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The presence of the COVID-19 pandemic has brought about an unusual global change. The
impact of COVID-19 is not only limited to the health and social sectors, but also disrupts the
global economy, including the hotel industry. This study aims to determine the effect of
readiness to change, technology adoption and organizational culture that affect the intention
to stay on hotel employees in Indonesia. This study uses a quantitative explanatory approach,
namely research based on a theory or hypothesis that will be used to test a phenomenon that
occurs. The population in this study were employees working in the hotel sector in Indonesia.
A total of 207 employees were used as respondents in this study based on predetermined
criteria. Data collection was carried out by online survey with 5 Likert scales. The results of
the study indicate that readiness to change and organizational culture have a positive effect on
the intention to stay, but the application of technology has a positive but not significant effect.
While organizational culture mediates the effect of readiness to change into the intention to
stay, the use of technology cannot mediate the relationship both. This means that the presence
or absence of technology implementation does not affect an employee to stay in the company.
These findings provide practical implications for hotel managers in making managerial

decisions.

1. INTRODUCTION

With the emergence of the COVID-19 outbreak at the end
of 2019, the world is facing unprecedented challenges.
COVID-19 has become a global pandemic which has had a
huge impact. The impact of COVID-19 is not only limited to
the health and social sectors but has also disrupted the global
economy. Many countries face significant economic
contractions, with the industrial, tourism, and travel sectors
being the worst hit. Many service companies were forced to
lay off workers or go bankrupt, while millions of people lost
their livelihoods. Hotel service managers also feel this is in
accordance with government regulations that close tourism,
activism activities, and overcrowding [1]. This policy means
that the management of the hotel service industry will
inevitably survive and continue to operate with extraordinary
changes. This change is marked by the organization's
readiness to adapt to situations and conditions. This
adjustment requires time and energy as well as resistance from
existing resources. For employees who can accept change,
they choose to stay for various reasons, whereas employees
who are not willing and able to accept change choose to leave
the company [2].

Companies do many ways to keep their employees
persistent and loyal to the company. This makes it a challenge
for management to implement the right strategy to provide
benefits, among others. Starting from changing the
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organizational culture that they have emphasized at the
beginning. This organizational culture includes the values,
norms, beliefs, and practices contained within an organization
[3]. For example, an employee is allowed to work remotely
(teleworking) due to changes that are required to avoid crowds
and physical contact with other employees [4]. This was
welcomed positively by employees, they considered the
flexibility and freedom provided by the company to continue
working [5].

Another thing that organizations can do to retain employees
to continue working is the use of technology. Adopting
technology is considered to be something that an organization
needs to do in times of uncertainty regarding the changes that
are occurring [6]. Employees are required to be ready to
change supported by technology [7]. McCarthy et al. [8]
revealed that by adopting existing technology, employees are
helped to complete their duties and feel comfortable with the
work environment conditions even though they are required to
be ready to change. Furthermore, Carvalho and d’Angelo [9]
explained that utilizing technology such as remote work makes
it easier for employees to continue working, and this provides
benefits for employees.

Currently, post-COVID pandemic conditions are
experiencing operational adjustments and visitor requests such
as: guaranteeing health protocols with tourists tending to
choose destinations that offer security, cleanliness, and
privacy, the use of mobile applications for check-in/check-out,


https://orcid.org/0000-0002-8177-0853
https://orcid.org/0000-0003-4186-5986
https://crossmark.crossref.org/dialog/?doi=https://doi.org/10.18280/ijsdp.190935&domain=pdf

contactless services, and digital payment systems are
becoming increasingly common. Based on the explanation that
the researcher has expressed, this study aims to reveal the
readiness to change, adoption of technology and
organizational culture that influence an employee to remain in
a company in the hospitality services sector in Indonesia.

2. BACKGROUND AND HYPOTHESIS

When carrying out work activities, an employee is required
to always be ready to accept existing changes. Sometimes
changes within an organization have pros and cons. If
employees are not ready to accept change then they have to
leave the organization and look for another organization that
they consider suitable. However, some employees choose to
stay for various reasons and are starting to accept and follow
the existing changes [10]. Readiness to change is the extent to
which an individual is or is cognitively inclined to accept,
embrace, and adopt a particular plan to change status
intentionally [11].

When an organization's readiness for change is high, experts
argue, organizational members invest more in the change
effort, expend greater effort in the change process, and
demonstrate greater persistence in the face of obstacles or
setbacks all of which contribute to more successful change
implementation [12]. Persisting to continue contributing and
developing a career in the organization is a success that the
organization feels with change. Intent to remain refers to an
employee's desire to remain in the organization, realizing their
decision after careful consideration [13]. Based on this
explanation, the researcher formulated the following
hypothesis:

H1: readiness to change influences the intention to stay

Along with current globalization, both organizations and
resources are required to keep up with existing changes. It is
known that change occurs so quickly because it adapts to
existing social conditions and dynamics. Readiness to accept
change is something that is a challenge for organizations,
including the employees who work in them [5]. Several
literature studies explain that readiness to change is interpreted
as employees' belief that they can implement the proposed
change (self-efficacy), the change is appropriate for the
organization, the leader is committed to the change, and this
change will provide benefits for the members of the
organization [2, 14]. One step that organizations can take to
face change is to adopt existing technology [15]. Adopting
technology is defined as applying existing technology by
adapting to needs to solve problems faced by the organization
[16]. Based on this explanation, the researcher formulated the
following hypothesis:

H2: readiness to change influences technology adoption

The relationship between readiness to change and
organizational culture is very important in facing an era of
rapid change caused by technological developments.
Organizational culture reflects the values, norms, and beliefs
that guide the actions and behavior of individuals in an
organization. Readiness for change, on the other hand,
includes the ability and willingness of individuals and
organizations to face change and adapt to it quickly. Readiness
to change requires an open attitude towards change, the ability
to learn and adapt quickly, and a readiness to overcome
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obstacles and challenges that arise during the change process.
An organizational culture that encourages and supports
readiness for change will create an environment that facilitates
innovation, collaboration, and improved performance [17].

Organizational cultures supporting readiness for change
tend to have several characteristics. Furthermore, a culture that
encourages problem-solving, collaboration, and
experimentation will create an environment conducive to
innovation and change [17]. Additionally, a culture that
creates trust, open communication, and support from all levels
of the organization will help individuals and teams to
overcome the uncertainty and fear that often arises during the
change process [2]. Based on this explanation, the researcher
formulated the following hypothesis:

H3: readiness to change influences organizational culture

Organizational culture and the intention to continue
working have a close relationship in the context of the current
world of work. Organizational culture includes the values,
norms, beliefs, and practices found within an organization,
while intent to remain at work refers to an individual's desire
to continue working within the organization [3]. A strong and
positive organizational culture can influence an individual's
intention to remain at work. In a broader context, a positive
and supportive organizational culture can create a work
climate that builds, motivates, and increases individual
attachment to the organization. This can have a positive impact
on individuals' intentions to remain at work, reduce turnover
rates, increase productivity, and create a more stable and
harmonious work environment) [18, 19].

Current advances in technology and information are also
things that make employees stay with the organization. Lee et
al. [20] explain that adopting technology refers to the
acceptance and use of new technology by individuals in the
workplace, while the intention to remain in work includes the
individual's desire to continue contributing and working in the
organization [21]. There are many things that employees can
experience by adopting technology, including increased
efficiency and productivity, opportunities for learning
development, work flexibility and mobility, increased
involvement and engagement, and professional development
[22]. Overall, technology adoption can influence intentions to
remain at work through increased efficiency, development
opportunities, work flexibility, engagement, and professional
development. Organizations that encourage positive
technology adoption and provide support in its use tend to
create innovative and attractive work environments for
employees, which in turn can increase individuals' intentions
to remain employed and contribute to the organization. Based
on this explanation, the researcher formulated the following
hypothesis:

H4: organizational culture influences the intention to stay

H5: technology adoption influences the intention to stay

Readiness to change is an individual's ability which is
defined as an employee in a company or organization in facing
change and being ready to adapt to the existing environment.
This readiness to change has an impact that is sometimes
beyond a leader's expectations in the organization. Some
empirical evidence explains that there are two things that
companies will get when they are ready to change, namely a
high level of employees moving or leaving and taking the
initiative to stay at the company [23]. Readiness to change is
defined as the extent to which an individual is or is cognitively



inclined to accept, embrace, and adopt a particular plan to
change status intentionally [11].

The role of technology is considered to have a good impact
on a person's readiness to change. Having awareness and
dexterity in using technology in business is the first step to
adapting. Readiness for change involves the ability to be
flexible and adaptive to change. Technology is constantly
evolving, and it is often necessary to abandon old methods and
adopt new ones. In this case, having an open attitude and the
ability to learn and master new technologies is very important
[24, 25]. Another thing that underlies someone's ability to
survive despite changes is the culture built by the organization
itself. Studies that have been carried out [18] provide empirical
evidence, that with a strong organizational culture
organizational members feel comfortable and will remain
loyal even though there are things that disrupt the
organizational system itself [26]. Based on this explanation,
the researcher formulated the following hypothesis:

H6: readiness to change influences intention to stay through
technology adoption

H7: readiness to change influences intention to stay through
organizational culture

Based on the explanation of the relationship between
variables, the following is the conceptual framework of this
research, see Figure 1.

Intentionto

Stay

Figure 1. Conceptual framework
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of Research
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Research
Design

3. RESEARCH METHODOLOGY

The research uses an explanatory quantitative approach,
namely research that is based on a theory or hypothesis that
will be used to test a phenomenon that occurs [27]. The main
reason for choosing this type of explanatory research is to test
the proposed hypothesis to explain the influence of the
independent variables (readiness to change, IT Adoption, and
Organizational Culture) on the dependent variable (intention
to stay) either partially or simultaneously. Data was collected
by distributing questionnaires online using a 1-5 Likert scale
measurement. The Likert scale of 1-5 is used to measure
respondents’ attitudes, opinions, or perceptions on a particular
topic. This scale usually ranges from 1 (Strongly Disagree) to
5 (Strongly Agree). To ensure the reliability of the data,
researchers have used a questionnaire instrument that is
distributed using boldly by adopting several studies used as
references. The population in this research are employees in
the hotel services sector. The sample determination in this
study used non-probability because the population size could
not be identified.

As for determining the minimum sample size with variables
<5, the number of samples is 100, while for variables < 7 the
minimum is 150, and for variables > 7 the minimum is 150
until 300 [28]. Readiness to change is measured using 4
indicators, namely: vision clarity, change appropriateness,
change efficacy, and management support adapted by previous
studies [3, 15]. Technology adoption is measured using 3
indicators, namely: technology change, IT knowledge
management, and IT Infrastructure which are adapted from
previous studies [6, 24]. Organizational culture is measured
using 4 indicators adapted from previous study [29] which
consists of involvement, consistency, adaptability, and
mission. For the intention to stay, 2 indicators are used, namely:
thinking to stay and thinking to work which is adapted [21, 30].

This research uses SPSS Version 25 software as a tool for
data processing. Researchers use SPSS Version 25 because
before conducting further analysis, they must first be
convinced that the data to be processed is valid and reliable by
using this application such as instrument testing. Next test the
research model using Partial Least Square (PLS). PLS is also
used to measure the relationship of each indicator with its
construct. To make it easier to conduct this research, the
following are the stages in this research [27], see Figure 2.

Interpretation

Data

collection of Results and

Conclusions

Data analysis

Figure 2. Flowchart of the research methodology

4. RESULTS AND DISCUSSION
4.1 Respondent demography

Based on respondent data collected through an online
questionnaire, 207 respondents met the criteria including
Gender, Age, Last Education, Marital Status, and Length of
Work.

Based on the results of data processing carried out by
researchers, Table 1 shows that the demographics of
respondents in this study are employees who work in the
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service sector, especially in hotel services, with several criteria
including gender, age, highest level of education, length of
service, and marital status. Table 1 shows that the respondents
in this study were dominated by men with an age range of 31-
35 years. This can be interpreted as being in the age range as
being mature and wise in making decisions. The educational
background is dominated by employees who have a bachelor's
degree and have worked for a period of 1 - 3 years. This can
be interpreted as meaning that employees have above average
abilities in completing work and are able to solve the problems
they face and are familiar enough with the company's culture



and work rhythm. Meanwhile, marital status is dominated by
employees with married status. This means that they work and
choose to continue working because of the demands of life and
the need to meet family needs.

Table 1. Respondent demographics

Variable Category Frequency  Percentage %
Sex Male 122 58.93%
Female 85 41.07%
20 — 25 years 45 21.73%
old
26 — 30 years o
Age old 64 30.90%
313 years 78 37.67%
> 36 years old 20 9.67%
High School 15 24.15%
Qualifications Diploma 29 53.14%
S1 105 17.86%
S2 57 4.84%
Less than 1 75 36.23%
year
Experience 1 to less than 90 43.48%
3 years
More than 3 42 20.29%
years
Married 160 77.30%
Marital status Not Married 47 29 70%
yet
Source: own

4.2 Construct validity and reliability test

The Goodness of Fit test on the outer model is carried out
with three measurements, including convergent validity,
discriminant validity, and composite reliability.

4.2.1 Convergent validity

Judging from the outer loading value for each variable. It is
declared valid if the loading value is above 0.5. The test results
are presented as follows, see Table 2:

Table 2. Convergent validity test results

Outer

Variable Indicator Loadin Results
g

vision clarity 0.892 Valid
Readiness to apprf)g??a%Zness 0.878 Valid
Change (RC) change efficacy 0.888 Valid
management support 0.730 Valid
technology change 0.786 Valid

Technology IT knowledge .
Adoption (TA) management 0.836 Valid
IT Infrastructure 0.831 Valid
involvement 0.820 Valid
Organizational consistency 0.868 Valid
Culture (OC) adaptability 0.869 Valid
mission 0.838 Valid
Intention to Stay thinking to stay 0.907 Valid
(1S) thinking to job 0.899 Valid

Source: own
4.2.2 Composite reliability

If the composite reliability value is above 0.7 then the
variable is declared construct reliable. The following are the
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results of reliability measurements (refer to Table 3):

Table 3. Composite reliability test results

. Composite
Variable Reliability Results
Readiness to Change (RC) 0.912 Reliable
Technology Adoption (TA) 0.859 Reliable
Organizational Culture (OC) 0.912 Reliable
Intention to Stay (IS) 0.898 Reliable
Source: own

4.2.3 PLS analysis

PLS testing is carried out in several steps, including the
Goodness-of-Fit model, evaluating the results of the outer
model and inner model. Figure 3 is the result of data
processing using PLS software.
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Figure 3. Data processing results using SmartPLS
Source: own

4.2.4 Goodness of fit model

Each endogenous variable expressed by the R? value
includes:

1. The endogenous variable Technology Adoption (TA) has
a value of 0.582 or 58.2% of Technology Adoption (TA) is
influenced by Readiness to Change (RC).

2. The endogenous variable Organizational Culture (OC)
has a value of 0.529 or 52.9% of Organizational Culture (OC)
is influenced by Readiness to Change (RC).

3. The endogenous variable Intention to Stay (IS) has a
value of 0.618 or 61.8%. Intention to Stay (IS) is influenced
by Readiness to Change (RC), Technology Adoption (TA),
and Organizational Culture (OC).

The predictive relevance value (Q2) can be calculated as
follows:

Q2=1—(1-R12)(1-R22) (1-R32)

Q2=1-(1-0.582)(1-0.529) (1-0.618)

Q2=1-(0.418)(0.471)(0.382)

Q2=1-0.075

Q2=0.925

4.2.5 Outer model

The largest outer loading gives the idea that the indicator for
that variable is dominant. It is concluded that it is significant
if the t-test value is more than 1.96 and the P-value is less than
0.05 (refer to Table 4).



Table 4. Outer model test results

Indicator Outer Loading T-Statistic P-Value Results
RC1 0.892 47.033 0.000 Sig.
RC2 0.878 39.779 0.000 Sig.
RC3 0.888 50.074 0.000 Sig.
RC4 0.730 20.127 0.000 Sig.
TAL 0.786 29.981 0.000 Sig.
TA2 0.839 37.049 0.000 Sig.
TA3 0.831 37.229 0.000 Sig.
0OC1 0.820 31.463 0.000 Sig.
0ocC2 0.868 43.517 0.000 Sig.
0C3 0.869 45.619 0.000 Sig.
0OC4 0.838 34.782 0.000 Sig.

1S1 0.907 52.090 0.000 Sig.
1S2 0.899 52.756 0.000 Sig.
Source: own

4.2.6 Inner model

Testing was carried out with the t-test and P-value on each
path. There are two types of influence, namely direct influence
and indirect influence, see Table 5.

Table 5. Direct and indirect effect test results

T-
Statistic

P

Original -
Value

Sample Results

Description

Readiness to
Change ->
Technology
Adoption
Readiness to
Change ->
Organizational
Culture
Readiness to
Change ->
Intention to Stay
Technology
Adoption ->
Intention to Stay
Organizational
Culture ->
Intention to Stay
Readiness to
Change ->
Technology
Adoption ->
Intention to Stay
Readiness to
Change ->
Organizational
Culture ->
Intention to Stay

0.763 26.315  0.000 Sig.

0.727 24.749 0.00 Sig.

0.160 2.577 0.001 Sig.

0.161 1.834 0.067  Not Sig.

0.523 6.379 0.000 Sig.

0.123 1.819 0.070  Not Sig.

0.380 6.185 0.00 Sig.

Source: own

This research tries to explain the model built by researchers
to measure readiness to change against intention to survive
which is mediated by technology adoption and organizational
culture in hotel services in Indonesia. Based on the hypotheses
proposed in this study, 5 of them were rejected. Based on the
results of data analysis, it was found that hypothesis 1 revealed
that readiness to change has a positive and significant
relationship with the adoption of technology. The results of
these findings indicate that the existence of psychological
processes that an employee has, which are latent in their
abilities, can influence a person in adapting to the use of
technology. This is supported by the findings carried out [31]
state that employee readiness before adopting advanced
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technology has a good impact on workplace sustainability
[15]. What has been done explains that one of the steps that
organizations can take to deal with change is to adopt existing
technology. Previous studies expressed the same thing that
readiness to change has implications for adopting technology
as one of the changes [5, 14].

Hypothesis 2 proposed by the researcher explains that
readiness to change positively and significantly influences
organizational culture. The positive direction shows that the
willingness to change that employees have will have an impact
on improving the organizational culture [2]. Readiness to
change to adapt to existing needs, clarity and responsibility has
an impact on improving organizational culture in companies,
especially in the hotel services sector in Indonesia [32]. In line
with the findings obtained by researchers, the empirical
evidence collected reveals that readiness to change makes
organizational culture better so that the company can achieve
the desired goals [33, 34].

The third hypothesis reveals that readiness to change has a
positive and significant effect on the intention to persist.
Readiness to change is defined as a cognitive state that occurs
when organizational members have positive attitudes, beliefs
and intentions toward the change [35]. The purpose of
readiness to change is as a way to identify members/employees
in the company to make changes for the better, as well as
clarify the consequences of change [36]. Clarity in the process
for making changes is considered important for someone to
survive in the company [37]. The results of this research are in
line with the findings carried out [38]. The clarity and
suitability factors that exist in the company result in someone
choosing to stay in the company or organization.

The fourth hypothesis reveals that technology adoption has
a positive but not significant effect on intention to stay.
Technology adoption refers to the process of accepting,
integrating, and using new technology in a job [8]. Whether or
not there is current technological sophistication does not
guarantee that someone will continue to work. Other things are
more prioritized for an employee to continue working in an
organization/company such as social demands, living needs,
and for married employees they choose to stay because of the
family's economic needs. These findings are different from the
research results [6, 7, 13] which explains that adopting
technology makes it easier for employees to complete tasks.

The fifth hypothesis shows empirical evidence that
organizational culture has a positive and significant effect on
intention to stay. Culture is an important factor for
organizations and their activities [39]. In the literature, many
definitions have been given regarding organizational culture,
each from a different perspective. Overall, organizational
culture generally represents the routine activities that occur
within an organization [37, 40]. The study explains that a good
organizational culture provides good opportunities for
employees to continue working [18, 41]. This is supported by
research conducted [42, 43] revealed that the implementation
of a good and strong culture that is built with the readiness of
all members of the organization within it has a good effect on
employee comfort while working. It can be concluded that the
better the organizational culture, the stronger the intention to
continue working.

The sixth and seventh hypotheses explain the role of
organizational culture and apposition technology as mediating
variables on the influence of readiness to change on the
intention to remain among employees in the hotel sector in
Indonesia. This study provides an interesting fact that



organizational culture can mediate between readiness to
change and intention to persist. This makes organizational
culture play an important role in why employees remain
gradual while the organization guides them to change from
what they usually do [17, 29] explains that the existence of a
strong organizational culture can retain employees to stay for
the continuity of the organization they support. Meanwhile,
the adoption of technology is not able to mediate employees to
remain with the organization when changes are required. The
positive direction shows that there is a good relationship
between readiness to change and technology adoption, even
though it does not have a big impact on employees remaining
in the organization.

5. CONCLUSIONS

Based on the results of the testing and data analysis that
have been carried out, it can be concluded that of the 7
hypotheses proposed by the researcher, 5 hypotheses were
accepted while 2 hypotheses were rejected. The 5 accepted
hypotheses include: readiness to change has a positive effect
on technology adoption, readiness to change has a positive
effect on organizational culture, Intention to survive is
positively influenced by organizational culture, Readiness to
change affects intention to survive, and organizational culture
can mediate the influence of readiness to change on an
employee to remain in the hospitality service in Indonesia.
Meanwhile, there are 2 rejected hypotheses, namely:
technology adoption has no significant effect on intention to
survive and is unable to mediate the influence of readiness to
change on intention to survive. The absence of technology
implementation in companies in the service sector does not
make someone choose to survive. This study focuses on
finding determinants of interest in staying in employees in the
hospitality sector in Indonesia.

After the COVID-19 pandemic, management tried to
change the concept by preparing themselves to change. In this
study, the increasingly sophisticated technology adopted does
not guarantee that employees will remain loyal to the
organization or company. However, the better the
organizational culture is expected to be able to maintain
employees to survive and survive. This study reveals that
when employees can adapt to existing needs, clarity and
responsibility have a stronger impact on their retention
intentions. This study provides several practical implications
for implementing management policies to retain employees to
remain loyal, especially after the COVID-19 pandemic. This
study has limitations, although using a bold questionnaire
distributed through personal networks that can reach all
respondents from all over Indonesia, the answers are
incomplete not explained due to time constraints to achieve
survey completion. Suggestions for future research are
expected for other researchers to collaborate on relevant
variables such as leadership style, uncertainty, and
organizational commitment that are adjusted to the phenomena
and problems faced by the company.
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