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President 's Message

The 2™ Intemational Academic Conferance under the themea *Management Sciences
for Local Sustainable Development™ serves as an important platform for exchanging
knowledee and academic experiences at both national and International levels. The main
oljective is to promote research that can be practically applied for tangible and sustainable
local development. In addition, the conference aims to establish academic collaboration
networks, expand the body of knowledge, and encourade the application of research

outcomes for the benefit of communities and society as a whicle,

This conference has been made possible through strong collaboration from both
domestic and intermational partners, including the Mational Research Council of Thailand
(MRCT), 23 Rajabhat Universities across the country, and four International universitles:
International |slamic University Malaysia (Malaysia), Universitas Islarm Megeri Ar-Raniry Banda
Aceh {Indonesia), Pakuan University (indonesia), and Sylah Kuala University (Indonesia).

A total of 26 academic papers has bheen accepted for presentation, comprising 15
papers from Thailand and 11 papers from international researchers representing five countries:
the United S5tates, China, Taiwan, Indonesia, and Malaysia. These papers cover four main
acadernic  flelds: Business  Admintstration, Econornics. and  Finance, Accounting, and

Cofnirmnurication Arfs.

As the President of the Council of Deans of Faculties of Managerment Scences in
Rajabhat Unieersities natiorwide, | sincerely hope that this conference will be a significant
driving force in applying research-based knowledge to foster development and enhance
education in the field of managernent sciences. By integrating academic perspectives with
sustainaile local development, we amm to empower people in communities with lifelong
learning skills.

Hest Regards,

tAssistant Professor Dr.Phana Dullayaphut)
The President of Council of Managermnent Sclence Deans

of Rajabhat Unbversity of Thalland (MSRT)
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Introduction

The Council of Management Science Deans of Rajabhat Universities of Thailand was
established with a strong vision and mission to drive the advancement and strength of tha
Faculties of Management Sclence in all 38 Rajabhat Universities nationwide. its operations are
aligned with the 20-Year Strategic Plan of Rajabhat Universities for Local Development. The
Councll aims. o promote education and knowledee in management sciences through
acadernic integration with sustainable local development, empowering communities with

lifebong leaming capabilities and propelling Thailand's progress on the global stage.

The Council alzo serves as a central hub for academic and professional collaboration
at both the national and international levels. It aspires to foster entreprenausship and social
innewvation by promoting the exchange of knowledge, culture, and Information, as well as
sharing experiences based on best practices tailored to the strengths and priorities of each
region, This enhances the gquality of education and research in the field of managemeant

science, pushing it to higher levels of excellence.

Moreower, the Counal emphasizes the integration of teaching, learning, and rasearch
activities of bath students and faculty with the actual needs of local communities, It stronely
suppaorts the production of high-guality research and academic work that enriches the
curriculum  across  varous  disciplines, Including  business  administration, accounting,
economics, finance, toursm, Ledistics, and communication, It also encourages innovation and
acadernic creativity among students and staff, ensuring they are well-prepared to meet the

demands of the moderm world effectrely.

The Council priortizes the practical application of research to maximize its iImpact by
integrating research with other unhversity missions under the strategy of "Research and
Inncovation for Local Development.” It strives to develop faculty members into professional
innovators and equip students with innovation competencies. This s achieved through
building strong collaborative networks with sovernment agencies, the private sector, and civil

sociely—leading to sustainable local and societal developrent at the international Level.
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International academic conferences are thus a vital mechanism for promoting the
presentation of research and acadernic ewcellence. These events provide a platform for
lecturers, researchars, scholars, interested indiiduals, and graduate students—bath from
within and outside the university system—to showcase their potential, share their knowledee,
and spark further research creativity. This exchange lays a robust foundation for research that

can truly address regional and national challenges.

On this cccasion, the Council of Management 5cience Deans of Rajabhat Universities
of Thailand, in collaboration with its network of domastic and intermational universitias, will
host the 2nd Intermnational Academic Conference under the theme "Management Sciences for
Local Sustainable Development” on July 23, 2025, in an online format. This significant platform

will bring together researchers, scholars, and participants from Thailland and abroad to

exchange ideas and expariences in management sclences. Leading universities from Malaysia
and Indonesia will serve as co-hosts and contribute to the comprehensive exchange of

academic knowledee at this impactful event.

Implementation Committes
July, 2025
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Tracing Digital Politeness in Ecotourism: A Scoping Review on Gaps, Ethical Dilernmas,
and Future Communication Pathways in Malaysia

"Arina Joharl and Sitl Yullandi Ahmad

Fuilliypah of Sustainable Tounsm and Contermparary Langueses,
Intemationa, [slamic Unrersiby Malaysia

Aorespandng auther, e-mail: aninajn@ium.edu, my

Abstract

The raped adogtion of diital technologies in Malaysia®s tourism sector has transformed the delivery
af scabtoursm expariences. Tools such as mobile applications, virtual guides, and artficial intalligence
systems afe now widely used 1o engage visitors. Howewver, this digital shift often pricntess efficiency and
autormation over culturally respectful communicatizn. In ecotourisrm settings whese local interaction,
envircnmeanial anareness, and cultural sensitivity are essential, the nedlect of ethical cormmunication poses
a significant challznge. This:study explores how digital politeness and comenunicatan ethics are addressed
in the Malaysian ecotouriom context. This study conducted a scoping review of fifteen-scholarly articles
published between 2015 and 2024, employing the Arksey and O'Malley (2005) framework and the
PRISMASCH checkdst to examine pattems, gaps, and practices related to digital communication in toursm,
The review reveals a dominant focus on system functionality and user convenience, with Limeted integation
af lacal politenass norms and athical walues, Tools such as chatkats and mobile platfarme often fail to
reflect the cormmunicative traditions of Malayslan communities. The sbudy concliudes that dightad politeness
must be repositioned as a core ponople In fournem technotogy. 1t recommends the developenent  of
culturally grownded communication framewarks, stakeholder ergagemeant ino design processes. and the
imciusion of ethical training in tourism education. These steps are essenti@al for bullding respectful. and

sustainable ecotourkm experenceas In Malaysia,

Eeywords: Cigital politeness, ecotounsm, ethical communication, scoping eview, and sustainable

CoEMIMAnacaticn

Intraeduction
Cegitalization has radically transformed the global todrism industry, reshaping how tourists plan,
experience, and evaluate ther travel. in Malaysa, the adoption of digital platforms; ranging from mchile

apps and Al chatbots to smart sknage and virtual tourism partals —has accelerated, particudarly noresponse

155
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to the demands of pest-pandemic recovery and the graowing emphasis on sustainability (Akiding £, Harahah,
ki, Muhamnin, A W, Fattah, M. & sniawat], H, 2024; Khamnaeva, M. |, Perkhanow, V. %, & Bashlesva, ML F.,
H02Z; Gan, 5, W, Imversinl, A, & Rega, |, 2018; }. Ecotourism, often hafled as a model of responsible travel,
increas=ngly Integrates these technocdogies to promote enviranmental stewardship, local cammiunity
participation, and cultural hentage preservation (K Shanmugam, M E Rana and 2. Kong, 2024 1slar, M.
5., 202%; lsmad A, Kadir, 5. A 50A Aziz, A0 AL Makshin, W, & Lokman, A M.2016)

However, the foous on technological efficency In tourism tendsto owvershadow deeper Issues of
hwman interaction and communication walues.: In the context of ecotounsm, where interactions betwesn
toeurists, guidk=s, hosts, and local communities are central to the experence (Moraini Rustan et al., 20235,
Salleh, 5 2. & Bushroa, &, R 20220, theare is a growing concermy that digital tools may unintentionally erode
the values of ermpathy, respect, and contextuz] senstivity that underpen sustainable travel (Kassim, E 5.,
Rahim, AL A, Said, M. A Jailani, 5 F A K, Haruddin, H., Murir, B, & Latif, £, A, 2025, Qamruzzaman, Md.,
Z023% Hashid, . M., Adanam, & Zaini, M. R, Ronl, M., & Faisal, 5 [, 205%). While much attention has been
given to the development of digital infrastructures (Wane, R, Wu, T, Wang, ¥, ¥u, F., & Yuan, Q. 2023),
relatively little research has focused an how these tools mediate or transform interpersonal communicatan
in ecotourisme spaces, paricularly - in terns  of politensss, cultusal aporopriateness; and ethical
considerations (Arimbawa, L N, Hendrayant, N, F. M. & Herdawan, |G, T, 2024, Cnen, X, & Yang, H, 2024}
This gag is particularly striking in the Malaysan contest, where communication is deeply rooted n the
cuftural norms of kesantunan (politeress), which shage sooal harmony and hosoitality,

This academic endeavar is driven by the imperative to bridee this kbnowledge gap. ensuring that the
advancement of digital tourien technologies in Malaysiz & accompanied by a robust wnderstanding and
mtegration of culturally =ensitive and polte communication practices. While exsting literature extensively
explares the burgeoning landscape of digital infrastructuwres and their impact on variouws facets of tounsm,
with nmumerous studies detailing technolosical advancements, wser asdoption rates, and economic
mmplicaticns, these remains a notable lacuna conceming the soclo-oultural dimensions of digital nterachons.
Specifically, research has largely overlooked hiow these digital tools either faclitate or hinder the experesson
of politensss and adherence to ethical communecaticn norms within ecotaurism contexts. This qap is
particularly pronounced when considering the oulturally rch envircnment of Malaysia, whene traditicnal
‘kesantunan’ deeply mfluerces mterperssonal cornmunication, yet its digial manifestations in ecotourism
remain underaxplored. This academic erdeavar is thus drtven by the enperative to beidee this knowdedge
fan. ensunng that the advancerment of digital towrkm techrologies in Malaysia is accompanssd by a robast
understandng and ntegration of culturally sensibwve and polite commmunicaton practices. This review
urequely addrecses this specific voed by focusing on digital politeness and ethical cormmunication: in

1E&
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Malavsian ecotourism, offering nowel msights particularly pertinent given the deep cultural roctzs af
'kezantunan’ in the region.

This scoping review aims to map and trace the emergingdandscape of digital politeness and ethical
cormrmunicaticn n Mal aysanecatoursm. By analysing 15 intardisciglinary studies, this study asme fo uncover
the extent to which politensss is considerad in the desien and deplowvmant of digital tourism tools; identhy
the conceptual and practical gaps i current literature; ard peopeose future directions for culturally
grounded, sthically responsible communication frameworks, Thie effort not oaly responds ta the increasing
demand for ethical digital engagement i taurism but also positions Malaysia as a key site for developing

ocally rescnant rmodels of digtal communication inecotourism.

Methodology

This scoping review adopts the methodalogical frame wiork developed by Arzey and O'Malley
[2008), incorporating the PRISAMA-5CR (Frefarred Reporting ibeens for Systermatic Reseews and Meta-Analyssc
Extension for Scoping Feviews) chedklist to ensure transparency and rigour. The reviesw was designed to
map the breadth of scholarly engagement with digital peliteniess and ethical communication in the contest
of ecotoursm in Malayea. & systematic (erature search was corducted across databases mcludng Scopus,
Web of Science, Googlefchalar, and Mydurnal, covering publacations from 2015 to 2024, Keywords and
Boolean strimgs such as "digtal politeness.™ Yethical communication,” *ecotourism,”™ “Malaysa,” *enart
towrlsm,” and “Al In tounsm” were used to identify relevant sources. Additicnal artcles were sourced
thraugh manual refersence fracking and expert consultaticn,

Articles were selected based on the followsng inclusion oieria: 1) relevance to tourism o
ecotoursm in the Malayzan contest, (8] facus on dighal comenunication platforms, toals, or Al technologies,
(i) menton of ethical or culturaily sensitive communication practices, and (iv) peerevewed status
Ewclusion criteria ncluded papers with no clear lnk to communication or those focusing solely on

envircnmental or ecanomac dimensicns of ecotourism without 2 cormmunicative component.

Data Extraction and Analysis

A tatal of 15 articles were included in the final analysis. Dataestraction was carmed owt wsing 8
structured coding sheet that captured key elements such as study objectwes, methods, theoretical
framewoeks, communication strategies, ethical dimenisians, and relevance to digital or ecotounsm practices
Thematic synthess was emploved o dentify recumng patterns, conceptual gaps, and methodologica)

trends across the literature.
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Analytical Framework

Thermatic analyss was guided by the dual lens of digtal communicatan ethics and politeness
theary, especially the frameworks of Browrn and Levinson (198T), and cultueaily groundsd maodels of
kesantunan (palitenass) in the Malay context (Zahid, | and ), Arina, 2018), This allowed for a nuanced reading
af how ethical comnrunication & represented, operationalised, or neglected in current digaal ecotourism
recearch. The mtegraticn of PRISMA-5:R ensured a transparent flowe of the review process, which is further
cupported by the inclusion of a PRISMA flow diagram and & swrmmary analysis matriz provided in
sipplementary materials, Chwerall, this methodological approach enables a2 compeehenshve mapping of
mtesdiscplinary insights and prowvides a2 foundation for identifing gaps, proposing new directions, and

contriouting to culturally recsonant and ethicaily robust communécaticn practices in Malaysian ecotourism.

Findings

Demographic Profile of Reviewsed Articles

Faollowing the Arkzey and O'falley |2005) framewsark and the inclusion catena awtlined abowe, the
scoping review analysed 15 peerreviewed arficles published bebwesn 2016 and 2024, focusing an the
mbersection of digital communication, ethical considerations, and ecotourism practices, particularly wathin
the Malaysian and Southeast Aslan context as seen in Table 1

Table 1: Deragraphsc Prafile of Reviewesd Articles

Aspect Findings

Majoricy betwesn H02F-2024 {11 articles), ndicating a recent suras
of interest post-COMID,

Publication Years

9 artickes focused on Malaysia, 5 on Indonesia, 2 wath
Geagraphical Foous
comparatived ASEAN scope, 1 generaldobal.

Mobdle applications {&), Alfchatirots (3), digital marketng platforms
Fatfarmy/Technology Focused

12}, wirtual tourism tools (2} smart signase (21

Cuantitative (6), Cualitative 15), Miked-method (2],

Research Mathodologies
Bibdimetric/Reweew (2],

Towrists U6), Toursm proveders (8], Folicyfacademic stakehalders
Stakeholder Representation
13}, Local communities (2)

Atotal of 11 out of 15 artickes {7235 were published between 2022 and 2024, reflecting an emergng
trered shaped by post-pandemic recovery and the acceleration of digital tourisen efrastructure. Recent
ctuclies such az Kassim et-al. (2023), Abidin et al, (2024}, Shanmugam et al (2024), and Chan & Yang (2024)

midhcate 2 shift in foous towards srmart tools, Al and ecoloecal behaviour through digital platforms. Earlier
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foundatonal works, such as lsmail et al, (20148) ard Gan et al. (2018}, primarily explored mohile applications
and homestay technology integration, yeat lacked critical engagerment with cemmunication ethice or Local
wallss

The majorty of studies (9 artcles) are stuated in Malaysia le.g, lsmall et al., 2014; Gan et al., 2018,
Facsim et al., 2023; Moraind Rustan et al., 2023; Shanmugam et al., 2024; Radhicl et al., 2023; Salleh & Bushroa,
2032 Damwuzzaman, 2023, Ahidin et al., 2024}, indicating Malaysia’s strategc relevance as a reqonal leader
i smart toursm discourse. Howewer, few studies desply nterogate Llocal commanicative walues such as
kesantunan Melayu, Three articles were set in Indonesia (e.g, Arimbawa etal, 2024d; Islam, 2023, Absdin et
al., 2024} while two adopted comparative ASEAN ar resional perspectives (Khamnasva et al., 2022; Wang et
al., 2023} and only one was global in scope (Altinay et al, 2024). This indicates limited Intercuditural
comparisons and a missed oppartunity to bendhmark Mataysia's cuttural digital engagement against other
ecotalirism destnations

Mobile applications were the dominant technology examined in fiee articles {lmail et 24, 2016,
Gar et al., 2018; Abidin et al., 2029, Wang et al., 2023, Norani Austan et al, 2023). These platfarms are
typically analysed In relation to user navigation, convenlence, and accesshility, with Little attention givan
to their cultural or ethical impact. &l and chatbot technologies appearad in theee articles (altinay et al,
2024, Shanmugam et-al., 2024; Salleh & Bushroa, 2022}, often assessed for automation and efficiency but
rarely for politeness cr buman swarmnth, Virtual tauriem and eco-digtal meda were explored in Chen & Yang
(2024) Islam (2023 and khamnaeva et al. [2022), focusng on behavioural chamge and smart content
delivery. These studies, while techroiogically mnovative, largely overlook the communicatve nuances
reguired for ethica! digital engagerment in sensitive ecotourism settags.

Amang thie reveewed articles, 6 employved quantitatve methods (Rassion et al., 2023, Aledin et al.,
2024; Wang et al, 2023 Qamruzzaman, 2023 Morainl Ruslan et al, 2023 Salleh & Bushroa, 2022), often
rmeasuring satisfaction, digital Iteracy, or behavioural Etent. 5 used gualiative approaches Whan at al. 2018;
Chen & Yang, 2024; Arimbawa et 2l, 2024, slam, 202X3; Rashid et al, 2023), offering more namatie msichts
mto stakeholder perceptions. Moed-metheds were used i Shanmugam et al. (2024} and Albinay et al.
(2024d), while review-based synthess was seen in Khamnaeva et al. (2022) and lsmaill et al. (201468 Despite
this daserzity, few articles deploy critical or nterpretive methods that examine how communication
technologies affect politeress, empathy, or cultural misalignment, leaving such consideratians theoratically
underdeveloped.

Taurists were the dominant stakeholder groupin & articles (Chend Yang, 2024, Kazsim et al. 2023,
Abacdin et al., 202d; \Wang et al, X023, Maoraindi Ruslan et al, 2023 Altinay et al, 202d4), reflectng a
consumencentric maodel of digital tourism where user satsfaction drives systern design, Toursm providens

featured I 4 articles (Arimbawa et al., 2024; Shanmugam <t al., 2024; lemail et al., 2016; Salleh & Bushroa,
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2022 typically in elation to fechnological adoption but not communicative behaviour. Local comimunites
were central in 3 studies (Gan et al, 2018; klam, 2023, Rashid et al, 2023), yet thelr perspectives on digital
poitensass remain underrepresented. Finally, only 2 artcles considered policy or academic perspectives
(Carmruzzaman, 2023 Khamnaswva et al., 2022), leaving a significant gap in strategic or theoretical pasitioning
af ethical digital communication

Collactiely, thews demographlc pattermns reveal a digital toarism discourse that s echnalogcally
achvanced but ethically superfical. The cument foous = overshelmingly on tourist satisfaction, system
usability, and innowvatan metrice. In confrast, values such as empathy, confestual sensitwity, and cultural
polienscs pspecally m the Malaysizn context of kesantunan (polibeness) are sidelined or absent, This
imbalance calls fior a recrientaticn of future research to not cnly desien efficient toels, but also to embed
locally grounded, ethically robust communication frameworks that respect the relational nature of
ecatourism
Thermatic Distribution of Reviewed Articles

The scoping reviesy identifed four key thematic areas aorass the 15 selected aticles (i)
Technological Adopticn and User Experkznce, (8} Ethecal and Responsible Communication, Lil) Envinonmental
ard SocloCultural Sustainabiliby, and (k] Sreart Tourism and Post-Fandemic Innceation. Each thems reflects
different oricrities, assumptions, and blnd spots incurrent digital ecotourism research, The fiilowving section
presents a crtical analysis of theze themes,

Table #: Thematic Distrbuticrn of Reviewsd Articles

Mumber of
Theme Kay Focus Areas
Articles
1.Techrologkcald Usability, saftisfaction, digital literacy l2g, mobile apps, smart
cdoption  anclises 5 platfiorms) - \Wang et al. (2023], 1smal et al. (2014), Khamnaeva et
Experience al. (2022), Noraini Ruslan et al. (2023), and Salleh & Bushroa {2022)
2 Ethical Cultwral  sensitidty, politenssz  stategies, ethical design of
And Responsible 4 communscation - Arenbawa et al (2024}, Chen & Yang (2024}
Cornrmunication Kas=am et al. (2023), and Rashid et al. (3023}
3. Envircnmental Digital mediation aof eco~values, community engagerment, culiural
ard Sociooultusal 3 preservation — Islam (2023}, Gan et al, (2018), and Qamruzzaman
Sustainabfity L2023}
A%mart Tourism
and Rode of digital tools In recowveny, Al usage, marketing ethics — Abidin
PostPandemic ) gt al. (2022), Shanmiugzarm et 21 (2024], and Altinay at al. (2024)
Innaation
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focusing on the design. usability, and adoption of deital toois such a5 mobile applecations, smart sgnage,
and tourism platforms, These studies generaily frame technology as a means to enhance wser satsfaction,
aften relying on metrics such 2: navigation ease, information accessibdity, and interdface responshivensss

Howevesr, this emghasis on functonality owver form tends to neglect the communicative layer
embadded in User mterfaces. For example, while dsol ef al (20108) and Wone et ol C20231 highlighted the
rale of mehile applications in simpldfying toansm planning, they did nat interogate whether these tools
accommadate local language norms, politeness strateges, or relational cues crucal in Malaysian
ecotaurism. The user & viewsd as a passive consamer rather than a participant in- cutturally ermhedoed
communicaticn. As sach, politeness and ethical interacticn are not systematised into dewan, reflecting a
utilitarian model of digtad tourism.

Howeves, this emgphasis on functionality ower form tends to neglect the communicative layer
embadded in user mterfaces. For example, while dsol! ef all (2018 and Wane et ol C20231 highlighted the
role of moblle applications in simpldfying tourism planning, they did naot intemogate whether these tools
accomimodate logal language norms, politensss strategies, or relabional cues crucal in Mataysian
ecotaurisr. The user & viewsd as a passive consamer rather than a participant in- cutturally ermbhedoed
comrmunicaticn, As such, politeress and ethical interacticn are not systematsed into dedan, reflecting a
utilitanan rmodel. of digtad tourism,

For nstance, Chen & Yone {2024 explore how digital media can ewcke eco-empathy and ethical
reflection in tourist behaviour, while Admbawa et al (2029) examine how Lacal tour guides employ dligital
toals inoways that subtly retain cultural norms of respect and hosgitality. Howewver, the scope of these
discussicns remains limited often anecdotal or descriptive with few studies operaticnalising politersss
theory (29, Brown & Levimean) ar grounding findines i local models such as kesamtunan Melayy, This
highlights the need for a mare systematic, theory-informed approach to dsital commmuenicaton in
ecatounsm

Three studbes examined the intersection of digital toursm, ervironmental consciousness, and socio-
cultural praservation, often through the lens of smart tourlsm polacy and eco-digital platfanms. These articles
are commendable for shifting the corversation fromm mere comvenience to sustainabilty and inclusivity, For
example, Gan et al 2018 analysed haow Malaysian homestays integrate digital tools to maintain local
culture while appealing ta modern travellers, and islam (2023 provided a reglonal ovenview of how smart
technologles can suppart both privacy and ervisanmental mtegrity,

Merdarthaless, while environmental values are ernphasised, ethical communcation remains implied
rather than eaplicit. There k often an assumption that promoting ecological awareness autoenatically

ensures espectful engaeement, which may not hold true. The lack of explicit attention to interpersenal
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respect, tone, digtal decosum, and valws framing reveals an analytcal gap betwesn environmenial dasign
and communicatiee practice.

Vihile the fourth theme includes articles that ecamine emserging technoiogies such as Al, chatbots,
ard big data as mechanisms for towim recovery and resiliznce In the wake af COVID-19. The studies show
how Innevation & leveraged to rebufld the tourism sector, Altnoy ef ot (20240 far esxample, explores the
rale of ChatGPT o reshaping customer sersce expenances in tounsm and hospetality.

While techmologically progresshée, thess studies often adopt a solutionist Wogic; assurning that mare
automation equates to better service. Verny little attention & given to the affective or ethical consequences
af these technoiogies.. Questions such as: “Can A replicote poditeness?™, “Do dipitol plotforms enoda or
reinforce hurman wornth?” or "How do users interpret respect In cutomaoted responses?” remain largety
unasked. This reveals a oitical Blind spot in an otherwise Innovaton-driven agenda: the sk of cutbaral
flattening and communication breakdown n the pursult of smart toursm efficiency.

Acrass all four themes, there s an absenvable tensaon between technoiogical advancemant and
communicative sencitivity. While the seviewed studies show considerable mterest In improving digital
mfrastructure, few actively consider the ethical, cuftural, or interpeszonal dynamics that mediate the
ecotourism experience. The mast significant thermatic gap s the ahsence of a unified frameeonk that
ntegrates digital design with politensss strategies, especlally those rooted In local Malavsian or Southeast
Asian traditons. This calis far future ressarch to bridee technoloscal functicrnality with ethical form, emsuring
that cligital politaness s not an aftemthought but 2 foundational element of ecotourdsm nnovation,

Discussion

The thematic findings of His =coning review highisht an imporant yet underssplored intersection
between divital mnovation and odturally grounded commmunication ethics in the Malaysian ecotourism
context. While the reviewed literature reflects impressive progress in terms of techrological adoption ard
mfrastructure  development, the ethical and politeness demenzions of digtal communcation remain
marginal. fragmenied, or treated superficially. This discussion section synthesises the implications of each
theme ard outlines the critical, gapes that demand schiclarly and gractical attention

& majority of studies (e.g, small af ol, 2016 Wang ot al., 2023 Narginl Ruslan et al., 2023] centre
thes discussion onousabdity, acceschility, ard digital infrastructure. Whike these aspects are essential for
tourist satisfaction and cperational efficsency, they reflect a2 technocentns Llens that inadvertently sidelines
the sock-cultural realities of digital Interactica.. In ecatounism, communicatan & not |ust transactional; it is
relagtional and valueladen. The sbserce of politeness strategies, interpersonal warmbh, orcontestual cuss
I mobile and A interfaces suggests that digital desion i still rooted in Western paradignms of efficency and
neutrality, rather than local traditions of kesantunon or mutual respect,
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Decpite the inosased mbegration of smart toois like Al chatbots and Sourizm bots [eg,, Alfnay at
al, 202 Shanmugam et ql, 2024} anly a handful of articles (Chen & Yone, 2029, Anmbowa et ol 2024)

engage directly wath ethical or responzible coenmunication frameworks. These studies poent to the potential
of digital plathorms to mediate watues lke empathy, eco-guilt, or social connection but they stop short of
proposing scalable madels or cultural adaptations fior system design,

There remalins a lack of theorstical engagement with polibensss theory, such as Brown and
Lesvinson’s framework, or culturally ermbedded constructs like Bssantunan Melopw. As a resudl, even well-
intended digital toals rnay fail to recogrese the symbolic weight of gresting fonms, honorifics; non-verbal
expeessions, or indirectnes: wvalued by local bosts and communites in Malay=a. This ethical and culbural
erasure threatens the sustasability and relatonal quality of ecotourism expenences.

While tourists dominate as the primary stakeholder In rnast articles, Wocal communities. tourism
proveders, and policy actors are consderably undermepresented. This skew in perspective aligns with a top-
diowvn, comsumer-drven approach to detal ecotoursm, where platforms are designed for towrists rather
tharn with hicet communities. Such asymmetry can restdt in systems that appear efficent but are percewved
as impersonal or disrespectful by local actors. For instance, comimanity voices in Gan et al, (2018] and lslam
LA025) reveal a desire for tacls that preserve culture, hospitality, @nd identity; wet few systems allow for co-
creaton, localisstion, or stakehoider custormisation. This reveals 2 major ethical gap: the fadure to stegrate
nclusive desion processes that respect and refiect lacal comenunicatve norms.

The dominance of gquantitatrve and wsabdity-deven methods (e, Kossim et ol, 2023 Abidin et
al., 2023) has led to a relance on metrics that prioritise user satisfaction, adopton rates, or mterface ratings,
techrccentric lens that inadvertently sidelines the socio-cuftural realities of digital interaction, In
ecotourism, communicaton B not just transactional; it = relational and value-laden. The absence of
piitensss strategies, interpersanal warmith, or contextual cuss in mobile and A Interaces sugeests that
digital design = still reated in Western paradiams of efficiency and neutrality, rather than Local traditans of
k=sontunon ar mutusl respact,

Despite the inoeased mtegraticn of smart tools like Al chatbots and fourisn bots (8.g., Altinay et
al., 2024 Shammugam st o@l, 20845 only a handful of articies (Char & Yong, 2024 Anmbosa et ol, 2024)
engage directly with ethical or respanzible cornmunication frameworks. These studies pont bo the potential
af digital platforms to mediate walues Llike empathy, eco-guilt, or sooal connection but they stop short of
proposing scalable maodels or cultural adaptations for system design,

There remains a lack of theoretical engagernent with polibeness theory, sudh as Brown and
Lensnson’s framework, or culturally embedded constructs like &esantwnon Meloyw, As a result, even well-

mtended digital tools may fall to recogrese the symboiic weight of greeting forrns, honorifics, non-verbal
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expressions, or indirectness valued by local hosts and comnmunities i Malaysa. This ethical ard oultural
erasure threatens the sustainability and refatonal quality of ecotournszm expenances.

While tourists dominate as the primary stakeholder in mnost articles, local comenunities, tourism
providers, and palicy actors are consderably underegresented, This skew in perspective aligns with 2 top-
dowen, censumer-driven approach to digital ecotoursm, where: platformz are desigred for towrsts rather
than with host communities. Such asymmetry. can resudt in systems that appear efficent but are perceived
as impersonal or disrespectful by local actors, For instance, cormmunity voeces in Gan et al, (2018) and [slam
[2025) reveal a desire for toois that greserve culture, hospitality, and dentity;, yet few systems allow for co-
creaton, acalisaticn, or stakehaider customisation. This reveals a major ethical gap: the faflure to mtegrate
mclusve design processes that respect and reflect local comanunicative norms.

The dominance of quartitatve and wsabdiny-driven methods (eg, Kossinn et ol 2023 Ahidn et
al., 20249) has led to a relance on metrics that priortise user satisfactan, adopton rates, or nterface ratings,
Towards a Culturally Grounded Cdgital Politeness Framework

The fndings and analysis sugaest an urgent need to repasition: digital’ politeness as a foundational
element of tawrism communication; ot a suppiementary cancern. For Malaysia, where communication (s
mharently relaticnal and deaply embeddsd in cultural codes, any sustainalde daital strategy mwst integrate:

= Pofitenass theory and local commuwnicatich norms into interface design,

= Stakeholder inclusion and co-creaticn in platbanm development,

= Trainimg mooules for tournsm professonals en daital communicatan

ethics,

= Bvaluation frarmewaorks that measure nat just wsahility, bt

mterpersanal respect, cultural resenance, and ethical alignment.

Ultirmately, digital transformation i ecotourism must be guided by empathatss, dialogic, and culturaliy

archored principles, ensuring that inmosation is ot achesved at the oast of identity, tradétion, o relaticnal
trust.

Conclusion

This scoping review set aut to frace honwy digital politenass kB concepiualised. operationalzed, or
neglected withen the context of Malaysian ecotourism. Through 2 systernatic analysis of 15 peer-reviewetd
articles, the study revealed that while digital inmovatian inteairsm is rapidly proaressing; particularly through

mobile applcations. Al toals, and smart platforme - the ethical and relational aspects of communication

rernain marginal.
Arross the literature, dightad politeness s rot wet establshed as a foundational design principle

Instead, it = treated inconsistently, often overshadowed by technical functicnality. and user effickency. The
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findings  highlighted sinficant faps In theary, practice, and stakeholder inclusion, particularly the
underreprasentation of local commuonites, and the lack of culturally grounded politersess framewsarks (ke
kasontunon Meloyw in digital tourism discourse.

The review also uncowvered ethical dilemmas, such as the automation of serice without emnpathy,
ar the risk of dehwmnanising communication in ecatocurism imteractions. Without deliberate attention o
interpersonal. respect, cultural appropriateness, and refaticnal harmany, digital toursm tools may
unintentonally disrupt the weny values ecotourism aims to presene.

in light of these tindings, this study advocates for the repositioning of digital politeness as an ethical
Fmiperative In the design, deployrent. and evaluason of toursm technologies. 1t calls for:

« [ntegration af lacal poditeness morrns inta digital communicaton

frarmenaicrks;

= Stakehclder co-creation in the development of tourism platforms;

= Ethical trainirg in digital towrism education; and

= Future research that bridges technological design with intercultural

Comimuncaticn theony.

Ultimataly, tracing digital politeness is not merely an academic exercise; & is-a aitical step toward
buiiding respectful. inclusive, and cufturally rescnant ecotourism experences in Malaysia and beyond. By
embedding politeress a: a core communcative value in digital systems, the tourism dustry can move

closer to its-ideals of sustainability, mutual respect, and human deanity inoa rapidly digitalised waorld,
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