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ABSTRACT 

This present study examines the emergence of a new category religious travellers; 
namely Umrah Do-It-Yourself (DIY) travellers. Pilgrims, normally, hire specially 
licensed travel agents to make all the necessary arrangements for their Umrah, from 
booking the flights to arranging the trip's itinerary. However, a small segment of these 
pilgrims prefers to forgo hiring these agents and making their own travel arrangements. 
Furthermore, the Tourist e-Visa programme that the Saudi Arabian government 
launched in September 2019 has created a legal way of conducting a DIY Umrah. Extant 
studies on DIY travel have primarily examined backpackers, whose travel motivations 
are leisure or adventure, while those on religious tourism examined religious 
obligations. Furthermore, although there is increasing interest in Umrah DIY, the 
reasons for its increasing popularity among Umrah travellers remains elusive. 
Therefore, this present study aims to (i) explore the motivational factors that influence 
Umrah DIY travel satisfaction, (ii) examine the motivational factors that influence 
Umrah DIY travel satisfaction, (iii) identify the most dominant factors influencing the 
choice of Umrah DIY travel satisfaction, and (iv) define the psychographic profile of 
Umrah DIY based on the activities, interests, and opinions (AIO) approach. An 
exploratory sequential mixed method research (MMR) design and the theory of 
customer-dominant logic (CDL) was used as a guide to interview 20 respondents and 
purposively select 144 Umrah DIY travellers from a 10000 member Facebook forum to 
participate in questionnaire-based survey. Respondent participation was voluntary and 
each respondent was provided with a consent form and assured anonymity to ensure 
that the research was ethical. NVivo was used to analyse the interview data, IBM® 
SPSS® was used to conduct the preliminary and descriptive analyses of the survey data, 
and SmartPLS was used to develop a model. The interview findings indicate that Umrah 
travellers are most satisfied with the flexibility, budget travel, information sources, 
spirituality, familiarity, and companionship attributes of Umrah DIY travel. However, 
the survey findings do not indicate a significant correlation between Umrah DIY travel 
with budget travel, spirituality, and familiarity. Therefore, although the interviewees 
were satisfied by all of the aforementioned attributes, the survey findings indicate that 
Umrah DIY travellers are most satisfied by the budget travel, information sources, and, 
primarily, flexibility attributes of Umrah DIY travel. The quantitative survey data not 
only clarified the qualitative interview findings but highlighted that Umrah DIY 
travellers prefer Umrah DIY travel as it is flexible, which the respondents valued as it 
enabled them to construct their own itineraries according to their own individual 
preferences. 

iv 



ACKNOWLEDGEMENT 

I would like to express my heartfelt gratitude to all those who have supported me 
throughout my journey in completing my PhD. Their unwavering guidance, 
encouragement, and assistance have been invaluable, and I am truly grateful for their 
contributions. First and foremost, I thank Allah for all of the opportunities, trials, and 
strength that have been bestowed upon me in order for me to complete the thesis. I 
would like to extend my deepest appreciation to my esteemed supervisors, Datin Dr. 
Arni Abdul Gani and Dr. Nor Asmalina Mohd Anuar. Their expertise, patience, and 
continuous support have been instrumental in shaping my research and guiding me 
towards the successful completion of my doctoral studies. Their dedication to academic 
excellence and their unwavering belief in my abilities have been truly inspiring. 

I would also like to express my heartfelt gratitude to my beloved husband, children, 
mother, and in-laws. Their unwavering support, love, and understanding throughout this 
demanding journey have been truly remarkable. They have been my pillars of strength, 
providing me with endless encouragement and motivation when I needed it the most. I 
would also like to extend a special thanks to the administrators of the Umrah DIY 
Facebook and Telegram groups. Their willingness to help and their efforts in assisting 
me in finding and approaching respondents for interviews and surveys have been 
invaluable. Without their support, my research would not have been possible. 

Lastly, I dedicate this PhD as a gift to my late father, who passed away during my 
master's convocation. I vividly remember the day he saw me wearing the convocation 
robe in the hospital and mustered the strength to ask me to continue my educational 
journey until completing a PhD. His words of encouragement and his unwavering belief 
in my potential continue to be a driving force for me. This achievement is a tribute to 
his memory, and I hope to honor his legacy through my continued pursuit of knowledge. 
To all those mentioned above and to countless others who have played a role in my 
academic journey, please accept my sincere appreciation. Your support has been 
immeasurable, and I am forever grateful for the impact you have had on my life. 

v 



TABLE OF CONTENTS 

CONFIRMATION BY PANEL OF EXAMINERS 

AUTHOR'S DECLARATION 

ABSTRACT 

ACKNOWLEDGEMENT 

TABLE OF CONTENTS 

LIST OF TABLES 

LIST OF FIGURES 

LIST OF ABBREVIATIONS 

CHAPTER 1 INTRODUCTION 1 

1.1 Research Background 1 

1.2 Problem Statement 3 

1.3 Research Objective 5 

1.4 Research Question 6 

1.5 Significance of Study 6 

1.5.1 Academic Perspective 6 

1.5.2 Industry Practitioners 7 

1.5.3 Umrah DIY Tourism Industry 8 

1.6 Definition of Terms 9 

1.6.1 Do-it-yourself (DIY) tourism 9 

1.6.2 Pilgrimage 9 

1.6.3 Umrah 10 

1.7 Thesis Outline 10 

1.8 Chapter Summary 11 

CHAPTER 2 LITERATURE REVIEW 13 

2.1 Introduction 13 

2.2 Tourism Industry 13 

2.3 Religious Tourism 14 

vi 

Page 

II 

III 

iv 

v 

vi 

XI 

XIII 

XIv 



CHAPTER 1 

INTRODUCTION 

1.1 Research Background 

Over recent decades, the contribution from the hospitality and tourism industry, 

towards economic and social development, has grown significantly. Medlik (2012) 

describes tourism, as the activities of individuals, traveling to, and staying in areas, 

beyond their normal environment, for a period not exceeding one year, for recreation, 

business, and other purposes. Henderson (2011) further highlights the intersection of 

tourism and religion through the concept of pilgrimage. A pilgrim is described as an 

individual, travelling away from home, for a specific period, for a religious purpose. 

Expanding on this link Kim et al. (2019) define a religious pilgrimage as the relationship 

between religion and tourism. Travellers motivated by religion, have a clear tendency 

to embark on a journey, with a religious site as the destination. 

In Islam, religious and spiritual journeys can be divided into three types: the Hajj, 

the Rihla, and the Ziyara (Hassan et al., 2015; Haq & Wong, 2010; Timothy & Olsen, 

2006). The Hajj, which is the pilgrimage to Mecca, is obligatory for Muslims. As 

mentioned by Hassan et al. (2015), the Umrah may be performed more than once, 

depending on a person's physical and financial situation. Hassan et al. (2015) noted that 

the Kingdom of Saudi Arabia issued about four million Umrah visas, to visitors from 

70 countries in 2013, and the number of visitors is increasing every year. 

The annual Hajj and Umrah pilgrimages generated a total of $12 billion in revenue 

for Saudi Arabia every year. As religious tourism is an important source of non-oil 

revenue, much of the development planned for the coming years in and around Makkah 

and Madinah, is directly related to the goals of Vision 2030 which include a significant 

increase in the number of pilgrims, and making the country more attractive as a tourist 

destination (Bashir et al., 2017). The most important factor to consider, during the effort 

to promote pilgrimages, is travel arrangements. The positive effects of globalisation in 

terms of travel costs and convenience, have contributed towards a significant increase 

in the number of religious and spiritually inspired travellers. Alsumairi et al. (2017) 

reported that Gulf countries (including Saudi Arabia) have taken measures to overhaul 
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