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ABSTRACT  

 

Business organization is susceptible to environmental changes caused by natural disasters, disease outbreaks, economic 

uncertainty, and other risks. To overcome this challenge, it requires organizations to empower the diversity of capabilities to 

continue in order to remain competitive. The focus of this study is to examine the impact of 3 specific organizational capabilities 

namely supply chain management, human resource flexibility and organizational innovation as well as their impact on 

organizational sustainability. Organizational resilience is also studied as a mediating variable that catalyzes organizational 

sustainability, which depends on the organization's pattern and approach of crafting a strategy that further strengthens 

organizational capabilities. Supply chain orientation, human resource flexibility and organizational innovation are internal 

elements of the organization that help durability and sustainability. The uniqueness of this study is when taking one of the external 

elements that affect the three variables in organizational capabilities, organizational resilient and organizational sustainability is 

the extent of the form of support provided by the government through government initiatives. This study also focuses on the 

economic sector that is susceptible to the risk of environmental change and crisis, namely the tourism industry. Respondents taken 

from the owners or top level management of travel agencies so that this study can get true and accurate feedback on the importance 

of each variable of interests with the appropriateness of the context of this study. The questionnaires that have been distributed 

and then received analyzed using the Structured Equation Modeling (SEM) technique by SmartPLS to determine the existence of 

relationships among the constructs.  This paper will provide feedback by the business player on the effectiveness of the initiatives 

on their organizational capabilities in order to enhance organizational sustainability. 

 

Keywords: Organizational Capabilities, Resilience, Sustainability, Government initiatives 

 

 

 

INTRODUCTION 

 

Many researchers claim that it is necessary to study the diversity and differences in how organizations face and respond to crises 

in more depth because the sustainability of these organizations is very important and valuable so that organizations can evaluate 

their performance and achievements in handling uncertain situations. R.Edgeman and Williams (2014) have combined the business 

excellence model and the sustainability approach. It is closely related to the organization's process of using existing advantage 

resources to maintain competitiveness while innovating according to the situation. And the sustainability of this organization is 

also closely related to the concept of the triple bottom line, which is a guideline for organizations to be more responsible for 

maximizing stakeholder profits, ensuring environmental and social values have been achieved, not harming the environment, 

maintaining and maximizing living standards (Matthews & Eskildsen, 1994).  

 

This sustainability depends on how an organization together with stakeholders, society and policy makers (government) develop 

and maintain economic and social values. To ensure that the organization is sustainable and excellent, an integrated management 

system needs to be established within the organization to monitor quality and performance and support the work of the organization 

as a unit (Purwanto, Asbari, & Santoso, 2020). To remain sustainable, it results from the combined efforts and effective use of all 

resources (Abdullah et al., 2020), creating a road map to achieve sustainability (Sternad, Krenn, & Schmid, 2019) and procedural 

efficiency (Fairfield et al., 2011). This study will focus on organizational efforts in achieving organizational sustainability. 

  

In this research, the researcher is trying to study the impact of Organizational Capabilities on Organizational Sustainability and also 

looking at the Role of Organizational Resilience as the mediating variable and Government Initiatives as the moderating variable  

on the tourism industry specifically travel agencies in Malaysia whether they are able to sustain their businesses during turbulence. 

The government as one of the stakeholders of the tourism industry had announced the Stimulus Package to support the business 

organization. The researcher is aiming to study the effectiveness of the government initiatives (GI) to support the organizational 

sustainability (OS) of the travel agency. The researcher will see the role of the government initiatives (GI) support the 

organizational resilience (OR) and on how travel agency takes the opportunity provided by the government in order to survive, 

adapt and grow. The flexibility of the management of the travel agency is extremely important in utilizing the resources internally 

and externally to show its dynamic capabilities in maneuverings the situation by creating a new operational routine that ensure the 

sustainability of the business. This paper will provide feedback by the business player response on the effectiveness of the 

government initiatives on their organizational resilience (OR) in order to enhance organizational sustainability (OS). 

 

LITERATURE REVIEW  

 

Organizational Resilience and Sustainability 

There are many empirical and theoretical studies show that organizational resilience is an important means of coping with crises, 

and it has been proven that highly resilient companies have strong organizational resilience and capable to overcome crises (Ruijun, 

Yaping & Yingqi; 2021).  Resilient organizations have the capability in responding to the market changes and adapt to it (Blanco, 
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2018) and some researchers pointed out that resilience is the key for the organizations to remain relevant and supporting the long-

term development of the companies (Sawalha, 2015). Thus, the study of organizational resilience remain its great importance not 

only in helping organization to handle throughout the crises in practice, but also providing a new theoretical perspective on crises 

management. 

 

Sezen-Gultekin and Argon (2020) stated that organization in order to achieve the goals and to survive must not only follow a 

specific strategies and policies, but also to base them on realistic and solid foundations. And for this purpose, organizations must 

have a resilient structure in order to sustain their existence. Organization must be able to strengthen human activity and make 

individuals and communities more resilient should be created through sensitive organizations and effective policy interventions in 

order to form a sustainable dynamic structure. This is why organizational resilience is important for an organization to achieve 

sustainability. 

 
Most of the organizations are frequently facing unexpected critical situations such as economic recession, human errors, 
natural disasters, pandemic disease and many other threats that potentially can threaten their survival and sustainability 
(Annarelli & Nonino, 2016). Therefore, how organizations manage the risk and sustain during crises has become a key issue 
that must be addressed by the top level of management (policy and decision makers). Why some of the organizations 
successfully cope with the sudden changes? How do they maneuver out of a crisis? What kind of approach and process that 
led to the implementation and adoption of the new operational procedures? (McCarthy, Collard & Johnson; 2017). These 
are the issues of organizational resilience. There are many empirical and theoretical studies show that organizational 
resilience is an important means of coping with crises and it has been proven that highly resilient companies have strong 

organizational resilience and capable to overcome crises (Ruijun, Yaping & Yingqi; 2021). Resilient organizations have the 
capability in responding to the market changes and adapt to it (Blanco, 2018) and some researchers pointed out that 
resilience is the key for the organizations to remain relevant and supporting the long-term development of the companies 
(Sawalha, 2015). Thus, the study of organizational resilience remains its great importance not only in helping organization 
to handle throughout the crises in practice, but also providing a new theoretical perspective on crises management. 
Numerous researches been conducted on how to build organizational resilience (Linnenluecke & Griffiths, 2012), 
suggesting the framework for resilience (Limnios et al, 2014), evaluation of organizational resilience capacity (Aleksic et 
al, 2013), benefits of organizational resilience (Ortiz-de-Mandojana and Bansal, 2016), antecedents of organizational 
resilience (Pal et al, 2014), strategic management of organizational resilience (Annarelli & Nonino, 2016) and measuring 

organizational resilience (Somers, 2009). Stephenson et al. (2010) viewed the organizational resilience crisis is not only 
limited to recession, natural disasters, pandemic disease but also affected from financial crises, supply chain failures, 
industrial accidents, operational and product manufacturing errors and even human resource issues. Kantur & Say (2015) 
in their studies found that the focus should be given on the impact of other organizational variables on organizational 
resilience in order to enhance the ability of an organization to succeed. Following this trend, this study aims to explore the 
impact of Supply Chain Management (SCM), Strategic Human Resource Management (SHRM) and Operational Management 
(OPM) on the organizational resilience (OR). Sustainability is one of the main targets of an organizational resilience and to 
achieve that an organization needs to change according to the current situation, provide improvements in order to be more 
competitive and able to meet the needs of customers and their fast-changing needs (Urban & Naido, 2012). Under supply 
chain management, improvements need to be continuous on the production’s costs, delivery schedules, quality of the 
product and services, manufacturing and servicing skills, supplier relationship and productivity that will enhance the 
organizational resilience which will ultimately have a positive impact on the sustainability (De Wit, Kruger & Ramdas, 
2007). Organizational resilience also influenced by how an organization manages strategic human resource management 

through upgrading employees’ skills, ensuring employee welfare and benefits are paid accordingly, career advancement, 
training and support will help the company sustain (Gaither & Frazier, 1999). The operations management of an 
organization also helps the resilience of the organization through improvement in service quality, enhancement of 
production and services strategy, customizing the products and process-focused operations, embrace competitiveness and 
rapid deliveries which will contribute to long-term sustainability success (Gaither & Frazier, 1999). It has been challenging 
for an organization to be resilient and develop tools to support their organization, however, the role of the government in 
assisting organization facing through the crises and challenges is also important and needs an evaluation of its impact on 
organizational resilience and sustainability (Martens, Cho & Loucks, 2010). It is hoped that this study can examine the 
effects of supply chain management, operations management and strategic human resource management on organizational 
resilience assisted by government support initiatives through budgetary response that enables the corporate sustainability 

of an organization to be achieved. 

 
Numerous researches been conducted on how to build organizational resilience (Linnenluecke & Griffiths, 2012), suggesting the 

framework for resilience (Limnios et al, 2014), evaluation of organizational resilience capacity (Aleksic et al, 2013), benefits of 

organizational resilience (Ortiz-de-Mandojana and Bansal, 2016), antecedents of organizational resilience (Pal et al, 2014), 

strategic management of organizational resilience (Annarelli & Nonino, 2016) and measuring organizational resilience (Somers, 

2009). Stephenson et al. (2010) viewed the organizational resilience crisis is not only limited to recession, natural disasters, 

pandemic disease but also affected from financial crises, supply chain failures, industrial accidents, operational and product 

manufacturing errors and even human resource issues. Kantur & Say (2015) in their studies found that the focus should be given 

on the impact of other organizational variables on organizational resilience in order to enhance the ability of an organization to 

succeed. Following this trend, this research is focusing on the factors that influence the resilience of an organization and its impact 

on corporate sustainability. 
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Government Initiatives 

Apart from focusing on the organizational specific capabilities and their impact on organizational resilience, this study also looks 

at whether the role of external support can help strengthen organizational sustainability. According to Keats & Heat (1988), 

organizational strategies and actions attempt to address the impact of crises is interrelated with organizations’ capabilities to plan 

and adapt to change and relies on support from within organization (internal) and outside organization (external). Stakeholder 

approach is a topic that is gaining ground for study and needs to be given special focus in helping the resilience of an organization 

(Hanno, Kim & Patrick, 2016). The government as one of the stakeholders plays a very important role in helping organizations 

survive when faced with a crisis because it is the government that will control all business activities through policy and regulations 

(Glaesser, 2003). Therefore, the role of government in helping the resilience of the organization through external assistance and 

support such as budgetary responses to the organization to be resilient during the crisis must be studied its impact on the 

sustainability of the organization. 

 

This study places corporate sustainability as a dependent variable that influence by the organizational resilience. The resilience of 

an organization will be tested when faced with crises and sudden changes that will eventually cause significant changes to the 

economy as well as another side effects to an organization such as job losses, income reduction and even fall in demand (William 

& Balaz, 2015) itself and on sustainability. Sustainability is one of the main targets of an organizational resilience and to achieve 

that an organization needs to change according to the current situation, provide improvements in order to be more competitive and 

able to meet the needs of customers and their fast-changing needs (Urban & Naido, 2012).  

 

PROBLEM STATEMENT 

 

Kuay & Muthuveloo (2021) stated that organizational capability helps to create the organizational processes and structures needed 

to form strategic agility so that the organization's journey takes place well. The organization's ability to scan internal and external 

strengths and increase awareness to seize business opportunities and improve performance. Effective supply chain orientation that 

can be implemented both structurally and strategically that can provide a positive impact on the organization's operations as well 

as the performance of return on assets (ROA) and return on sales (ROS) (Gligor et al, 2022). 

 
The study on sustainability have been discussed over the last three decades to address challenges (Galvani et al, 2020). 
However, a sustainability of tourism industry is not widely discussed (Benjamin et al, 2020). Slow adaptation, lack of 
knowledge and ignorance by tourism operators is the main challenge in Malaysia tourism development (Hamzah, 2020). 
Covid19 pandemic can possibly teach us the important of understanding the sustainability process that strongly related to 
the environment, human health, and culture (Galvani et al, 2020). Therefore, this study focusses on how organizational 
resilient with the government initiatives will be able to ensure sustainability of travel agency in the future even though 
facing the crisis. The rationale for this study on organizational resilience needs to be studied in more depth especially what 
are the other factors that support an organization to be more resilient when faced with crises and environmental changes.  
 
Resilience can be described as a capacity that can be enhanced and it occurs in a dynamic process in response to trigger events or 

a process emphasizes the appraisal of feedback and experiences with adaptation by individuals adapt in dealing with the risk of 

environment (Liu, Cooper & Tarba, 2019). The transformation of the negativities into opportunities by going beyond protecting 

an organization's current situation in the face of negative situations.(Sezen-Gültekin & Argon, 2020). Resilience is essential for 

organizations to adapt in crisis environments to survive, recover and grow (Torres, Marshall & Sidnor, 2019) as well as achieve 

competitive advantage to remain sustainable. Duchek (2020) states that organizations need to develop resilience to adapt to 

unexpected events and overcome challenges that arise. 

 

The government has become an important player in ensuring the durability and sustainability of tourism organizations. (Bai & 

Ran, 2022). The rise and fall of tourism is closely related to the government's strict or relaxed travel policies, which affect 

destination atmosphere, tourists' risk perception and travel confidence. 

 
Thus, this study will look at the extent to which the combination of these elements has an impact on organizational resilient 
in addition to making government initiatives as a moderator that will be a catalyst for organizational resilient as well as 
see the impact on the sustainability of an organization. This study is important to prove that the management of these 
elements is also a factor that influences organizational resilient and with the support of government initiatives, a company 
is able to sustain. This study has great potential to be implemented which will eventually provide new findings that each of 
the variables used has an impact on the main topic of this study which is organizational resilient. 
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CONCEPTUAL FRAMEWORK AND HYPOTHESIS DEVELOPMENT 

Figure 1: The conceptual framework 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 
 
H1a: Supply Chain Orientation has a positive impact on Organizational Sustainability. 

H1b: Human Resource Flexibility has a positive impact on Organizational Sustainability. 

H1c: Organizational Innovation has a positive impact on Organizational Sustainability 

H2a: Organizational Resilience (OR) positively mediates the relationship between Supply Chain Orientation (SCO) and 

Organizational Sustainability (OS) 

H2b: Organizational Resilience (OR) positively mediates the relationship between Supply Chain Orientation (SCO)  and 

Organizational Sustainability (OS) 

H2c: Organizational Resilience (OR) positively mediates the relationship between Supply Chain Orientation (SCO)  and 

Organizational Sustainability (OS) 

H3:  Higher level of Government Initiatives positively moderates the relationship between  Organizational Resilience and 

Organizational Sustainability 

 
METHODOLOGY 

 
Research Design 
The research framework proposed in this study requires a large sample in order to make some degree of generalization in 
the findings, and survey design is known to be the best method for studying and describing large populations. Survey 
research is a method of gathering data from respondents that is assumed to be representative of the population, and the 
instrument used is composed of structured or open-ended items. The main advantage of using the questionnaire survey is 
the ability to pool information from a large sample over a relatively short period of time. This study employed a structured 

questionnaire via a cross-sectional strategy. Items were adapted based on an intensive search of the literature to certify reliability 

and validity. 

 

Sampling 

This research focuses on a sample of 500 travel agencies from West Malaysia, which was based on a list of companies 
provided by the Malaysian Association of Tour & Travel Agents (MATTA) a registered association that work closely with 
Ministry of Tourism & Culture (MOTAC) and Malaysian Tourism Promotion Board (MTPB). These agencies licensed under 
Ministry of Tourism & Culture (MOTAC) and running the operations of inbounds, outbound and ticketing. These agencies 
are active members of MATTA and highly impacted due to the Covid-19 outbreak. This study applied a proportionate simple 

random sampling technique due to the homogeneity of the sampling characteristics. The sampling frame was developed based on 

directories that are available on for the companies provided by the Malaysian Association of Tour & Travel Agents (MATTA). 

The researcher aims to use drop-off and pick-up methods in distributing the questionnaires and targeting more than 50 
per cent will be responding. 
 

Data Collection  
The questionnaire will be focusing on the relationship of tour operations management (TOM), supply chain management 
(SCM) and human resource management (HRM) with the organizational resilience (OR). The questionnaire will further 
examine the impact of organizational resilience (OR) enhanced by the government initiatives (GI) on the corporate 
sustainability (CS). By having a close contact with the owners of travel agencies, they can provide an accurate picture of the 
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impact of Covid19 on their business and encourage them to provide more honest answers that will increase the reliability 
of the results. The questionnaire will be developed according to the variables by referring to the previous researches.  
 
Analysis 
The collected data were analysed using the Structural equation model (SEM) by Analysis of Moment Structure (AMOS) 

technique. This analysis method was used due to the explanatory nature of the study and the fact that it is able to test the model 

concurrently. To analyse the data, a two-step approach was used (Anderson & Gerbing, 1988). In the first step, using the 

measurement model, the validity and reliability of the variables were investigated. In the second step, the hypotheses were tested. 

 

CONCLUSIONS 

 

Even though this a conceptual paper, it is anticipated that the content will help contribute to supplement literatures and for the 

reference of researchers as well as a significant impact to all the educators, learning institution, tourism industry and the ministry 

as policy makers regarding the corporate sustainability of Malaysia’s travel agencies upon fully completing the research. The focus 

of this study is to examine the impact of Covid-19 outbreak on the tourism industry specifically travel agencies in Malaysia whether 

they are able to sustain their businesses during turbulence.  This study aimed to examine the relationship between organizational 
resilience and its impact on corporate sustainability in the travel agencies in Malaysia and also at how government 
initiatives moderate the relationship of organizational resilience and corporate sustainability. Furthermore, the 

findings provide a gateway to the study of the relationship between the variables proposed and the challenges to sustain in the 

tourism industry. 
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