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Task 1: Problem Identification
Founded in 2013, Inqaz Travel & Tour have offices in Kuala Lumpur, Kelantan and Sabah. After observing the organization, I found that the company offers both travel services (inbound and outbound) and the primary service offered by the company is travel package for Umrah and Hajj. It also has other destinations like Beijing, Indonesia, Vietnam, Korea, Turkiye and Kashmir. The company employes less than 10 persons, but it has a network of around 15 mutawwif to promote its packages and to accompany pilgrims, in addition to agents at various locations. This allows the company to provide service to its customers with a relatively low number of employees within its walls. 
Before starting to write this report, I made an intial interview with an employee of the business via the Internet to gain insight into the business and the issues that they encounter. I identified a number of operational challenges from the interview, such as stay on schedules, explaining differences between packages and prices, fluctuating supplier prices, cancellation, high demands in peak season, securing flights and hotel bookings, customers changes, a high number of enquiries, staffing requirements and marketing. The findings gave me insight in the fact that the problem being examined had emerged directly from the business experiences and challenges and not just based upon assumptions.
The major issue highlights is the need for Inqaz to coordinate the provision of the complex Umrah travel service with minimal internal staff and external suppliers, mutawwif, agents and other partners. If the demand is high, the supplier prices may also rise and the package price may change due to an increase in enquiries, and reduced availability of flights and hotels. This has made it important for the staff to clearly communicate these changes with other responsibilities and inquiries from customers. 
These are operating issues that can impact on cost control, meeting deadlines, communication with customers, consistency of service and package availability. They can also add to employee workload and affect customer satisfaction. This is especially crucial as repeat customers are a major component of the business. Thus, the quality of the service and its coordination is vital to hold on to customers and ensure smooth running of the business.
[image: ]  Figure 1.0: Inqaz Travel & Tour’s Company Logo
 [image: ] Figure 2.0: Pilgrims preparing for departures to perform Umrah
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Task 2 : Literature Exploration Using Generative AI

Prompt 1: 
“Identify the important academic terms and concepts associated with potential implementation challenges in small Islamic / religious-tourism travel agencies (Haj/Umrah), such as seasonality, supplier coordination, price fluctuations, digital adoption and complaint handling. Summarise the main findings from recent peer-reviewed literature.”
Generative AI Output 1: 
Operations management literature frames a travel agency’s difficulties around several recurring constructs. “Operational challenges” in Hajj/Umrah-focused agencies commonly include: (1) demand seasonality – a well documented tourism phenomenon in which peak-period demand concentration strains staffing, supply capacity and service quality, which off-peak period leave resources underused (Ruggieri and Platania, 2024); (2) supplier and distribution coordination — travel agencies sit between multiple upstream suppliers (airlines, hotels, ground handlers, visa authorities) accessed through GDS platforms, bedbanks or direct contracts, with each additional link adding risk of miscommunication, price changes, and cancellation exposure (Jevtić, Tomić and Leković, 2021); (3) price volatility — airline and hotel rates fluctuate close to departure, and short booking windows make demand forecasting and resource planning difficult for small operators (Su and Ha, 2025); (4) digital adoption gaps — small travel agencies often lag in digital marketing and process automation relative to larger players, despite digital tools' potential to improve efficiency, even though customer-facing service is frequently seen as needing a "human touch" that automation cannot fully replace (Sharma, Sharma and Chaudhary, 2020); and (5) complaint handling / service recovery — how promptly and fairly a firm resolves a service failure strongly predicts whether a dissatisfied customer stays loyal or churns (Jevtić, Tomić and Leković, 2021). In the specific context of Malaysian Hajj/Umrah agencies, research also highlights consumer-protection concerns, logistics coordination failures (e.g., flight delays, luggage overweight), and a continuing reliance on traditional service models (the mutawif/tour-guide system) rather than digitally-enabled alternatives (Farahiyah Izni W Abd Rahman and Ahamat, 2018; Saad et al., 2024)).
Prompt 2: 
“Based on this terminology, propose a precise problem definition for the operational challenges of a Kuala Lumpur-based Umrah/Hajj travel agency.”
Generative AI Output 2: 
Problem definition: The operational challenges of a small Kuala Lumpur travel agency specialising in Hajj and Umrah can be defined as the recurring difficulties that arise when seasonal demand spikes, price-volatile airline and hotel supply, multi-party supplier coordination, and rising customer service expectations converge within a compressed, calendar-driven booking window — collectively constraining the agency's ability to deliver consistently priced, reliably scheduled, and satisfactorily resolved pilgrimage travel services.
I selected this problem definition because it is similar to the problem statement that was identified in my initial interview with an Inqaz representative. The themes that I have highlighted are seasonality, supplier coordination, price volatility, customer service and complaint management, operational capacity, and digital adoption. All these themes can apply to the agency’s experience, especially when there is high demand for travel for Umrah and flights which means flights and hotels are harder to book during this period. The employee also noted that prices for suppliers can fluctuate and committing to pricing upfront places demands on the financial resources. Meanwhile, employees are expected to be able to answer lots of inquires, deal with customer changes, clarity package details, and with complaints. I thoroughly checked the AI-generated information provided. I verify each academic statement and compared it with a real, retrievable source which is identified in my resources. I then restricted the AI’s wider themes to these 5, as they are most relevant to the literature and the evidence I collected during interviews which was specific to Inqaz. 



Task 3: Developing a Research Question and Research Approach Using Generative AI

Prompt 1:
Suggest a feasible undergraduate research question and research approach for investigating operational challenges at a small Kuala Lumpur travel agency specializing in Hajj/Umrah (Inqaz Travel & Tour), where the researcher already has direct access to the agency.
Generative AI Output: 
Research Question: “What are the key operational challenges faced by Inqaz Travel & Tour in Kuala Lumpur, and how does the agency address these challenges?”
Suggested Research Approach: A qualitative, single-case study design is appropriate given the researcher’s direct access to one named agency. Data collection through semi-structured interviews with agency staff will provide in depth exploration of lived operational experience, while remaining realistic in scope and time for a final-year project. Thematic analysis of interview transcripts – coding responses into categories such as pricing/supplier risk, seasonality, customer communication, and technology adoption – would let the researcher build a structured picture of challenges and Inqaz Travel’s coping responses, without requiring large-sample survey access that would be impractical for a single SME.
There were 3 research questions that was provided and I select this RQ because it is directly related to the reality of operational situation at Inqaz Travel as opposed to a general issue in the travel industry. The question is also viable because I have direct access to the organization and have spoken to an employee about the organization already. This allows me to get information that is relevant to what is happening with the agency without having to get a lot of outside respondents to give me the information. The first half of the question, regarding operational challenges, invites me to explore issues that arose in the interview, like the change in prices by suppliers, availability of flights and hotels, customer enquiries, cancellations, and staffing. Whereby, for the second part of the questions I asked on how does travel agency solves these challenges – in this section I am able to explore what measures the business take, such as insurance, no-refund policy, early price locking, and those who are responsible for dealing with the enquiries from customers. Hence, the research question is not only to identify the problems but it also looks at the business’ reaction to problems.
I chose a qualitative single case study design as my research interest is to gain a deep understanding of one organization. If the gathering of a larger sample is required, a quantitative approach is not appropriate for exploring the experiences, decision making process, and coping strategies of a small travel agency. But semi-structured interviews allow for further questions if questions come up that are not in the original guide. The interview data will be analyzed thematically using a method which will create themes from the issues that are recurring in the interviews across relevant themes such as supplier coordination, seasonality, pricing, communication with customers, staffing and coping strategies. In order to make the findings more reliable and valid, I will not only use one employee’s information. I will validate the information from the interview with relevant publicly available information, such as MOTAC and Tribunal for Consumer Claims information on complaints relating to Umrah. I can do this so that I can observe if the agency’s experience matches with the general evidence and help develop a more valid perspective of their operating pressures. 



Task 4: Summary Research Proposal
1. Research Question 
What are key operational challenges faced by Inqaz Travel & Tour in Kuala Lumpur, and how does the agency address these challenges?
2. Definition of Key Terms
Operational challenges are the problems that occur during planning, coordination and delivery of travel services during Hajj/Umrah in this study. These include logistics problems like delays in flights, coordination problems and pilgrim complaints in Malaysia (Saad et al., 2024).
Seasonality is when tourists are concentrated in specific time periods and experience high and low demand levels during these periods. This focus can put a strain on resources and operational planning during high demand times (Ruggieri and Platania, 2024). 
Service recovery and complaint handling is the process of the travel agency’s response to service failures and/or customer dissatisfaction. Effective handling is the agency’s and customer’s ‘trial and error’ to attempt to solve the problem and bring about a satisfactory service experience (Jevtić, Tomić and Leković, 2021).
3. Justification of the Research Question 
I use the word ‘key’ operational challenges because I am not looking to cover every challenge that comes up in a study, I am looking at the main challenges that are found frequently and are the most significant. After a preliminary interview, the main concerns are: pricing volatility, seasonality of demand, dealing with suppliers, communicating with customers and capacity of staff. The words used, therefore, maintain a focus and realism for the research in the time and resources available. The second half of the research question, “how does the agency respond to these challenges?”, is also crucial as it could lead to a one-sided and negative evaluation of the business. The inclusion of the agency’s responses enables me to look at the actual coping measures implemented by the agency (early price lock, use of insurance structures, no refund policy, dedicated enquiry team etc.). This makes the study well-rounded and helps it to have some practicality, instead of just picking holes in the organization. 
4. Research Design 
The design of my study will be a qualitative single case study, in which Inqaz Travel & Tour will be the single case. This is appropriate as a means of gaining insight into the ways and why a specific agency operates under stress and responds. Using a qualitative approach, I can gain in-depth insights into how employees make decisions, cope, and experience the situation that a quantitative survey might not be able to capture. The study is concerned with one small travel agency so getting a large sample for statistical analysis would be unnecessary and impractical. 
Semi-structured interview is my main data collection technique. I have already been interviewed by an agency employee online, this will be my pilot and main source to help me identify main issues with operations. I would like to propose that one of two more interviews take place with employees who have varying roles to provide further strength to the study, one is customer service and in supplier coordination. This would enable me to have a comparison of perspectives within the organization, not just relying solely on one employee’s experience. 
5. Reliability and Validity
One of the drawbacks of the study is that it only used one informant, which could give a biased picture of the operations of the organization. In order to minimize this limitation, I will employ member checking by providing a summary or interpretation of the results of the interview with the member and then ask them to check whether they are being understood correctly. Triangulation will also be conducted by crosschecking the interview results with secondary data such as Malaysian news reports on consumer complaints related to Umrah and information on Umrah provided by the Ministry of Tourism, Arts and Culture (MOTAC). MOTAC also offers special guidelines for the licensing and management of Umrah operators; and the present materials emphasize the need for professional and ethical Umrah management. This comparison will help to establish if the problems encountered at Inqaz are linked to general problems reported in Umrah sector in Malaysia. 

6. Data Collection and Access
I have a personal link with the organization and that has enabled me to make the initial interview and gather relevant information about its operations. Access has already been achieved, making the risk of not being able to recruit participants relatively low. Nevertheless, I will follow basic research-ethics principles. Participants will be provided with information about the study and give informed consent before taking part. I will, if needed, keep their identity confidential by using their job title, rather than their full name. It will also be explained that any participant can refuse to answer any question of which he or she is not comfortable. 
7. Realistic Scope
This study is structured as a localized, single-case examination of a travel agency in Kuala Lumpur that specializes in Umrah and Hajj. The aim is not to assert that the results reflect all Malaysian travel agencies, but to create a comprehensive understanding of how operational difficulties are encountered and handled within a single organization. This narrow focus is suitable as it aligns with the available access, time, and resources of the research initiative. Consequently, the results cannot be statistically generalized to other organizations; however, this is a recognized limitation of case-study research. Rather, the significance of the research resides in offering a thorough and context-oriented description of Inqaz Travel & Tour and its operational reactions. 
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 Figure 4.0: Preliminary Online Interview with Inqaz’s employee - Aisyah


Task 5 : Video Presentation of Research Proposal
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Figure 5.0 : Presentation Slides

Presentation Video Link: 
· https://drive.google.com/file/d/14tEGWg-4vtSOfCIRSLsHOSuh1ueV_nVD/view?usp=sharing


Task 6 : Gibbs Reflective Cycle
[image: ]
Figure 6.0 : Gibbs Reflective Cycle
1. Description
I have chosen to study Inqaz Travel & Tour for this assignment because I have worked there part-time and have some experience on how the company operates. This provided me with the opportunity to see the company from both an employee and a student standpoint. First of all, I identified the main operational problems that the company was facing. Then I had an online preliminary interview with an employee. The interview helped me to understand issues such as changes in supplier prices, peak season demand, flight and hotel availability, customer inquiries, cancellations, and staffing. I also used AI to help me identify academic concepts, develop my research question, and suggest a research approach. Finally, I prepared a five-slide presentation and developed research design. 
2. Feelings 
In the beginning, I thought that knowing the company from before would make the assignment easier. That was true – my past experience helped me get a handle on things faster. Then I realized I had to keep my personal views apart from real data and research. As a Human Resource on-going student my way of seeing problems changed. Instead of just focusing on what the company was doing, I started thinking about what I would do if I oversaw managing employees and fixing these issues. I also used AI during this process. It was helpful for coming up with ideas but I often do feel worried whether the facts and sources it gave were trustworthy. That made me more cautious. I started checking everything myself instead of trusting AI Generative completely. 
3. Evaluation 
When I was working at Inqaz, I had gained multiple skills and new knowledge. As I was already familiar with some of the daily activities, so I could understand the interview responses more easily and ask more relevant questions. Through the interview, it boosted my confidence in communicating with the employee and collecting information. However, verifying AI-generated sources was challenging because some of the information needed to be checked against actual academic sources. Although this took more time, it taught me that I should not treat an AI response as automatically accurate. 
4. Analysis 
My experience as a part-time employee allowed me to reflect on the operational problems from an HR perspective. For instance, when customer enquiries increase during peak seasons, I can see how this could increase employee workload and create pressure on service quality. If I were working as an HR officer or manager, I would consider strategies such as workload planning, proper task delegation, staff scheduling, training, performance monitoring and clear communication channels. I would also recommend cross-training employees so that more than one person is able to handle important tasks during busy periods. These assignments helped me connect what I have learned in Human Resource with an actual workplace rather than only understanding these concepts from textbooks. 
5. Conclusion
Reflecting, I would have organized my interview findings and academic sources earlier. I also would have prepared more structures of interview questions based on Human Resource concepts I have learned. Nevertheless, the assignment gave me more confidence in interviewing, asking questions, and collecting primary data. More importantly, it showed me that my previous work experience can be useful when conducting research, if I remain objective and do not assume that my own experience represents the entire organization. 
6. Action Plan 
For my future dissertation, I will make use of my experience at Inqaz Travel as a starting point but will collect evidence systematically rather than relying on personal observations. I plan to conduct interviews with people in different roles so that I can compare perspectives and reduce bias. I will also use AI mainly for brainstorming and organizing ideas, while personally checking academic sources and important claims. As an HR student, I want to apply strategies such as workforce planning, employee training, workload management, delegation, and communication when analyzing organizational problems. This experience has also increased my confidence in conducting research and communicating with peers. Since I intend to develop my career in Malaysia, particularly in Kuala Lumpur, I believe that understanding real workplace challenges will help me become more practical and effective in my future professional role. 
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. What are the main operational difficulties you experience in your day-to-day work?
2. What challenges do you face when managing customer enquiries and bookings?
. What problems commonly occur when coordinating with airlines, hotels or other travel
suppliers?
How do cancellations, changes and last-minute requests affect your operations?
5. Are there particular periods, such as school holidays or peak travel seasons, when
operational problems become more difficult?
. What challenges do you face when dealing with customer complaints or changing
customer requirements?
How does the agency manage a high volume of customer enquiries?
8. What operational problems have been caused or reduced by the use of digital
technology?
How does the agency currently respond to its most significant operational challenges?
. What improvements do you think would help the agency operate more effectively?
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