed in this study is as follows:

H5: Job satisfaction mediates the relationship between
organizational learning culture and employees loyalty.

Conceptual Framework

Figure 1: A research Framework showing the relationship between
the selected independent variables, mediating variable and
dependent variable.

Methodology

Research Design
A research design describes the basic structure of the study and

usually is a researcher guidance to conduct the study (Ary, Jacobs
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and Razavieh, 2010).Cross-sectional survey will be adopted in the
current study to determine the phenomenon of employee loyalty and
the mediating job satisfaction among hotel frontline employees in
Beijing. Feasibility is the main advantage of employing
cross-sectional survey in the current study. It is the most common
data collection design for non-experimental research design used by
researchers (Murray, 2006). Earlier scholar such as Kumar (2005)
supported that cross-sectional survey is the most suitable data
collection design in the studies that usually investigate a condition,
issue and phenomenon such as employee loyalty.

Sample and data collection procedure
For the empirical analysis of the hypothesis, this study

solicited the collaboration of 10 super deluxe hotels, Beijing, China
in 2019. With the cooperation of front line employees of the food
and beverage departments and Housekeeping department, a total of
450 questionnaires were distributed to frontline employees, such as
waiters/waitresses and bartenders, in May 2019, and 370
questionnaires were returned (82 per cent return rate).

This study excluded nine incomplete questionnaires having
any missing data, and the remaining 361 questionnaires (80.2 per
cent of all questionnaires originally distributed) were coded for data
analysis. The questionnaire items measured the variables in the
research model by using the seven-point Likert scale, and included
items regarding the respondent s profile, such as their gender, age,
income, education level and duration of hotel service.

The profile characteristics of the sample are presented in Table
I. There was a relatively even distribution of gender in the sample,
with males accounting for 47.6 per cent and females for 52.4 per
cent. The ages bracket of 20 to 35 years old. Regarding the
education level of the sample, vocational colleges accounted for
70.5 per cent, graduates of four-year universities accounted for 27
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per cent and those with graduate school education accounted for 2.5
per cent.

Regarding the duration of hotel service of the sample, duration
of between 1 and 2 years accounted for 62.5 per cent, duration of
between 3 and 5 years accounted for 31 per cent and duration longer
than 5 years accounted for 6.5 per cent.

The results of the research data questionnaire were obtained
from a measuring tool in the form of a scale, regarding Work-life
Balance scores, Job Satisfaction, and Employee Loyalty. The
description of research data can be seen in the following table1:

A good work-life balance is attained when employees are
respected and feel valued by the hotel. Also, the balance of work
and life of employees can be galvanized employees to feel satisfied
with the feedback they get from the company and leave time for
family and learning knowledge and other activities to affect
work-life balance well.

The measurement of job satisfaction was based on the Job
Satisfaction Survey ( JSS)instrument (Spector, 1985) according
to the dimensional construct is based on pay, promotion,
supervision, rewards, operating procedures, co-workers, the nature
of the work, working environment, feel and communication. This
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instrument was chosen because it was developed specifically for
employ in service sectors

The core question was “how satisfied are you with
[...]?”.Respondents were asked to rate their degree of job
satisfaction on a seven-point Likertscale ranging from “extremely
dissatisfied” to “extremely satisfied”

The ideal organizational learning culture is supposed to have
certain dimensions ranging from ten (Philips, 2003)to five (Senge,
1990). Watkins and Matkins (2003) to identify six action
imperatives of an organizational learning culture. social exchange
has served as a theoretical base for this study. The cultural
characteristics are including as follows: continuous learning,
dialogue, team learning, embedded systems, connection to
environment and development of learning

The raw scores of 9 items were subjected to factor analysis to
find out the factors that contributed towards Employee Loyalty.
After factor analysis, threemain factors are identified. The factors
were work life balance and organizational learning culture and
mediation job satisfaction.

This factor has emerged as the most important determinant of
employee loyalty with 42.669% of variance. The major contents
constituting this factor include; emotionally attached to job (0.780),
do not want change my job (0.758), like to recommend this job to
others(0.7447) and attaining own goals with this job (0.715) and
would constant this job (0.681).

Data Analysis and Interpretation
Statistical Software SPSS version 22 has been used for data

analysis. Item to total correlation was used to establish the internal
consistency of the questionnaire; Cronbach s alpha was used to
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measure their liability of the measurement scale. Factor analysis
was used to find out the factors underlying employee loyalty by
work life balance and organizational learning culture (independent
variables) Regression Analysis was applied to find out the impact of
job satisfaction (mediation variable) on employee loyalty
(dependent variable).

Conclusion
Five hypotheses were developed for this study in which are

related to work-life balance, organizational learning culture that are
treated as the independent variables while employee loyalty is
treated as the dependent variable. Job satisfaction is treated as the
mediation variable. This study contributes to a better understanding
of the influence of organizational learning culture which toward
employee loyalty in the hotel industry. Organizational learning
culture and job satisfaction which are significantly positive effect on
employee loyalty. Likewise, Based on research conducted show that
work-life balance is getting higher that make front line employee's
loyalty will increase. Based on research conducted show that job
satisfaction is getting higher that front line employee's loyalty will
increase, and conducted shows that there is a positive influence
between work-life balance and job satisfaction on the employee’s
loyalty of front line employees.
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