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Editorial 
 
Student Research in COVID-19 times: A Reason to Celebrate 
 
The current edition, Volume 2 No2  of the Alexander Research Academia Bulletin (ARAB 
https://alexander.ac.cy/alexander-bulletin/ ) is unique in its content and broader context. This issue facilitates 
distinguished research orientated endeavors of graduates of Alexander College.  It comes to the fore at a time 
when COVID-19 pandemic and restrictions have seemingly subsided while past routines once considered self-
evident, return to daily lives.   
 
In a wider context, since the dawn of year 2020 health, both mental and physical were challenged, life styles 
suppressed, lower incomes and higher unemployment for large parts of the society were becoming the norm, 
cultural activities undermined, human contact was mostly intermediated by technology while physical interaction 
was at times, practically eliminated.  
 
Past two years saw the transition from face-to-face traditional teaching approaches to online and hybrid forms of 
learning in all types of education. From the student perspective, this was translated at least at the beginning, as 
chaos which ultimately at least to some extent, affected their learning patterns and performance. 
 
For these reasons, the current issue celebrates students’ successful research orientated adaptation to this volatile 
environment.   
 
Selected work produced by undergraduate and post graduate students (who have graduated in year 2022) is 
presented in the form of papers prepared by them. 
 
To excel at turbulent times is an achievement which proliferates optimism to the educational community. 
 
Savvinos Andreou, graduate of Computer Science with Gaming Development, fuses puzzles and riddles to his 
pioneer role-playing video game to develop among other skills, perception, and cognitive strategy. 
 
Georgia Neokleous, graduate of the MBA with Specialisation in Management, in studying the factors that 
influence police officers performance suggests that organisational culture including subordinate feedback, 
impartial evaluation, remuneration play a crucial role to the levels of satisfaction and performance of officers who 
risk in a dynamically complex work environment. 
 
Eirini Themistokleous, graduate of Hospitality Management, in examining factors that drive guests’ purchasing 
behaviour in consuming accommodation services, develops a questionnaire the analysis of which points towards 
the relation of discounts, packages and service quality as the most prominent parameters driving guest behavior 
in the hotel case study the author has employed. 
 
Kyriakos Christophi, graduate of Hospitality Management, discusses, by employing quantitative methods, the 
attraction of travelers as a significant challenge in the airline industry. The author offers evidence that 
environmentally friendly aircrafts affect the satisfaction of passengers in the case study developed. 
 
Lazaros Philippou, graduate of the MBA with specialisations in Management and Procurement, explores the 
economic  performance out of the introduction of Virtual Sports (a new form of innovative product in the betting 
sector) in  European countries. Results show, as the author maintains, that where innovation and integration of 
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Virtual Sports took place, the business industry stakeholders were positively influenced in terms of performance, 
taxes, market share, customer satisfaction and technological attractiveness. 
 
Panagiota Mavri, graduate of Law, in depth discussion of coercive behaviour in an intimate or family relationship 
suggests reforms to give a real opportunity to people who have undergone coercive control to be able to defend 
themselves and be justly convicted for the crime, they committed but, on the crime, committed by their perpetrator.  
 
Androula Mantzoura Panaseti, graduate of Law, sheds light to the stress factor at work as a disability. 
Reviewing section 6 of the Equality Act 2010 and extant surveys, recommends a Memorandum for employers on 
how to deal with employee stress at work. 
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Από την Σύνταξη 
 
Student Research in COVID-19 times: A Reason to Celebrate 
 
Η τρέχουσα έκδοση του Περιοδικού Alexander Research Academia Bulletin (ARAB 
https://alexander.ac.cy/alexander-bulletin/ ) είναι μοναδική στο περιεχόμενο και το ευρύτερο πλαίσιο της.  Το 
τεύχος αυτό φιλοξενεί διακεκριμένες ερευνητικές προσπάθειες αποφοίτων του Alexander College.  
 
Έρχεται στο προσκήνιο σε μια εποχή που η πανδημία COVID-19 και οι περιορισμοί έχουν φαινομενικά 
υποχωρήσει, ενώ οι προηγούμενες ρουτίνες που κάποτε θεωρούνταν αυτονόητες, επιστρέφουν στην καθημερινή 
ζωή.  
 
Σε ένα ευρύτερο πλαίσιο, από την αυγή του 2020 η υγεία, τόσο η ψυχική όσο και η σωματική υποβαθμίστηκαν, 
οι διαφορετικοί τρόποι ζωής καταπιέζονταν, τα χαμηλότερα εισοδήματα και η υψηλότερη ανεργία για μεγάλα 
τμήματα της κοινωνίας γίνονταν ο κανόνας, οι πολιτιστικές δραστηριότητες υπονομεύονταν, η ανθρώπινη επαφή 
διαμεσολαβούνταν κυρίως από την τεχνολογία, ενώ η φυσική αλληλεπίδραση μερικές φορές, ουσιαστικά 
εξαλείφθηκε.  
 
Τα τελευταία δύο χρόνια πραγματοποιήθηκε η μετάβαση από τις δια ζώσης παραδοσιακές διδακτικές 
προσεγγίσεις σε διαδικτυακές και υβριδικές μορφές μάθησης σε όλους τους τύπους εκπαίδευσης. Από την πλευρά 
των φοιτητών, αυτό μεταφράστηκε τουλάχιστον στην αρχή, ως χάος που τελικά τουλάχιστον σε κάποιο βαθμό, 
επηρέασε τα μαθησιακά αποτελέσματα και τις επιδόσεις τους. 
 
 Για τους λόγους αυτούς, το τρέχον τεύχος εξυμνεί την επιτυχή ερευνητική προσαρμογή των φοιτητών σε αυτό 
το ευμετάβλητο περιβάλλον. Επιλεγμένες εργασίες που παράχθηκαν από προπτυχιακούς και μεταπτυχιακούς 
φοιτητές (που έχουν αποφοιτήσει το έτος 2022) παρουσιάζονται με τη μορφή άρθρων που προετοιμάστηκαν από 
τους ίδιους στην βάση των απαιτήσεων του Περιοδικού.  
 
Το να διαπρέπεις σε ταραγμένους καιρούς είναι ένα επίτευγμα που διαδίδει αισιοδοξία στην εκπαιδευτική 
κοινότητα. 
 
Ο Σαββίνος Ανδρέου, απόφοιτος Πληροφορικής με Ανάπτυξη Ηλεκτρονικών Παιχνιδιών, συνδυάζει γρίφους 
και αινίγματα στο πρωτοποριακό βιντεοπαιχνίδι ρόλων για να αναπτύξει μεταξύ άλλων δεξιοτήτων, αντίληψη 
και γνωστική στρατηγική. 
 
Η Γεωργία Νεοκλέους, απόφοιτος του MBA με Ειδίκευση στη Διαχείριση και τις Συμβάσεις, μελετώντας τους 
παράγοντες που επηρεάζουν την απόδοση των αστυνομικών υποδηλώνει ότι η οργανωτική κουλτούρα, 
συμπεριλαμβανομένης της ανατροφοδότησης των υφισταμένων, της αμερόληπτης αξιολόγησης, της αμοιβής, 
διαδραματίζουν κρίσιμο ρόλο στα επίπεδα ικανοποίησης και απόδοσης των αξιωματικών που διατρέχουν κίνδυνο 
σε ένα δυναμικά περίπλοκο εργασιακό περιβάλλον. 
 
Η Ειρήνη Θεμιστοκλέους, απόφοιτος  του BSc Hospitality Management, εξετάζοντας τους παράγοντες που 
οδηγούν την αγοραστική συμπεριφορά των επισκεπτών στην κατανάλωση υπηρεσιών διαμονής, αναπτύσσει ένα 
ερωτηματολόγιο η ανάλυση του οποίου δείχνει προς τη σχέση των εκπτώσεων, των πακέτων και της ποιότητας 
των υπηρεσιών ως τις πιο σημαντικές παραμέτρους που οδηγούν τη συμπεριφορά των πελατών στη μελέτη 
περίπτωσης του ξενοδοχείου που έχει χρησιμοποιήσει ο συγγραφέας. 
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Ο Κυριάκος Χριστοφή, απόφοιτος του BSc Hospitality Management, συζητά χρησιμοποιώντας ποσοτικές 
μεθόδους, την προσέλκυση ταξιδιωτών ως σημαντική πρόκληση στον κλάδο των αεροπορικών εταιρειών. Ο 
συγγραφέας με τη περιπτωσιολογική μελέτη που αναπτύχθηκε, παρέχει στοιχεία που αποδεικνύουν ανάμεσα στα 
άλλα ότι τα φιλικά προς το περιβάλλον αεροσκάφη επηρεάζουν την ικανοποίηση των επιβατών.  
 
Ο Λάζαρος Φιλίππου, απόφοιτος του MBA με ειδικότητες στη Διαχείριση και τις Συμβάσεις, διερευνά τις 
οικονομικές επιδόσεις από την εισαγωγή των Εικονικών Αθλημάτων (μια νέα μορφή καινοτόμου προϊόντος στον 
τομέα του στοιχήματος) στις ευρωπαϊκές χώρες. Τα αποτελέσματα δείχνουν, όπως υποστηρίζει ο συγγραφέας, 
ότι όπου πραγματοποιήθηκε η καινοτομία και η ενσωμάτωση των Εικονικών Αθλημάτων, οι ενδιαφερόμενοι του 
επιχειρηματικού κλάδου επηρεάστηκαν θετικά όσον αφορά την απόδοση, τους φόρους, το μερίδιο αγοράς, την 
ικανοποίηση των πελατών και την τεχνολογική ελκυστικότητα.  
 
Η Παναγιώτα Μαυρή, πτυχιούχος Νομικής, σε μια εις βάθος συζήτηση για την εξαναγκαστική συμπεριφορά σε 
μια στενή ή οικογενειακή σχέση, προτείνει μεταρρυθμίσεις για να δοθεί μια πραγματική ευκαιρία σε ανθρώπους 
που έχουν υποστεί καταναγκαστικό έλεγχο να μπορέσουν να υπερασπιστούν τον εαυτό τους και να 
καταδικαστούν δίκαια για το έγκλημα που διέπραξαν αλλά λαμβάνοντας υπόψη το έγκλημα που διέπραξε ο 
δράστης της εξαναγκαστικής συμπεριφοράς. 
 
Η Ανδρούλα Μαντζούρα Πανασέτη, πτυχιούχος Νομικής, ρίχνει φως στον παράγοντα του άγχους στην εργασία 
ως μιας μορφής αναπηρίας. Εξετάζοντας το τμήμα 6 του νόμου περί ισότητας του 2010 και παρουσιάζοντας 
πορίσματα από υπάρχουσες έρευνες, συνιστά ένα μνημόνιο για τους εργοδότες σχετικά με τον τρόπο 
αντιμετώπισης του άγχους των εργαζομένων στην εργασία. 
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 Puzzles Of Logic  
Savvinos Andreou 

Computer Science with Gaming Development 
Alexander College, Cyprus  

 
Abstract In this project a role-playing video game 
fused with puzzle elements developed using Unity 
game engine is being developed for the following 
reasons. Puzzle games are a great way to develop 
your brain in a multitude of areas, including 
executive function, perception, and cognitive 
strategy. The fundamental purpose of the game is to 
complete all of the riddles and challenges in order to 
leave the dungeon. These puzzles include pattern 
identification, sequence solving, and word 
completion. Problem-solving ability and response 
improvement are two essential skills that may be 
gained by playing the game. These are gained 
through solving different problems and fighting the 
opponents. 

Keywords Puzzle Video Games, Unity Game 
Engine, Programming, Problem-solving  

 
A video game is an electronic game that a human 
can interact with through an electronic gaming 
console (PlayStation, XBOX, Wii), portable device 
(Mobile Phone, Tablet, PSP, Gameboy) and a 
computer (PC, Desktop). The video game can take 
input through a controller, joystick, mouse, 
keyboard, and touch screen (Mobile phone, Tablet). 
Those inputs are converted to a series of actions in 
the video game which lead to a certain outcome 
which is presented on an output device such as a 
monitor, TV & a Projector (Esposito, N., 2005). 
Video games are classified into an enormous range 
of genres based on their type of gameplay and 
purpose. A 3D video game gives the player to 
experience a three-dimensional game world 
meaning the player can move freely on all three axes 
X, Y & Z. A 3D game world is made by combining 
different types of 3D Computer Graphics e.g., 
terrain, buildings, roads, trees etc. 3D Computer 
Graphics are produced from geometric scene 
descriptions by simulating the interaction of light 
with matter (McMillan Jr, L., 1997). In 3D video 
games, 3D graphics are rendered in real-time using 
a graphics rendering pipeline. The main function of 
the pipeline is to generate, or render, three-
dimensional objects, light sources, shading 

equations and textures. (Akenine-Moller, et al., 
2019). 
 
1. Background and Context 
The puzzle games are an entertaining way to train 
the brain in several aspects. Such are executive 
function, subsequent perception, and cognitive 
strategy [9]. Also, there is a correlation between 
playing puzzle video games and increased 
resilience, according to existing qualitative research 
[15]. The reason’s I chose to develop a video game 
are, the puzzle element and of course the love of 
video games. 

2. Methodology 
Systems design is the process of establishing a 
system's architecture, product design, modules, 
interfaces, and data in order to satisfy particular 
requirements. Systems design is also the application 
of systems theory to product creation. Lean 
methodology is a technique for focusing a 
company's people, resources, effort, and energy on 
providing value to consumers. Its foundation is built 
on two guiding principles: continuous progress and 
human respect. The Agile technique is a project 
management approach that separates projects into 
stages. It demands constant stakeholder interaction 
as well as continuing development at each step. 
Once the project begins, teams go through a cycle of 
planning, executing, and evaluating. This project 
was planned using the lean methodology. 

3. System Design 
 
 
 
 
 

 
 
 
 
 
 
 
 
Figure 1. 1st Floor Rooms 
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Figure 2. 2nd Floor Room 
 

Room 1: This room is considered the first one, even 
though there isn’t an actual order in which the player 
should follow. It is considered as the first because if 
this room is completed successfully, it rewards the 
player with an attack damage buff (buff is an effect 
placed on the players character that enhances their 
statistics). The buff increases attack damage and 
restores health to maximum (attack damage is the 
damage the player deals to enemies). The reason that 
it is considered first is because in room 2 there is one 
enemy more than room 1 and the enemies in room 2 
are taken down with one hit, if this buff is taken. In 
this way, the game forces the player to think which 
way to take and which one will be easier as first.  
In this level the player has to defeat all three enemies 
in a certain order (2 enemies are close ranged and 1 
long ranged), this is achieved by having an indicator 
over each enemy that needs to be defeated. The 
challenge starts when the player approaches a 
platform (figure 1) placed in front of the room 
entrance. Afterwards, a countdown starts and then 
all three enemies attack the player. After defeating 
all three enemies in the right order the reward (buff) 
spawns. If the player fails to defeat the first indicated 
enemy or loses from an enemy, then the level restarts 
by repositioning the player and all enemies to 
starting positions. 
 
 
 
 
 
 
 
 
 
 
 
Figure 3. Missing Items 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 4. Shape Puzzle Lock 
 

In order for the player to access the room 2, the 
shape puzzle (figure 4) must be solved, which is 
placed on the entrance of the room. This puzzle has 
a missing octagonal piece which the player has to 
search the dungeon to find it (figure 3). After 
finding it, the player has to interact with the lock and 
place the missing piece in its place. Afterwards, the 
player while using the mouse, has to point each hand 
(same as clock hour hands) at the shape that its edge 
indicates. Finally, after each hand points at the right 
shape the puzzle is solved and the player can access 
Room 2. 

 
Room 2: In this room the only thing that concerns 
the player is not to be defeated by the enemies. This 
room includes four enemies (2 short ranged, 2 long 
ranged) which they can be defeated in any order the 
player wishes. The start of the level is the same as 
the previous room, the player needs to approach the 
platform (figure 1) and a countdown starts. After the 
countdown all four enemies approach the player and 
start attacking. If the player successfully defeats all 
enemies, then is given access to the reward, which is 
a chest (figure 1) placed at the end of the room. This 
chest is locked with a key which the player has to 
find (figure 3). Finally, if the key is found the player 
can unlock the chest, which it includes two smaller 
chests. 

 
 
 
 
 
 
 
 
 
 
Figure 5. Chest with Rotation Puzzle Lock 
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First chest (figure 5) is locked with a rotation 
puzzle, which is solved by rotating all image pieces 
(piece 1, piece 2, etc.)  with the mouse, to the 
position where it forms a picture. The reward of this 
chest is a riddle which is used for the next puzzles 
which is located at the room 5. Second chest is 
opened automatically after interacting with it and its 
reward is a health buff (maximizes the health of the 
player). After the completion of the room 2, the 
player can continue to the next puzzle which is 
located at the room 5 (figure 2). 
 
Room 5: The puzzle of this room can only be 
completed if room 2 and room 5 are completed 
successfully. In this room the player’s goal is to spell 
the answer of the riddle on the riddle puzzle platform 
(figure 2). The riddle puzzle platform is a group of 
buttons which each button represents one letter of 
the English alphabet. The player has to place a 
cubical rock (figure 2) at the right buttons (letters). 
After triggering the right buttons and forming the 
answer of the riddle on the floor, a sound will trigger 
and an on-screen message will appear informing the 
player that the puzzle is completed. Afterwards, the 
player is rewarded with another riddle which is the 
answer of the riddle puzzle that is located at room 4 
(figure 2). 
 
Room 4:  The riddle puzzle of this room can only be 
completed when the player successfully finishes the 
puzzle of room 5. The room 4 puzzle is identical to 
room 5, the player must type the answer of the riddle 
that is given at room 5. The puzzle rewards the 
player with the access to the next room (3) and a 
torch that will be useful for the completion of room 
3 (this room has low lighting so a light source is 
required in order to navigate to the right path). 
 
 
 
    
 
 
 
 
 
 
 
Figure 6. Floor Trap 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
Figure 7. Fire Trap 
 
 
Room 3: The 3rd room is the final one and it’s the 
trickiest part of the game. In this room a maze is 
included which is filled with fire traps (figure 7), 
floor traps (figure 6) and a hidden enemy. At the 
start of the maze there are a few floor traps blocking 
the players path, which are followed by some fire 
traps. The first part of the maze is more like a 
demonstration of what can the maze include. This 
can help by making the player familiar with how the 
traps work. At the second half of the maze, the 
player must face a combination of the traps. These 
combinations are a group of three fire traps and a 
combination of the two types of traps. The group of 
fire traps, is trigged off when the player stands in 
front of the first one, but this time all three stop but 
there is a timer which will automatically trigger the 
traps on again after a few seconds. The floor/fire trap 
at first is like facing the fire trap, but just after the 
fire stops the player must jump in order not to 
receive any damage from the floor trap. If the player 
is defeated by the traps, then the game repositions 
the player at the entrance of the room. The player’s 
mission is to find the door that leads to the exit, 
which is locked and the player must search the maze 
to find the key (figure 3). Finally, after unlocking 
the exit the player can now leave the maze. The 
game is considered finished after this room. 
 
The functionality of the floor trap (figure 6) is 
simple. If the player stands in front of the trap, 
needles rise and if the player touches them, receives 
damage. The player must be aware of the trap and 
jump just before touching its surface. 
 
When the player is standing right in front of the fire 
trap (figure 7) the trap’s fire automatically stops 
after a second. The fire restarts after 3.5 seconds, so 
in that window is where the player must act. The 
player must simply walk by the trap while its flames 
are put out otherwise if the player touches the 
flames, the player will receive damage. 
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4. Conclusion  
A video game was designed and presented using 
riddles and puzzles, offering rewards to maintain 
players interest. What distinguishes this particular 
game is that it stimulates the mind of prospective 
players. There are numerous ways to improve the 
video game that was developed, but there is also 
room for improvement during the project planning 
process. When it comes to video games, I believe 
this step is critical because if the project plan is well-
crafted, you will never depart from the main goal. 
Furthermore, a video game system can become 
extremely complex, so it's always a good idea to 
have a strategy in place for dealing with any issues 
that arise. 
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 What Motivates and 
Affects Police Officers 

Performance: The Case 
of Cyprus Police 

Georgia Neokleous 
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Abstract Keeping high morale within a police 
department remains today a challenge for both 
police officers and police managers. Since 2013 the 
Republic of Cyprus is facing a negative economic 
situation, and in an effort to avoid any further 
aggravation, the Government has proceeded in 
salary reductions to the employees of the public 
sector. This was also the case for the salary of 
police officers. With increased pressure on police 
officers to do more with less, it is important for 
police leadership / management to foster an 
environment that promotes autonomy and a culture 
that values those who put their lives on the line for 
the community they serve. Therefore, it is 
important to identify and understand the factors 
that motivate and affect police officers 
performance. The aim of this project is to study the 
extent to which identified factors influence police 
officers performance; the level of police officers 
engagement and the impact of police officers 
engagement on organizational performance in the 
Cyprus Police.  

Keywords Motivation, job satisfaction, police 
officer’s performance, police officers’ engagement, 
organizational culture 

 

1.Introduction  
The work in the police service is characterized by 
many particularities than at large have negative 
effect upon satisfaction and morale of the police 
officers. When dealing with criminal offences police 
officers have to deal with violence, cruelty and 
indifference to the welfare of others. On one hand, 
police officers have to deal with the conflict 

demands of the public and on the other hand to deal 
within their own organization, bureaucracy, internal 
politics and a militaristic style of management 
(Blum, 2000; Crank, 1998). Highly motivated law 
enforcement officers and respected law enforcement 
agencies are needed now more than ever in our 
community. Motivated officers with strong ethics 
are the most important elements in long term success 
of law enforcement agency. Properly motivated 
officers are critical to ensuring a safe community 
and a respected agency which is closely linked to 
meeting organizational outcomes. Employees 
committed to their organization are acknowledged 
as better performers (Whisenand & Rush, 1998; 
Herzberg, 2003). Simintiras, Lancanster & 
Cadogan, 1994, found that commitment to an 
organization significantly influences employee’s 
attitudes and behaviors where committed employees 
are more productive. Certain key principles are 
engrained in the police service, such as giving and 
obeying orders, and respect of rank. This creates a 
style of behavior which is necessary and appropriate 
in many operational situations. However, it is a style 
which is no longer recognized as the most effective 
on day-to-day employee/manager relationships. The 
dynamic nature of today’s workplace requires 
managers to be skilled in change management and to 
move from a traditional manager’s role to that of a 
leader (Cole, 2001; MacDonald, 2001; Swanson, 
Terito & Taylor, 2001). Leaders have the capacity to 
maximize their units output by motivating 
employees (Cole; MacDonald; Swanson, Terito & 
Taylor). Some police officers who reach 
management positions find it difficult to move from 
one style to another at the appropriate time and so 
carry the behaviors of their uniform years into the 
management aspects of their role. When this 
happens, it can result in a difficult situation 
becoming confrontational. It can also lead to overt 
compliance by staff (the “yes sir” factor) but with 
underlying resentment and lack of commitment to 
the course of action. This effect can then be cascaded 
down the organization causing miscommunication 
and poor morale (Scott, 2012). According to Costa 
(2003, p.4), “managers must understand the 
motivation needs of people to the level they can be 
accommodated, before these people can be expected 
to perform to their maximum potential”. Good 
Human Resource strategists are well aware that an 
organization’s overall health and the performance of 
its staff are determined by its culture. In the current 
climate of cost – cutting, it is vital that 
organizational development and culture change not 
allowed to be sidelined. This is particular important 
in rank-based organizations like the police where a 
traditional culture can potentially have a negative 
impact on the engagement, development and 
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behavior of staff. The culture of the force, including 
the leadership style of those in management 
positions, is a critical element in engaging staff and 
in supporting and developing them (Scott, 2012). ).  

2. Literature Review 
The relationship between work environment and job 
satisfaction has been recognized for over sixty years 
since Maslow (1943), first introduced his theory of 
“hierarchy of needs”. The assumption of his theory 
is that, as human’s basic needs are met, they push 
hard to achieve higher needs in both the private and 
public sector. Once a lower-level need is satisfied, it 
no longer serves as a motivator (Boke and Nalla, 
2009). Herzberg and his colleagues (1959) expanded 
Maslow’s work and argued that work environment 
and relations with supervisors determine employee 
satisfaction. These contributions influenced a large 
body of research in both the private and public 
sectors with over 3000 studies conducted on the 
determinants of job satisfaction (Mitchell & Larson 
1987).  
 
However, research on one sector of pubic 
organizations, namely, law enforcement agencies 
and police officers job satisfaction, has received 
very poor attention. Buzawa and her colleagues 
(1994), identified about twenty articles that examine 
the determinants of police officers job satisfaction, 
making this field one of the most under researched 
fields of criminal justice (Dantzker, 1994). Most of 
the earlier work focuses rather narrowly on the 
relationship between demographic characteristics 
such as gender and job satisfaction (Belknap, 
Shelley, 1992; Buzawa et al., 1994), rank (Dantzker, 
1994; Buzawa, 1984; Hunt, McCadden, 1985) and 
education (Buzawa, 1984; Sherman, 1980; 
Dantzker, 1992). With the exception of a few more 
recent studies that go beyond demographic variables 
and focus on work environment (Zhao et al., 1999), 
very little research addresses the importance of 
organizational and community factors, including 
management support and job challenge on job 
satisfaction (Boke and Nalla, 2009).  
 
Motivation, job satisfaction and job commitment are 
all closely related concepts (Herzberg, Mauser & 
Snyderman 1959; Landy, 1989, Beck, 1999). Work 
motivation is closely linked with related concepts of 
organizational commitment, job satisfaction and 
self - efficacy. Whisenand & Rush, 1998, (p.49) 
describe motivation as one of the police manager’s 
most important responsibilities. They define 
motivation as the willingness to do something and it 

is conditioned by an action’s ability to satisfy some 
need for the individual. They state that motivated 
employees are in a state of tension that remains until 
relieved when the object of the motivation is 
achieved. In the work domain, work motivation is “a 
set of energetic forces that originate within 
individuals, as well as in their environment, to 
initiate work – related behaviors and to determine 
their form, direction, intensity and duration” 
(Pinder, 2008 p.11). Work motivation is derived 
from an interaction between individual differences 
and their environment (for instance cultural, 
societal, and work organizational) (Latham and 
Pinder, 2005). Moreover, motivation is affected by 
personality traits, needs and even work fit, while 
generating various outcomes and attitudes, such as 
satisfaction, organizational culture, engagement and 
more (Tziner et al., 2012). Herzberg (1968) 
identified many factors that contribute to job 
satisfaction. He argued that apart from the work 
itself, other variables such as the responsibility that 
comes with the job and the recognition one receives 
from work have a great impact on job satisfaction. 
Researchers, through the study of organizational 
culture and its impact upon human relations and 
work conditions, developed a more comprehensive 
approach on understanding large work environments 
(Nalla, 2009).  

2.1. Factors Influencing Work Motivation 
Police organizational culture on developed countries 
has been studied for more than forty years (Paoline, 
2004). The conception of culture in police literature 
is primarily drawn from anthropological and 
sociological research (Chan, 1997). Essentially, 
police culture is a set of ideas, customs, accepted 
practices, information and rules of conduct, and core 
skills that define “good police work” and give 
meaning to police work (Manning, 1997, 1989; 
Kingshott et al., 2004). Most of this work relates to 
the relationship between police culture and police 
use of force, corruption, deviant behavior, discretion 
and management (Harrison, 1998). Individual, 
organizational and environmental factors affect 
officers’ understanding of their organizational 
culture, which in turn helps shape their orientation 
towards police work and subsequently their 
satisfaction with the work itself. Most research on 
police officers job satisfaction has been done in 
relation to individual factors while ignoring the role 
of organizational culture and environmental factors 
(Nalla, 2009).  

 
Work engagement is defined as “a positive, 
fulfilling, work – related state of mind that is 
characterized by vigor, dedication, and absorption” 
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(Schaufeli et al., 2002). Engaged employees appear 
to be hardworking, more involved in their work and 
more immersed in their work (Bakker et al., 2008; 
Chughtai & Buckley, 2011; Taris et al., 2015). 
Empirical studies disclose that a high level of work 
engagement give a positive work outcome. Recent 
studies revealed its positive effect on individual job 
performance and unfavorable effect on turnover 
intention (Breevaart et al., 2016; Owens et al., 2016; 
Shahpouri et al., 2016; Kumar et al., 2018). Thus, 
human resource management considers work 
engagement as an indicator for work performance. It 
is broadly accepted that in terms of antecedents and 
predictors, work engagement may be influenced by 
both individual differences (Sharoni et al., 2015; 
Latta and Fait, 2016; Basit, 2017) and environmental 
elements (Sharoni et al., 2015; Basit, 2017; Guy 
Park et al., 2017; Lebron et al., 2018) or a 
combination of these two factors (Sharoni et al., 
2015; Hernandez & Guarana, 2018). 
 
In relation to the Cyprus Police the bibliography is 
still at an early stage. Thus, this research intends to 
give some evidence and light on how police officers 
in Cyprus Police are motivated and engaged to their 
work, but also to which extend Cyprus Police as an 
organization cultivates a work environment that 
promotes motivation and work engagement. The 
objective of this research specifically is to examine 
how: 

(a) Personal needs and traits have a significant 
impact on police officers’ motivation that 
consequently affects their work engagement 
and performance. 

(b) Cyprus Police culture (organizational 
culture) is a critical element for police 
officers work engagement and performance. 

(c) Human resource management and 
organizational culture can have a positive 
impact upon work motivation. 

3. Methodology  
This study follows a qualitative approach aiming to 
determine the factors influencing work engagement 
and performance of Cyprus police officers. 
Qualitative work generally tries to look at a broad 
range of interconnected processes or causes (Becker, 
Howard, Blanche, Everett, Hughes, and Anslem, 
1961) and it tends to ply in a much more conflict 
process between the questions asked and data 
observed (Lasmi and Dulaimi, 2012). Moreover, in 
relation to reproducible results, qualitative research 
aims at accuracy, by getting the everyday realities of 

some social entities and studying important 
questions as practice in reality (Asad, 1986).  
 
Author’s intent was to contact semi structured 
interviews but due to corona virus, this was not 
applicable. It was noted that even if corona virus 
wasn’t an issue, interviewing police officers would 
have been difficult to impossible. This was 
concluded by the strict working schedule of police 
officers but also their “fear” of some participants 
being included in the research in relation to matters 
of confidentiality.  
 
A questionnaire was formed based on questions 
designed initially for interviewing participants. 
Questions were designed based on the research 
questions and literature review. As noted, interviews 
did not take place due to corona virus but also due to 
the strict and demanding work schedule of the 
participants. Thus, the questions were given in a 
form of questionnaire so participants could answer it 
on their personal time. It was also noted that there 
was reluctance among the participants to answer 
while at work environment and were very concerned 
about the content of their answers; whether their 
answers would be revealed to the top levels of 
management. The participants were reminded that 
the content of their answers was confidential. 
 
Participants had to answer: (a) demographic 
questions (gender, age, length of service in the 
police; years, and open ended questions related to 
job (job location: departments, job position: police 
officer, sergeant), (b) questions related to work 
engagement (why to become a police officer and 
join Cyprus Police, remain in the police until 
retirement, sense of belonging, concern about the 
image of the police), (c) questions related to job 
satisfaction (salary, salary raise, promotions, 
training, work load, ethic and materialistic support 
from supervisors and administration) and (d) 
questions related to organizational culture 
(recognition of good performance by colleagues and 
supervisors, annual assessment based on a righteous 
evaluation system, moral, ethical and materialistic 
support from supervisors and administration). The 
questionnaire was first developed in English and it 
was translated into Greek and the back to English to 
check for conceptual and content equivalence. 
Researchers have noted that there could be some 
limitations with back-and-forth translation 
methodology (Demirkol and Nalla, 2018). 
However, Cha, Kim, and Erlen (2007), have 
emphasized that back translation of an instrument is 
essential for the validation of translated research 
items and is used widely for cross-cultural studies. 
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For efficiency, select answer was used in 
combination with open ended questions to record 
respondent’s explanations and examples. For 
efficiency of tabulation and analysis open ended 
responses were restricted to three lines. In addition, 
the questionnaire was designed to be as brief and 
direct as possible otherwise responders will be 
discouraged from participating and completing the 
questionnaire. Short three to four pages 
questionnaire are suitable for the general population. 
Questionnaire longer than this tends to have reduced 
responses rates (Neuman, 2006). Where questions 
required a select answer, undesired responses have 
been avoided by including an “if not explain” or “if 
yes explain”. Care has been taken to avoid 
complicated questions.  
 
The answers of participants were initially read 
through and analysed for key themes or issues. The 
data were then coded by rereading the comments and 
recording each mention of a source of factor 
influencing work engagement under the respective 
initial element. A table of each element and 
frequency of mention of the respective element was 
drawn. This is the standard coding process used to 
analyse qualitative data (Wiersma, 2008). 
  
The author used Excel program. By creating one 
Excel file with one question per tab and one response 
per row data were combined across participants into 
a single file across participants. Using Excel to code 
and track themes of data helped in creating new 
themes and sub-themes and clearly understand how 
each participant responses relate to. Finally, data 
were presented in tables. It must be noted that the 
questionnaire included questions concerning the 
findings of a colleague’s MBA Thesis, “Stress 
among Police Officers” (Georgiou, forthcoming). 
These questions have been documented but not 
analyzed. 

3.1. Sample 

The questionnaire was given to thirty (30) police 
officers of different rank with the highest that of a 
senior lieutenant. All thirty (30) in number are 
posted in different department’s (police 
headquarters, police districts, police station and 
safety units) having to handle a white variety of 
duties from first line officers to more specialized 
departments (Police Headquarters – Crime 
Combating Department). This was done in an effort 
to have a sample of participants that would represent 

police force to its wholeness. Out of thirty (30) only 
two (2) did not answer the questionnaire.  

 
DEPARTMENTS RECEIVED TARGET 

POLICE 
HEADQUARTES 9 

 
10 

POLICE STATION 7 9 
COMMUNITY  

POLICING 3 3 
CRIME PREVENTION 

UNIT 1 1 
UNKNOWN 1  

DIRECTORATE OF 
AIRPORT SECURITY 3 3 
MESSAGE CONTROL  

AND IMMEDIATE 
RESPONSE SQUAD 2 2 
POLICE STATION 

SECURITY 1 1 
STORES AND  

FIREARM REGISRTY 1 1 
TOTAL 28 30 

 

Table 1. The Departments and Number of Participants 

Questionnaires were either sent via email or given in 
person by the author. An introduction page 
explaining the purpose of the Research and ensuring 
confidentiality preceded the questions for answer. 

4. Statistical Analysis 

4.1 Demographics 

Twenty eight (28) out of thirty (30) answered the 
questionnaire that is 93.3% of target group, took 
part. Male participants were 64% of the sample (18) 
and female participants the 34% (10). The sample of 
participants included one trainee, three special 
police officers, eighteen police officers, four 
sergeants and two lieutenants. Thus, the majority of 
the participants held no leadership position (police 
officers – 64%). Only six participants were of 
leadership positions (sergeants – 14% and 
lieutenants – 7%), of which only two were female 
(33%). 
 

Table 2. Rank in the Police and Gender 

RANK IN 
THE POLICE NUMBERS MALE FEMALE 

SPECIAL 
POLICE  

OFFICER 
3 2 1 

POLICE  
OFFICER 18 11 7 

TRAINEE 1 1 0 
SERGEANT 4 2 2 
LIEUTENAN

T 2 2 0 
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The age of the participants is as follows: One (1) 
participant is in the category of 30 years or less, ten 
(10) participants fall into the category of 31 – 40 
years old, and seventeen (17), fall into the category 
of 41 years old and above.  

30 YEARS OR LESS 1 
31 - 40 YEARS 10 

41 YEARS AND MORE 17 
Table 3. Age of Participants 

Twelve (12) participants have 21 years of service 
and more (43%), eleven (11) participants have 13 – 
20 years of service (39%), four (4) participants have 
6 – 12 years of service (14%) and only one (1) 
participant (4%) is a trainee. Thus, the 61 percent of 
the sample consisted of experienced officers. 

YEARS OF SERVICE TO THE POLICE NUMBER 

0 - 5 YEARS 1 
6 - 12 YEARS 4 

13 - 20 YEARS 11 
21 YEARS AND MORE 12 

Table 4. Years of Service to the Police 

Αge was considered as a major factor in motivation 
since 2012 the year limitation of service in Cyprus 
Police was extended from 55 to 63 years of age. 
Moreover, years of service do not automatically 
indicate the rank of a police officer and thus years of 
service were thought to give insight in motivation 
and work engagement. The hypothesis is that an 
experienced police officer (years of service), if not 
promoted accordingly (rank) would have low morale 
and thus low motivation and work-engagement. 
4.2. Work engagement 

Job stability (32%), interest in the profession (32%) 
and unemployment (21%) are the three main reasons 
participants report as reasons to become police 
officers. Two of the participants choose not to give 
an answer as to why they made this life decision and 
other two characteristically stated: “A moment’s 
decision” 52-year-old male, police officer and 
“Urged by sister already in the force”, 32-year-old, 
female special police officer. Categorization was 
clear due to repetition of words by respondents. 
With a first glance on data some categories were 
easy to deduct as “unemployment” and “job 
stability”. 

UNEMPLOYMENT 6 
JOB STABILITY 9 

INTEREST IN THE PROFESSION 9 
NO ANSWER 2 

" MOMENTS DECISION" 1 
PERSONAL REASONS 1 

Table 5. The “why” of participants to become police officers 

Participants were called to express if they felt a 
“Strong sense of belonging within Cyprus Police”, 
and were given the option to express it with 
confirmation of the above statement (YES) or denial 
(NO) of this feeling. When a feeling of denial was 
expressed, respondents had to explain why they had 
a negative feeling.  

 
YES 22 
NO 6 

Table 6. Strong sense of belonging within the Cyprus Police 

According to the data collected participants have a 
strong sense of belonging since 79% of them 
expressed agreement with the statement given and 
only 21% expressed negatively to the above 
statement. Out of 21% (6 participants), gave the 
following explanations as shown in table 7.  

 

IMPERSONAL 
ORGANIZATION 4 

 
ONLY ON DUTY 1  

NO EXPLANATION 1  

 
Table 7. Strong sense of belonging within the Cyprus Police, if 
not explain 
 

Out of 6 participants, 4 felt disconnected from the 
organization characterizing it as impersonal. As 
stated by 23-year-old male trainee: “… I have the 
sense of belonging among my team colleagues and 
not within Cyprus Police”. The majority of 
participants expressed their concern about the image 
of Cyprus Police (86%) and only 14% expressed 
different opinion that is 4 participants. The majority 
of participants 54% that is 15 participants out of 28 
wish to remain in the police force until retirement. 
The remaining 13 respondents (46%) do not want to 
remain in police force and some are considering 
early retirement (the ones close to the age of 
retirement – 30.7%) and those of younger age are 
considering resignation if another job opportunity 
with better work conditions is a possibility (69.2%).  
 
 
4.3. Job satisfaction 
 
Police officers of the sample are dissatisfied with 
their salary since 19 of the respondents (67.8%) 
perceive to be disproportionate to their duties and 
responsibilities. The same dissatisfaction is reported 
in relation to salary raise (64%). Five sub-categories 
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were identified as factors of dissatisfaction in 
regards to salary raise. These are:  

- Salary raise disproportionate to years of service, 
- Disproportionate salary to police officers’ 

academic qualifications,  
- Promotion criteria irrelevant to police work,  
- It lacks in comparison to other professions in the 

public sector and  
- Salary cuts. 

 
According to the data 15 of the respondents have a 
negative feeling towards career development and 
promotional opportunities (53.57%). In this section 
the author must distinguish the two respondents that 
are special police officers since for them there is no 
development or promotion. They hold the same rank 
until retirement and get an analogy raise on their 
salary. In order to become police officers and have 
the opportunity for promotion they would have to 
succeed in exams especially for police officers and 
go though Police Academy. Their duties and 
responsibilities have a small range in comparison to 
a police officer. 
 
Three sub-categories were identified as factors of 
dissatisfaction: (a) Need for a simplified 
promotional procedure, (b) promotion criteria 
irrelevant to police work and (c) no meritocracy 
“rousfetti”. “Rousfetti” is a common practice in the 
Cypriot society. The word comes from the Turkish 
Rusvet and it refers to the practice of (often 
undeserved) favoring some people over others, 
sometimes with the aim of acquiring services 
(Babiniotis dictionary, 2005, p.1555) As a practice 
that violates the rules of equality, equity, 
meritocracy and impartiality (also expressed in the 
Universal Declaration of Human Rights), it is 
considered purely unethical, an act of corruption, 
and is usually illegal. Consequently “rousfetti” 
follows a practice of inequality and or hypocrisy. It 
is again predominant the unsatisfied feeling of the 
majority of respondents in their need for career 
development, the need for self-actualization.  
 
Moreover, data suggests that (57%) of the 
participants are satisfied with Police training but the 
dis-satisfied number of respondents is again 
proportionally large (43%). The dis-satisfied 
participants through their answers explain that 
police work is constantly changing and thus training 
must be constant and up to date. But they also 
underline the importance of practical learning over 
theory. The data gathered on this matter support 
Maslow’s theory (1970), the “needs to know and 
understand”. That is the organization of Cyprus 
Police does not offer both pre-work training and on-
job training. The 71% of the participants believe that 

the workload is manageable. The participants (29%) 
that express unmanageable workload explained that 
most of the times there is quantity of work over 
quality in order to manage the workload and the 
reason is shortage of staff.  
 
4.4. Organizational Culture 
 
According to the data, 79% of the participants stated 
that they were satisfied with their supervisors and 
the work support they get. Only a 21% of the 
participants were dissatisfied. Also, 64% were 
satisfied with their supervisors and the 
psychological support. In relation to top 
management levels and work support, data show that 
18 participants (64%) are satisfied while in relation 
to psychological support, 53% are not satisfied. 
Moreover, participants report that when faced with 
difficult situations caused while on duty and while 
executing commands of management, the top-level 
management show no support instead an 
administrative and disciplinary investigation is 
ordered.  
 
 Having all the data in hand and analysing the 
questionnaire to its wholeness it is possible that the 
“fear” participants expressed when taking the 
questionnaire of supervisors or top management 
knowing their answers may had an impact on these 
certain questions because the participants had to 
straightforwardly state if they were satisfied or not 
by their supervisor and management. On these 
grounds the author can argue that if the participants 
were satisfied with their supervisors then they would 
report the same satisfaction in relation to career 
opportunities and promotions and not to underline 
the “unfair” system. In that matter participants easily 
hide their dissatisfaction towards their supervisors 
managing the system and just noted that the system 
is unfair. It is the authors belief that the system is 
created by the people representing an organization 
thus for the system to be unfair it is suggested that 
the ones in leadership positions allow it to be unfair. 

5. Conclusion  
The findings suggest that the organizational culture 
plays a significant role in influencing work 
engagement and job satisfaction this is constant with 
previous research of Boke & Nall (2009). The 
method an organization chooses to review and 
evaluate the performance of its employees can have 
a great impact on employee’s performance. 
Organizations who fail to recognize their 
employee’s performance or a job well done soon 
will be faced with dis-satisfied employees. To add to 
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this failure, when an organization does not provide 
the opportunity to its employees to provide feedback 
concerning their supervisor’s and the organization as 
a whole will also result to non-motivated employees 
(Candy & Selvarajan, 2004). Thus, a motivated 
employee has his performance being periodically 
reviewed and this mean periodical, regular, honest 
and objective feedback (Collins 1998 and Cooper, 
1998). But also, every organization should have the 
appropriate mechanisms for the employees to give 
feedback about ways the organization could improve 
and be a better place to work. Open communication 
in both directions will keep the employees satisfied 
with their performance review and happier with their 
compensation level in relation to their work (Jerome, 
2013).  
 
Moreover, organizational support and perceived 
supervisor support were positively related to work 
engagement and work satisfaction. Research made 
by Gillet et al., found that police officers who feel 
that they are supported by their organization (e.g. 
recognition, approval, appreciation of work) show 
higher levels of motivation and work engagement. 
Rhoades and Eisenberger (2002) showed that job 
conditions and fairness increase perceived 
organizational support. Likewise emphasizing the 
importance of perceived organizational support 
through the establishment of career management 
system could promote access to training, skills 
development and clearly defined job changes. These 
approaches should enable police officers to perceive 
more clearly the importance of human capital and 
how to best develop it within their own institutions 
(Allen, Shore & Griffeth, 2003). As stated by 
Salasiah, Zainab, Rosmawati, Ermy, (2010) when 
managers appreciate and praise their employees, 
they tend to work and perform better. 
 
Salary, salary raise, rewards and promotions have a 
significant impact on the work engagement and job 
satisfaction. This is constant with past research of 
Locke, Feren, McCaleb, Shaw and Denny, (1980), 
Guzz, Jette and Katzell, (1985), Judiesch (1994), 
Trank, Rynes & Bretz (2002) and Harisson, Virick 
and Williams (1996); Trevor, Gerhart & Boudreau 
(1997), who all agreed that financial aspects and 
employee payments crucially affect employee 
performance and productivity. 
 
The need to understand what fully motivates law 
enforcement officers to perform a dangerous and 
stressful job is important key to the success of law 
enforcement leadership. Successful law 
enforcement leaders benefit from understanding the 
value of employee motivation and dedicating their 
effort in increasing it within the organization 

(Jancewicz, 2016). The understanding of the 
complex dynamics of police workplace motivation 
is still at an early stage. This research has set the 
starting point in understanding the motivation in the 
organization of Cyprus Police. Another limitation of 
the research is that despite assurances of anonymity, 
participants may have felt compelled to respond in 
certain ways. Future research should control for 
social desirability response bias and use multiple 
assessment methods (e.g. objective measures). 
There is need to continue refining research 
instruments to remove any ambiguities that may 
emerge so that it can deliver more precise data on 
the specifics of motivation and work engagement. 
Information on police motivation must distinguish 
between an individual’s inherent motivation and 
motivation resulting from a particular work 
environment. Effective planning and human 
resource (management) need detailed and specific 
information in order to cultivate the right work 
environment that will promote work engagement 
and job satisfaction 
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 Abstract 
Guests’ purchasing behaviour in consuming 
accommodation services is significant. The aim of 
this research project was to examine the reasons that 
drive guest’s purchasing behaviour while 
consuming accommodation services of Kanika 
Hotels. For this research project, a quantitative 
research approach was used with an online 
questionnaire survey following a Likert’s open-
ended responses. The questionnaire was created on 
Google Forms and 103 valid questionnaire’s 
responses from guests accommodated in Kanika 
Resorts was used in the analysis phase. The main 
findings of this study support and contradict earlier 
researches. The research pointed out that the relation 
of room discounts on guest purchase behaviour in 
consuming accommodation services at Kanika 
resorts is an important factor for guests’ 
accommodation selection. Moreover, all inclusive 
accommodation packages as well as the provision of 
special offers for hotel amenities, is a driving factor 
for guest purchase behaviour on choosing Kanika 
resorts for their accommodation. Service quality has 
an important role towards guest purchase behaviour 
for booking an accommodation at Kanika resorts 
too. On the last section of the report there are some 
business and future research recommendations. 
 

Keywords Accommodation services, drivers of 
purchasing behaviour, hotels, Guestology,  
tourism, hospitality. 

1. Introduction 
 

Because of the high competition on the 
accommodation sector, it is important that the 
Kanika hotel can cope with this competition by 
achieving the customers’ satisfaction. When 
studying well the market and the guests, then it 
would be much easier to achieve that. One of the 
most difficult tasks facing hotel managers today is 
to provide and maintain customer satisfaction. 
Experts in the tourist business have noticed an 
increase in customer demand for high-quality 
products and services (Lam & Zhang, 1999; Yen & 
Su, 2004; Ali et al., 2021). Customers' behaviour is 
studied and used as a factor in developing marketing 
strategies and adapting the marketing mix to meet 
their demands. This is the only method to ensure that 
consumers' requirements are met to a high standard 
(Ilieska, 2013).  

2. Literature Review 
2.1 Hotel Industry and accommodation 
services in Cyprus. A brief overview of the 
Kanika Resorts/ hotels 

According to Statista, the total number of hotels in 
2019 was 814 (Statista, 2021). In December 2019, 
the data for Cyprus Tourist Arrivals: 
Accommodation: 1-5 Star Hotels was reported at 
40.600 percent. This is a reduction from the previous 
month's figure of 47.300 percent. Cyprus Tourist 
Arrivals: Accommodation: 1-5 Star Hotels data is 
updated weekly, with 202 observations averaging 
51.000 percent from January 2003 to December 
2019. The figures ranged from a peak of 65.300 
percent in April 2017 to a low of 32.500 percent in 
November 2010. The data on Cyprus Tourist 
Arrivals: Accommodation: 1-5 Star Hotels is still 
active in CEIC and is reported by the Cyprus 
Statistical Service. The information is classed as 
Cyprus – Table CY.Q001: Tourist Arrivals in the 
Global Database (Cyprus Tourist Arrivals: 
Accommodation: 1-5 Star Hotels | Economic 
Indicators | CEIC, 2022).The Kanika hotel will be 
the subject of this report. Kanika Hotels & Resorts 
has been providing holiday perfection for over 40 
years as industry leaders in the hospitality sector 
(Kanika Hotels and Resorts, 2022). Olympic Lagoon 
Resorts, Alexander the Great Beach Hotel, Elias 
Beach Hotel, and MadeForTwo Hotels | Amavi are 
among Kanika's properties in Limassol, Paphos, and 
Ayia Napa. The former is a five-star refuge for 
adults only, offering tailored side-by-side 
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experiences, while the other resorts provide all-
inclusive family fun (Olympic Holidays, 2022). 

2.2 Guest behaviour and satisfaction 

The primary purpose of any firm is to satisfy client 
wants while meeting profit objectives. Because of 
the increased competition and quality requirements, 
this customer-oriented approach is increasingly 
required (Chikán 1997). Hospitality has been 
recognized as an extremely influential 
supplementary service which has the potential to 
significantly increase the significance of the core 
service (Kandampully, 2006; Lovelock & 
Gummesson, 2004; Wang, 2011). Hospitality 
provision is focused on the interpersonal 
communication and interpersonal association that 
develops between both the server and the customer 
throughout the delivery of services, whereas the 
provision of services encompasses all aspects of the 
service marketing mix, including the physical 
environment or services cape (Ariffin and Maghzi, 
2012). The efficiency of employees’ performance, 
rather than the physical goods of the service, creates 
an intense experience that influences long-term 
customers’ loyalty and satisfaction (Lashley, 2008). 
In the sense of accommodation, guests' observations 
on the quality of their accommodation have been 
thoroughly researched, with vital factors such as the 
quality of service offered by hotel reception staff, 
room housekeeping criteria, and the delivery of a 
value for money experience that was shown to 
impact a customer's overall view of their purchase 
(Al-Alak, 2011; Gundersen, Heide, & Olsson, 
1996). The level of quality dropped dramatically, 
resulting in an increase in the number of dissatisfied 
visitors. Hotels attempted to compensate for the poor 
quality by offering lower charges. In this industry, 
measuring customer expectations and satisfaction 
has become essential for hotels that want to maintain 
a long-term market position. Obtaining high levels 
of quality and satisfaction may result in a loyal client 
base with numerous benefits (Churchill and 
Suprenant 1982; Fornell 1992; Halstead, Hartman 
and Schmidt 1994; Smith, Bolton and Wagner 
1999). 

2.3 The influence of accommodation offers 
on guest attraction in Hospitality industry. 
Guestology 

The type of tourism or tourists drawn to destination 
locations is directly influenced by the quantitative 
and qualitative qualities of the hotel offering 

(Sharpley, 2000). In the hotel service industry, 
studies have discovered a radical shift from the old 
view of visitors as logical decision makers towards 
a more extended version of guests as both 
experience and rational decision makers (Le, Scott 
& Lohmann, 2018). The work of Pine and Gilmore 
(1999) 'The Experience Economy' has increasingly 
drawn researchers and professionals' focus to the 
concept of customer experience, which suggests that 
experience must be purchased individually from 
products and services (Pine and Gilmore, 1999). 
Existing research defines experience as starting with 
the pre-purchase period and ending with the post-
purchase phase (Brakus, Schmitt & Zarantonello, 
2009). Customers in a variety of industries are 
continuously inundated with mundane products and 
service offerings. As a consequence, consumers 
wish and, increasingly, request innovative 
alternatives. As a result, numerous service-oriented 
businesses are attempting to incorporate unique 
features into their product-service offerings 
(Victorino, Verma, Plaschka, and Dev, 2005). 
Managers must implement innovations that are both 
wished by consumers and financially efficient to the 
business (Reid and Sandler, 1992). Guestology, 
according to Dickson (2010), is the scientific study 
of people's behaviours, demands, and expectations 
in a service environment, as well as how to apply 
that information to operate a service company 
optimally (Dickson, 2010). Moreover, Guestology, 
entails knowing the guests or clients, as well as their 
requirements, wants, perceptions, and expectations. 
This approach to guestology comprises involving 
everyone the service provider interacts with at work 
(Klein, 2014). Classic management philosophy is 
turned on its head with Guestology. Rather than 
concentrating on organizational architecture, 
administrative hierarchy, and production methods to 
enhance organisational effectiveness, it forces the 
company to examine the customer experience from 
the perspective of the consumer. Guestology entails 
searching systematically for the major factors that 
determine value and quality in the eyes of the 
customers, modelling them for study, trying to 
measure their impact on the customer experience, 
checking numerous methods that may enhance the 
quality of that experience, and afterwards offering 
the combination of elements and factors that attracts 
the guests and keeps them coming back (Ford, 
Heaton, and Brown, 2001; Ford et al., 2008). 
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2.4 The theory of Porter in Hospitality 
Industry. The motive of selling price and the 
Service Quality 

Taking offensive or defensive activities to achieve a 
defendable position in the market is part of 
competitive strategy. Generic strategies can assist an 
organisation with the industry's five competitive 
factors and perform better than its competitors. 
'Overall cost leadership,' 'differentiation,' and 'focus' 
are examples of generic strategies (Ritika Tanwar, 
2013). Michael Porter defined a category scheme 
made up of three general approaches that companies 
usually employ to develop and sustain comparative 
benefit. The strategic scope and strategic power of 
these three general methods are described along two 
dimensions. The size and composition of the market 
you intend to target are considered in strategic 
scope, which is a demand-side dimension. Strategic 
strength is a supply-side component that examines 
the firm's power or fundamental capability. He also 
identified two competencies, the product 
differentiation and product cost (Ritika Tanwar, 
2013). 

According to Porter (1980), the number and size of 
direct rivals, the rate of industry expansion, 
differentiation of products and switching costs, fixed 
and ongoing expenses, capacity augmentation, exit 
obstacles, and diversification all influence the 
intensity of competitive rivalry. Hotels may be 
diverted to some other sector of the market if 
jockeying for place in a higher strategic group 
becomes more powerful in an oversupply situation, 
pushing hotels to cut margins unless they have 
established sufficient differentiation to sustain their 
own position within their strategic group (Porter, 
1980). 

Methodology 
To collect data from the presentment research study, 
this research study used a quantitative research 
approach with a case study as a research design. 
Quantitative research quantifies links between 
distinct variables by employing certain methodology 
and techniques. The goal of quantitative research 
combining two variables, for example, is to 
investigate the relationship between an independent 
(predictor) and a dependent (criterion) variable in a 
population (Hopkins, 2000). In design research, case 
studies are used to investigate a phenomenon, 
establish hypotheses, and validate a method. Despite 

its widespread use, there appears to be no widely 
agreed systematic case study approach among 
design researchers. The case study approach could 
be an appropriate method for doing design research, 
given its nature and purpose (Zainal, 2007).   

The following research objectives and research 
questions have been created as part of the resent 
investigation of the following topic in order to drive 
the methodology of the study. 

RESEARCH OBJECTIVES 

Research Objective 1: To identify the extent as to 
which room discounts influence guest purchase 
behaviour in consuming accommodation services at 
Kanika resorts. 

Research Objective 2: To investigate how all 
inclusive accommodation packages drive guest 
purchase behaviour in consuming accommodation 
services at Kanika resorts. 

Research Objective 3: To explore the role of 
Kanika’s provision of special offers for hotel 
amenities towards guests’ attraction of purchasing 
accommodation at Kanika resorts. 

Research Objective 4: To explore the role service 
quality towards guest purchase behaviour in 
consuming accommodation services at Kanika 
resorts. 

RESEARCH QUESTIONS 

Research Question 1: What is the relation of room 
discounts on guest purchase behaviour in consuming 
accommodation services at Kanika resorts? 

Research Question 2: How all-inclusive 
accommodation packages drive guest purchase 
behaviour in consuming accommodation services at 
Kanika resorts? 

Research Question 3: What is the role of Kanika’s 
provision of special offers for hotel amenities 
towards guests’ attraction of purchasing 
accommodation at Kanika resorts? 

Research Question 4: What is the role of service 
quality towards guest purchase behaviour in 
consuming accommodation services at Kanika 
resorts? 

Sampling method 
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This research investigation used a probability simple 
random sampling method, which may be described 
as the term "simple random sample" refers to the fact 
that every instance in the population has an equal 
chance of being included in the sample. Simple 
random sampling has a number of disadvantages 
(Ghauri and Gronhaug, 2005). The suitable sample 
of this research project was individuals that have 
been guest or accommodated at any of the resorts of 
Kanika. The distribution method was via shareable 
link on researcher’s social networks placed in public 
mode, and every individual who came across to the 
link and has been accommodated to any of the 
Kanika resorts had an equal chance to complete the 
questionnaire. In the questionnaire, the researcher 
included the purpose of the study that referred only 
for academic purposes in expanding the theoretical 
frameworks into practice in the accommodation 
sector. 

Data collection tool 
A questionnaire was used as the major data 
gathering technique for this research project. A 
questionnaire is a type of questionnaire that is used 
to collect information from people (Gillham, 2008). 
Finally, before to its formal release to the study's 
participants, the questionnaire was pilot tested to 
guarantee its validity. Once pilot testing was 
completed the actual questionnaire was released for 
official survey. Finally, the questionnaire questions 
have been formed in association with the research 
questions (see Appendix 3) and a Likert style of 
responses (1- Strongly Agree, 2- Agree, 3- Neither 
Agree nor Disagree, 4- Disagree, 5- Strongly 
Disagree). 

Analysis and Discussion of Research Results 

Research Objective 1: To identify the extent as to 
which room discounts influence guest purchase 
behaviour in consuming accommodation services at 
Kanika resorts. 

Table 1 

 

According to the results of the above chart, the 
29.4% Strongly Agree and the 59.8% Agree that the 
room discount was a motivating factor to purchase 
an accommodation to Kanika Hotel. The 8.8% 
Neither Agree nor Disagree. The 2% of the people 
Disagree that the room discount was a motivating 
factor to purchase an accommodation to Kanika 
Hotel. According to a similar study conducted by Hu 
and Yang, (2002), pointed out that room prices has 
been proven to influence guests’ hotel selection and 
booking of hotel’s rooms (especially those at 
discounted prices). Research Objective 2: To 
investigate how all-inclusive accommodation 
packages drive guest purchase behaviour in 
consuming accommodation services at Kanika 
resorts. 

Table 2 

 

According to the results of the above chart, the 42. 
7% Strongly Agree and the 40.8% Agree that the 
provision of all-inclusive accommodation offers was 
a motivation factor to book accommodation services 
to Kanika Hotel. The 11.7% Neither Agree nor 
Disagree. The 4.8% Disagree that the provision of 
all-inclusive accommodation offers was a 
motivation factor to book accommodation services 
to Kanika Hotel. According to a similar study, all-
inclusive packages, breakfast included rates, and 
other similar offers are most likely to influence 
purchasing behaviour and willingness to stay at that 
resort (Noone, McGuire and Rohlfs, 2011). 

Research Objective 3: To explore the role of 
Kanika’s provision of special offers for hotel 
amenities towards guests’ attraction of purchasing 
accommodation at Kanika resorts. 
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Table 3 

 

According to the results of the above chart, the 
76.7% said ‘’Yes’’ that the provision of special 
offers for Kanika resort’s amenities is an important 
factor for booking their accommodation, whereas 
the 23.3% said ‘’NO’’, the provision of special 
offers for Kanika resort’s amenities is not an 
important factor for booking their accommodation 
for them.  

According to a similar study, when luxurious 
amenities are included in a special offer package, 
both the room fee and the customer's willingness to 
pay improve. Additionally, the poll respondents' 
readiness to spend an additional fee for an upgrade 
to access luxury brand hotel services is warranted 
(Heo and Hyun, 2015). 

Research Objective 4: To explore the role service 
quality towards guest purchase behaviour in 
consuming accommodation services at Kanika 
resorts. 

Table 4 

 

According to the results of the above chart, the 
45.6% Strongly Agree and the 43.7% Agree that the 
consistency of the delivery of hotel services is a 
contributory factor to book accommodation to 
Kanika Hotels. The 7.7% Neither Agree nor 
Disagree. The 3% Disagree that the consistency of 
the delivery of hotel services is a contributory factor 
to book accommodation to Kanika Hotels. 
According to a similar study, accommodation 
sectors should maintain a high standard in the 
delivery of tourism services on a consistent basis. It 
is critical that tourist service providers know their 

customers' requirements and desires at all times in 
order to satisfy them (Camilleri, 2018).  

Table 5 

 

According to the results of the above chart, the 41.7 
% Strongly Agree and the 41.7 % Agree that the 
availability of timely service in Kanika Hotels is a 
motivating factor for Kanika Hotel accommodation. 
The 11.7 % Neither Agree nor Disagree. The 4,9% 
Disagree that the availability of timely service in 
Kanika Hotels is a motivating factor for Kanika 
Hotel accommodation. According to a similar study, 
service in the tourism hospitality sector become a 
well-known brand by prioritizing the timely 
selection of high-quality lodging because they find 
timely services really important (Yang, 2019). 

Table 6 

 

According to the results of the above chart, the 48.5 
% Strongly Agree and the 35% Agree that the 
behaviour of Kanika Hotel employees was a 
contributing factor to book accommodation services 
to Kanika. The 8% Neither Agree nor Disagree. The 
8,5% Disagree that the behaviour of Kanika Hotel 
employees was a contributing factor to book 
accommodation services to Kanika. According to a 
similar study, specialized service behaviour 
describes contact employees' discretionary 
behaviour in assisting clients that goes beyond their 
duties (Tsaur and Lin, 2004). In addition, customers' 
perceptions of service quality are heavily influenced 
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by the behaviour of customer-contact staff, 
according to research (Bitner et al., 1990). 

Conclusion/Recommendations 
The research aimed to examine the reasons that drive 
guest’s purchasing behaviour while consuming 
accommodation services of Kanika Hotels. The 
information gathered allowed for conclusions to be 
drawn that both supported and refuted previous 
primary research. The Methodology section 
summarizes the research approach and design 
employed in this study. It looked at the sampling 
method as well as the use of a primary data 
collection tool. Finally, based on the research results 
the below conclusions were drawn. 

As per the results, the RO1 and RQ1 pointed out that 
the relation of room discounts on guest purchase 
behaviour in consuming accommodation services at 
Kanika resorts is an important factor for guests’ 
accommodation selection. Room prices as per the 
present research project proven to influence guests’ 
hotel selection and booking of hotel’s rooms. RO2 
and RQ2 aimed to show how all inclusive 
accommodation packages drive guest purchase 
behaviour in consuming accommodation services at 
Kanika resorts. The results show that the room 
discount is a motivating factor to purchase an 
accommodation to Kanika Hotel. All-inclusive 
packages, breakfast included rates, and other similar 
offers are most likely to influence purchasing 
behaviour and willingness to stay at that resort as 
supported or proven by the present research project. 
Moreover, the results of RO3 and RQ3 pointed out 
that the provision of special offers for Kanika 
resort’s amenities is an important factor for booking 
their accommodation. When luxurious amenities are 
included in a special offer package as per the 
current’s study results proved that customer's 
willingness to pay drives the decision making of 
guests. Finally, the results of RO4 and RQ4 agrees 
that the service quality towards guest purchase 
behaviour in consuming accommodation services at 
Kanika resorts is an important factor for guests’ 
booking decision and overall selection of the 
specific accommodation provider (KANIKA). 

In relation to corporate recommendations, the 
findings of the present research project suggest that 
Kanika resorts should maintain a high standard in 
the delivery of tourism services on a consistent basis 
since those tactics are proven effective from the 
sample’s responses of this study. Furthermore, 

another business advice for Kanika hotels as it is 
generated from the present research project is to 
offer various accommodation and facility discounts 
in order to continue attracting new customers while 
also satisfying guests who are loyal to the business. 

Additionally, the present research project provides 
recommendations for future research. This research 
study was conducted from a quantitative research 
approach emphasizing in graphs and figures 
however, it is recommended that future research 
from a qualitative research perspective could be 
developed that will gather opinions and feelings in 
relation to the main booking strategies of Kanika 
resorts. In addition, a research on the generations 
and their purchase behaviour can be conducted. In 
that way, they will be able to see how and to what 
extent each age group's purchasing behaviour and 
needs differ. A research on leadership, managers and 
their role is also recommended as it is a significant 
part in the accommodation sector. 

Some of the difficulties faced in this researcher were 
Covid-19 pandemic and its restrictions. For that 
reason there was an online survey so it would be 
easier for more individuals to answer without 
braking these restrictions. In addition, it is also 
suggested that further research is needed with more 
participants as because of the time constraint it was 
not possible to have more answers. Moreover, this is 
a case study only on Kanika resorts so it cannot be 
generalised to the rest on the hotel industry of 
Cyprus. 
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Abstract Attracting new customers is pivotal for 
the strategy of profit-driven Organisations. Modern 
types of betting have recently grown exponentially. 
One explanation is that the introduction of 
innovative games aligns with this strategy. This 
study has applied qualitative analysis to explore the 
economic  performance and success from the 
introduction of Virtual Sports (a new form of 
innovative product in the betting sector) in  
European countries. We will then enquire whether 
conditions are now favorable for amending the 
betting legal framework of Cyprus to create 
conducive to innovation adaptations. It is thought 
that such a structural change may positively 
influence returns for the betting industry; enhance 
levels of employment to relevant and 
interconnected sectors of the economy; assist the 
government sector which through tax policy may 
improve revenues and exploit other resources for 
more sustainable public expenditures. Results show 
that where innovation and integration of Virtual 
Sports took place, the business industry 
stakeholders were positively influenced in terms of 
performance, taxes, market share, customer 
satisfaction and technological attractiveness. 

Keywords EU betting industry, innovation, virtual 
sports, Gambling Regulation Authority, profitability, 
harm protection   

 

1. Introduction 
 
Gambling is a historical and social 
phenomenon whereas the evolution of illegal 
gambling and its extensive impact on society, 
brought about its legislative regulation as a form of 
protecting people (Catarino et al., 2020). 
Furthermore, the regulation of betting activities, 

allows to channel demand towards the authorized 
and licensed supply and leads to adapting this supply 
to the markets size. Direct ban or lack of regulation 
leads to loss of revenue (Catarino et al., 2020). 
Therefore regulating and supervising gambling is 
crucial both for the market and for combating and 
preventing unlawful acts purposes and importantly 
to prevent health problems such as problematic use 
and addiction. 
 
The Betting Industry in Cyprus was formally 
regulated by law in 2012 (L. 106(I)/2012). This act, 
established the National Betting Authority (NBA), a 
powerful independent body, entrusted by the 
government and parliament with the competencies 
of drafting relevant legislation, monitoring 
implementation in all provisions including licensing 
of companies and of the different types of betting. 
More specifically, the NBA is the leading legal 
public entity for the regulation, supervision, and 
monitoring of the betting activity. The crucial point 
for the Betting Industry in Cyprus was year 2012, 
which led to an “increase of gambling 
availability…with more than 506 betting stores” 
already in 2013 (Neophytou K., et al., 2018). On 
March 2019, the Betting Law (BL) 37(I)/2019 was 
introduced replacing the initial Law. The new law 
was aspiring to enhance the Betting Market. The 
Betting Law currently, allows for two forms of 
betting services. Broadly seen, these are Class A 
which involves land-based services and Class B 
which encompasses all forms of electronic (online) 
betting. Online betting was regulated in 2016, four 
years after the first Betting Law was at place (NBA, 
2016-19 Progress Report). Class A licensed 
Bookmakers currently comprise of six companies 
and Class B of twelve. Many of the aforementioned 
companies are registered international entities which 
now also have a local registration, confirming 
international business interest for the Cyprus betting 
sector. The number of licensed premises 
(representatives of the Bookmakers) in the island is 
around five hundred. The importance of the industry 
can be also depicted when income, profit 
distribution and tax are considered. Indicatively, for 
years 2018-2021, comprehensive income from 
betting exceeded €2bn, profit distribution surpassed 
€1.6bn and government benefitted from betting 
taxation with around €35m (NBA, Gambling 
Industry Statistics, 2021). These figures best 
demonstrate the importance and dynamic character 
of the industry which constitute the basis for this 
thesis. 
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1.1 The Gambling sector in the context of the 
EU and Related Technology Development 
 
Cyprus is a member state of the European Union 
(EU). Historically, during the European Council 
Committee of the 11th and 12th of December, 1992 
in Edenborough, Member States of the European 
Union agreed not to pursue harmonization of 
gambling activities at a European level. There is no, 
therefore, sector-specific EU legislation in the field 
of gambling services. EU countries are virtually 
autonomous in how they organise their gambling 
services, as long as they comply with the 
fundamental freedoms established under the TFEU, 
as interpreted by the Court of Justice of the EU. 
 
In 2019, prior the COVID-19 pandemic restrictions, 
the total European gambling market was worth 
€98.6bn. Online gambling accounts for €24.5bn and 
land-based gambling for €74.1bn in gross gaming 
revenue. Estimates point at the direction that 26.5% 
of activity took place in grey and black markets (H2 
Gambling Capital, 2020). 
 
Inside and outside the EU, some governments and 
betting stakeholders went beyond traditional sports 
events and activities to new forms such as Virtual 
Sports, electronic sports, competitive computer 
gaming, gaming, and cybersports which are 
common synonyms for eSports (Rogstad, 2020). 
These forms have grown exponentially during the 
recent years. The main characteristics that 
distinguishes them from traditional sports betting is 
that the primary aspects of the sport are facilitated 
by electronic systems, “mediated by human-
computer interfaces” (Hamari et al., 2017). The 
success of virtual sports events during the COVID-
19 pandemic, demonstrates that “sports fans are 
ready to consume sports in new, innovative ways” 
(The Nielsen Company, 2020). Virtual sports can 
also be used as a marketing tool, reaching new and 
younger audiences and the post COVID-19 market 
is likely to attract more investment and commercial 
partners (Rogstad, 2020). For any profit driven firm, 
a part of its strategy is to acquire new customers, 
either from other gambling operators or new 
customers altogether and the introduction of 
innovative games aligns with this goal  (Mc Mullan 
and Kervin, 2011). Additionally, advertising and 
marketing strategies have become integral parts of 
the business while bookmakers are developing 
innovative and state-of the-art tactics to cross-
promote and converge separate markets, targeting 
new gamblers, that being conventional betting and 
new forms of betting (Lopez-Gonzalez, & Griffiths, 
2017). These may positively influence income for 

the betting industry; employment, relevant and 
interconnected sectors of the economy of a country, 
tourism and governments which through tax policy 
increase their revenues and their resources for more 
sustainable public expenditures (Marionneau and 
Nikkinen, 2020). Betting Regulators such as the UK 
Gambling Commission confirm that “Innovation in 
product design with a clear focus on the licensing 
objectives, helps an industry embrace new 
technologies and adapt to societal changes to the 
benefit of consumers” (Gambling Commission UK, 
2020. 
 
1.2 Problem Statement: Enhancing 
sustainability of the Cypriot betting sector 
 
Companies and industries that follow international 
good practices and adapt to innovation, may enhance 
their strategic capabilities and therefore contribute to 
their long-term survival and competitive advantage 
(Johnson et al., 2014). An analogy of this argument 
may stand for countries. If an industry of one 
country (betting) does not adapt to innovation, 
another country which introduces technological 
innovation, for example Virtual Sports, will become 
more attractive to potential consumers and increase 
its international competitive position. Strategic 
capabilities are of value when they take advantage 
of opportunities and neutralise threats, provide value 
to customers and are provided at a cost that still 
allows an organisation to make an acceptable return 
(Barney, 1991). Technology development and even 
a company’s infrastructure are support activities to 
the value chain for a product or a service in order for 
the firm to succeed sustainable competitive 
advantage. In this sense, introducing innovation to 
the Cypriot legal framework and to the organisation 
of betting stakeholders allows for better 
performance. It identifies new profit pools and 
enhances strengths as opposed to weaknesses, 
particularly during pandemic restrictions vis a vis 
competitor. Relying only to threshold capabilities, 
that is relying solely to traditional forms of betting, 
may put companies’ sustainability into danger since 
international competition and atypical or illegal 
betting have already incorporated novel forms of 
gambling. Therefore, a strategy of modernization of 
the legal framework in Cyprus towards more novel 
forms of betting may be of the utmost value.  
 
1.3. Research Question(s)-Aim: The 
relevance of Virtual Sports to the Betting 
Sector Sustainability 
 
This article investigates the possible economic 
impact of a future regulation and introduction of 
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Virtual Sports (VS) within the Cypriot betting 
framework. 
 
The relevance of the NBA strategy towards 
modernization and adaptation to international best 
practices in innovation, is explored  
The main research question discusses the extent of 
positive effects of technological innovation in the 
gambling industry and the economy at large. 
 
Virtual sports, are an exemplary recent innovation, 
regulated in various EU and other countries.  
 
To introduce VS to the Cypriot economy, an 
assessment from business perspective must be 
employed first.  
 
1.4.Methodology 
 
The author reviews crucial turning points from the 
historical background of the betting industry in 
Cyprus and the EU. 
 
Comparative analysis of modern adjustments in the 
betting market in Europe is carried out. The impact 
of VS to respective economies and the gambling 
environment will be weighted. Some 
recommendations for the future are concluding the 
article. 
 
2. Gambling Definition and 
relation to Business  
Gambling includes any game of chance that involves 
a monetary wager; such settings comprise sports 
betting, casino games, lotteries, bingos, and so forth 
(Scott et al, 2019). For the purposes of the Betting 
Law (37(I)/2019) of Cyprus, 'betting' encompasses 
all betting activities carried out in relation to 
sporting events in which the contestants are natural 
persons or other events in which natural persons 
participate by exercising physical strength and 
utilising skills, and which events do actually take 
place. Therefore, it should be noted that Virtual 
Sports, which is an event not actually taking place in 
real life, are not regulated despite the fact that a 
series of other countries and continents of the globe 
accept such Sports as legal.  

2.1. The roadmap and the current situation 
in the Betting Market in Cyprus  

For a business to be successful, a level of its strategy 
must be concerned with the way it pursues to 
compete successfully in the particular market. An 
analysis of the macro-environment of organisations 
in terms of political, economic, social, 

technological, ecological and legal factors allow for 
different scenarios. For the purposes of this study, 
Porter’s five forces analysis is applied in order to 
define the betting market in Cyprus and to identify 
their potential for change, more specifically through 
the further introduction of innovation, and sports 
games and different types of bets such as Virtual 
Sports. The five forces consist of the threats posed 
within an industry, namely by competitive rivalry, 
powerful buyers, powerful suppliers, potential new 
entrants, and substitute products (Dobs, 2014). 
These forces influence at the end, the ultimate profit 
potential in the industry as demonstrated by Porter 
(1980). Assessing the opportunities and threats in 
the organizations external setting shapes 
organizational strategy (Bruijl, 2018).  

A market is a group of customers for specific 
products or services that are essentially the same 
(Johnson et al., 2017). According to estimates, the 
gambling market of Cyprus is ranked tenth among 
all European markets in terms of largest average 
gambling spend per adult (H2 Gambling Capital, 
2021, p. 13.). The development of the Betting sector 
in the island was indeed significant in the last years, 
as is evidenced in this project (Table 1.). Within 
three years’ time, Gross Gaming Revenues 
increased by 75%. Profit margins almost doubled. 
Tax paid to government for gambling, increased by 
60%, offering some validation to the argument that 
it is the “governments that get more addicted to the 
tax than the players to the games”(Phanner, 2010). 
This may be related to the regulation of electronic-
online betting, which opened-up opportunities for 
companies to expand to new ventures delivering 
betting services to many homes and venues. 
Therefore, it can be argued that significant changes 
which introduce technological and innovative 
advances to the regulated betting industry may 
produce a chain of positive economic effects. In 
conjunction with the progress identified already, an 
improvement to the law (2019) included 
modification to the definition of betting so as to 
include cash-out, hence “adjusting the law to the 
current market needs” (National Betting Authority, 
2020, p.22).  It is moreover observed that in the 
course of years, fewer companies share more 
revenues. The tendency as far as Class A licensed 
bookmakers, is one of an oligopoly market situation 
like in Sweden where one company has the 
monopoly of various types of gambling while a 
number of private companies are also licensed 

(Håkansson et al., 2019). Oligopolistic, is the 
industry dominated by a few firms with limited 
rivalry and in which firms have power over buyers 
and suppliers (Johnson et al., 2017). As far as Class 
B licensed bookmakers, four more companies were 
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added to the licensed registrar of the National 
Betting Authority, perhaps as a consequence of the 
developing trend of online, electronic services. After 
all, the “advent of digital technology coupled with 
the enormous potential applications of the web, 
caused substantial changes in the global gambling 
industry” (Papanastasiou & Fourlas, 2016) and 
Cyprus was not in isolation. It is assumed that the 
entry cost is high for new potential entrants-betting 
firms. Competitive rivalry among existing 
stakeholders is uneven since one company (OPAP 
Ltd) holds a monopoly of some types of betting and 
lottery. Despite this background, the rest of the 
companies seem to be of close to equal size. 
Interestingly, in the online betting sphere, new 
entrants are now competing. It is assumed that 
differentiation among rival and competing forces 
within the market will increase if new types of sports 
games are regulated. Other countries and industries 
both in Europe and abroad have engaged in 
introducing innovation products to their respective 
markets, increasing competitive advantage in times 
when distance, online betting is a significant source 
of both entertainment and profit for companies.   

2.2 The National Betting Authority  

Competition and Innovation Strategy is the 
foundation of an operative business plan.  A 
competitive strategy leads a firm to identify its 
industry niche and to understand its potential 
customers (Porter, 1980).  There exist some basic 
businesses strategies “—differentiation, cost 
leadership, and focus—and a company performs 
best by choosing one strategy on which to 
concentrate” (Allen and Helms, 2006).   

Table 1. Comparison of Financial Results and 
Quantitative Data of the Cypriot Betting Sector 

     JAN – MAR 2017                                                  
JAN – MAR 2020 

• Gross Gaming 
Revenue (GGR) of 
Class A and B 
€14.166.697 

• Profit Margins 
11.33% 

• Number of Class B 
licensed 
bookmakers     5 

• Number of Class A 
licensed 
bookmakers 11 

• Licensed premises 
541 

• Betting Tax 
1.416.670 

• Gross Gaming 
Revenue (GGR) of 
Class A and B) 
€25.286.982 

• Profit Margins 21% 
• Number of Class B 

licensed 
bookmakers     9  

• Number of Class A 
licensed 
bookmakers 5 

• Licensed premises 
560 

• Betting Tax 
€2.528.698 

 

Table created by the author based on Financial 
Results and Quantitative Data released by the 
National Betting Authority 

The bedrock for choosing the fit to purpose strategy 
is an outcome of an industry analysis, and of an 
analysis of the Independent Authority which sets the 
rules of the game, that is the National Betting 
Authority of Cyprus. In analysing the NBA’s 
strategy it is pertinent to identify that the concepts of 
the development of the economy and of innovation 
are laid down at the centre of the NBA’s mission and 
vision statement (NBA, 2021, p.7). More 
specifically the NBA strategy evolves around the 
statement “to adapt to innovation, rapid 
technological development and simplification of 
processes”. Therefore, since introducing new games 
may indicate adaptation to technology and 
innovation, it is rational to assume that Virtual 
Sports could be considered compatible to the NBA 
strategy (ibid). For instance, The Hellenic Gaming 
Commission (HGC), the mission of which is to be 
“responsible for the regulation, supervision and 
audit of gambling activities, carried out in the Greek 
Territory” and its vision focuses in making all games 
legal and safe and free from negative financial, legal 
and social impacts, has regulated Virtual Sports. The 
NBA mission also points towards combating and 
eliminating illegal gambling with various means. 
Regulating gambling and new types of betting may 
be expected to serve this purpose along with other 
policy measures, including policing (which is 
outside the scope of this study). 
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Figure 1. National Betting Authority’s Strategic Goals 

 

Source: Authors own design based on the 
National Betting Authority. Strategic Plan 2022-
2024 & Action Plan 2022 

A closer look at the NBA document reveals that the 
pillar “Enhancement of the Authority’s Regulatory 
and Supervisory Role” evolves around the aims of 
reducing the operational costs of the stakeholders 
and of the application period improving also the 
functioning of the sector (p.13). Costs are also 
envisaged to be limited through preventive 
supervision and compliance. The second pillar, 
“Protection of the Players and the Public” offers a 
holistic perspective towards achieving this goal. It 
includes creating the appropriate conditions for the 
stakeholders to protect society from gambling 
related harms through “measures and policies”, 
methods, incentives, training, synergies. It also 
provides for proliferating awareness to the public 
and risk groups of possible threats through messages 
and campaigns, counseling, treatment and effective 
initiatives-programs for safer gambling. Hence, 
innovation and technologically advanced new types 
of betting such as e-sports and Virtual Sports are not 
outright excluded from the scope and capability of 
providing protection to the public.  

The last pillar of the Strategy,  “Development and 
Modernisation of the Sector” is heavily related to 
creating better economic conditions, enhancing 
competitiveness and therefore improving 
profitability of the sector which is currently 
envisaged by the NBA’s strategy to develop as an 
attraction of foreign investments and to excel as a 
prospective “international gambling hub” (p.16). 
The concepts of “research and innovation”, business 
operations and market development around the 
notion of “healthy competition” structure are 
business-related wordings which can be viewed as 

creating a friendly to new ideas environment which 
embraces novel tools such as Virtual Sports. 

2.3 Virtual Sports 

It has been shown that the Betting Industry in 
Cyprus may successfully facilitate innovative 
products as part of its strategy. The pace of growth 
of the market was remarkable in the past years while 
international competition and technological 
advancement may indicate that it is currently high 
time for the Cypriot industry to exploit opportunities 
already tested in the EU and other market places. 
This part will examine the experience from 
innovative solutions such as Virtual Sports, which 
breakthrough in the international market. 

Virtual reality refers to computer simulated three-
dimensional interactive representation that allows 
almost total sensory immersion into an artificial 
environment (Gainsbury & Blaszczynski, 2017). 
The term was first coined by Lanier, in 1987 and is 
now increasingly applied across a host of disciplines 
and activities: entertainment, military, architecture, 
business, and health . 

Virtual sports are computer generated games, where 
the development and outcome are decided by an 
algorithm, using random number generators (RNG).  
Programming the parameters of the algorithms 
depends on the skills of each competitor or team of 
competitors (for example teams are not equally 
standardized, which is the case in real life as well). 
The factor of randomness is also added; therefore, 
prediction of the outcome is difficult. 

2.4 Changes in Betting Practices and 
Innovation 

Some specific historically objective facts-
developments converge decisively into the 
impressive market growth in the sector, leading into 
the development of Virtual Sports. These 
developments are interconnected and as Lopez-
Gonzalez and Griffiths (2016) note, can be 
concentrated to the following parameters:  

• The chronological and geographical 
globalization of sports markets 

• The standardization, homogenization and 
numeric quantification of sports 
performances 

• The rise in sports content mediation and the 
culturally dominant place it has gained in 
the aftermath and finally,  
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• The development of easily accessible, cost 
effective and constantly available personal 
communication technologies 

Table 2. Virtual Sports are regulated in many 
European countries 

 

Source: Authors own calculations 

Videogames, live betting and eSports influence all 
virtual sports providers in the development of their 
products. The majority of top providers use 
production techniques similar to those of the 
videogame industry for the development of their 
Enhanced technological capacity and the Internet, 
have significantly altered the industry’s product 
characteristics influencing users’ overall 
experiences (Gainsbury & Blaszczynski, 2017).  

As noted by a top executive member of a company 
“innovation in Virtual Sports is a bit more than just 
graphic precision in order to match the expanding 
interest of the consumer for real-life sports”. 

From the content presented insofar, and according to 
the head of technologies for an international 
provider, it becomes evident that the virtual sports 
market converges with the industry of electronic 
games (gaming) and with the development of actual 
sports, offering betting shops, online companies and 
platforms major opportunities to diversify their 
products and cope with the challenges of the new 
era. 

2.5 Adaptation and modernization with 
revenue growth. The case of Denmark 
preventive measures  

The digitization trend has stimulated a disruptive 
market for inventing and commercializing a broad 
scope of digital consumer services (Kamolsook et 
al., 2019). A study found that digital technologies 
augment the gambling industry in aspects of the 
product, service and operational structure and offer 
benefits and value creation to the sector (Liu et al., 
2021).  Many companies are now licensed 
worldwide. Virtual sports and betting supplier, 
Golden Race, has received certification as a 

wagering B2B provider in South Africa for its online 
solution V4. Another example is Entain, the 
gambling operator previously known as GVC 
Holdings, which has agreed a deal to launch Inspired 
Entertainment’s range of virtual sports games. 
Companies come together designing the “newest 
products, a World Cup game and virtual in-play 
tennis”. Therefore, partnerships are identified 
between product/technology suppliers and providers 
to the market. Today, betting on virtual events has 
increased at a worldwide level, and “innovation and 
technical progress have significantly raised the 
complexity of some virtual betting products” 
(Gambling Commission UK, 2016). For instance, 
Virtual sports monthly total in the UK market 
peaked to £12.8m in 2020, right before the pandemic 
erupted. Interestingly, VS betting was higher to dogs 
racing betting in the UK for year 2020 (3.2% to 
3.1%). As early as in 2015, studies estimated that 
this specific type of market would generate $9 
billion of revenue annually (Totally Gaming, 2015).  

Many EU Member States, US states and countries 
from almost every continent have regulated the 
Virtual Sports market, at all levels. Table 2 
showcases a number of countries which have 
licensed Virtual Sports betting services. Some of 
these countries have had a long tradition in the field 
while others have now developed a series of 
protective methods to avoid potential harm such as 
problem and pathological gambling. The protective 
measures commonly applied to the more 
conventional types of gambling have also been 
applied to Virtual Sports. Virtual Sports not only are 
regulated but as presented in the case studies below, 
also produce a series of important financial benefits 
for governments, providers and all parties 
concerned.  

A great example of a country which regulates and 
allows Virtual Sports activity, is Denmark. 
Denmark’s gambling market is intensely regulated 
and monitored by the DGA (the responsible 
regulatory authority) which closely cooperates with 
all interested parties (Henningsen, 2019). The 
purpose of the betting law there is  

(i) To preserve the consumption of 
betting services to a medium or mild 
level,   

(ii) To protect young people and 
susceptible groups from being 
exploited through gambling or from 
developing a gambling addiction,   

(iii) To protect the players by ensuring that 
all betting activities are provided in a 
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fair, responsible and transparent way, 
and 

(iv) preventing criminal activities related 
to betting.  

As a result, this enforces a number of obligations to 
license holders. For example, betting services 
providers have the obligation of closely monitoring 
bettors’ activities, offering periods of “cooling off”. 
They must also provide access to a state register 
which includes those who are self-excluded 
(“ROFUS) and have a discretionary system which 
automatically inspects each player when trying to 
connect again. Within this protective system and 
through their inclusion to the legislation, Virtual 
Sports have found their place and are developing.  

It is becoming evident that the states’ path towards 
legislative adjustment to the sector’s technological 
advancement, is ongoing. The aim is to achieve 
economic growth while protecting the society and 
the consumers. Betting activities related to Virtual 
Sports are currently available in the UK, Malta, 
Italy, Australia, Greece, Romania, Denmark, 
Sweden, Spain, as well as in other countries 
worldwide. Substantial revenue is gained both for 
regulators and governments.  

According to the Gambling Commission, the UK 
has entered the Virtual Sports market immensely, 
and is showcasing an impressive upward trend. 

Figure 1. Italian cities with the highest gross gaming 
revenue (GGR) from virtual sports betting in 2021(in 
million euros) 

 

Source: © Statista 2022 

As demonstrated (Figure 1) gross gaming revenue 
(GGR) from virtual sports betting in 2021 in large 
Italian cities has been significant, ranging from 
10.8% (Rome) to 30.2% (Naples). Further, Virtual 
Sports cash inflow for the years 2015 – 2018 in Italy 
can be described as impressively high. In addition to 

this, Italy’s tax revenue from betting activity has 
also increased significantly. According to the 
country’s Office of the Parliamentary Committee for 
the Budget (2018), Virtual Sports are responsible for 
more than 2% of the national tax revenue. These 
increases go hand in hand with the total increase of 
cash inflows produced by the Italian betting market: 
according to the same study, the market’s cash 
inflows increased by $20 billion between years 2015 
to 2018. Another important finding is that bettors’ 
financial losses remained stable for the years 2017 
and 2018. 

3. Discussion   
Evidence from the countries examined lead to some 
preliminary conclusions in regards to the regulated 
introduction of Virtual Sports. It appears that where 
innovation and integration of Virtual Sports took 
place, the business industry stakeholders were 
positively influenced in terms of performance, taxes, 
market share, obviously customer satisfaction and 
technological attractiveness. Analysis shows that 
introducing amendments to the legislation for the 
regulation of the provision of virtual sports is 
consistent with the strategic objectives of the 
Cypriot National Betting Authority (NBA). More 
specifically, incorporating virtual sports into the 
legislation seems to be corresponding with all 
strategic objectives of the NBA.  

In addition to this, regulating virtual sports, follows 
the contemporary regulatory trend in many 
European states and in the USA, which have 
included virtual sports to their legal framework. 
Delfabbro (et al., 2021) proposes to mitigate product 
risk with a new framework which “encourages better 
collaboration and communication between 
stakeholders; the accelerated production of valid and 
reliable evidence; a strategic alignment of 
stakeholder activity; and, more effective and 
efficient approaches to assessing and mitigating 
product risk”. This suggests that there is much room 
for a more concerted effort of stakeholders in Cyprus 
to align towards the aim of enhancing the products 
value and identifying potential threats.  

Finally, it can be argued that introducing innovation 
to the Cypriot legal framework, specifically into the 
betting law and to the organisation of betting 
stakeholders allows for better performance. It helps 
to identify new profit pools and enhances strengths 
as opposed to weaknesses, particularly during 
pandemic restrictions vis a vis competitor. Relying 
only to threshold capabilities, that is relying solely 
to traditional forms of betting, may put companies’ 
sustainability into danger since international 
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competition and atypical or illegal betting have 
already incorporated novel forms of gambling.  
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Abstract 
A company's competitive strategy is determined by 
its response to competitive forces and firms that are 
well-positioned will gain a competitive advantage. 
The attraction of travelers is a significant challenge 
for many airlines in the airline industry, and a closer 
examination of the factors that attract travelers is 
essential. The purpose of this research is to 
determine, for Aegean Airlines, the effectiveness of 
cost reduction, overall services, and 
environmentally conscious aircraft investment as 
customer attraction strategies. A quantitative study 
was conducted using an online questionnaire with 
Likert scale responses. A total of 108 valid 
questionnaire responses were utilized from the 
online survey collected at Larnaca International 
Airport upon the arrival of Aegean passengers. How 
the adoption of environmentally friendly aircraft 
affects the satisfaction of Aegean passengers was the 
focus of this study. In addition, this study revealed 
that low-cost airline tickets were a factor in Aegean 
travelers' booking decisions. In addition, this study 
revealed that Aegean's overall services [Free meal, 
Free Wi-Fi on-board, and timely Staff (on ground 
and aircrew)] were a factor in passengers' decisions 
to book with the airline. 
 
This study concludes with corporate 
recommendations for Aegean's future business 
practices and research suggestions. 

Keywords Environmental sensitivity, customer 
attraction, Cost leadership, Travel and tourism, 
COVID-19, ECO-tourism. 
 
1. Introduction 
 
Prior to the recent, unprecedented disruption of 
global air travel caused by COVID-19, the aviation 
industry had grown significantly and played an 
increasingly vital role in facilitating international 
transportation (O'Connell, 2018; Kim et al., 2019). 
This exploratory study will investigate the 
effectiveness of cost reduction, overall services, and 
environmentally friendly aircraft as customer 
attraction strategies, with Aegean Airlines as its 
primary focus. 
 
2. Literature Review 
Airline Industry | Aegean’s Position in the 
market  
 
In a competitive market such as the airline industry, 
it is essential for businesses to not only comprehend 
what their customers want and expect, but also 
manage their own resources appropriately to meet 
those expectations (Chow, 2015). There is no doubt 
that the current global financial environment 
requires targeted and well-calculated resource 
management (Tsafarakis et al., 2018). Especially in 
modern times, the burden of Covid-19 has had a 
significant impact on the financial economy and 
human income, as travelers seek more efficient 
travel options. Customer satisfaction and service 
quality are regarded as crucial factors in the airline 
industry due to the fact that the growth of an airline 
is dependent to a large extent on how well the quality 
of service expected to result in passenger 
satisfaction is regarded as a successful strategy for 
gaining a competitive advantage (Li et al.,2017; 
Suciptawati et al., 2019). Aegean Airlines, is used to 
illustrate the application of this method to passenger 
satisfaction. Aegean Airlines won the COVID-19 
Airline Excellence Award 2021 for the health and 
safety measures applied onboard and on the ground. 
Based on the financial burden caused by COVID, 
visitors have indicated that they are significantly 
more interested in receiving affordable offers while 
traveling. 
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Competition in the Airline Industry. Tactics 
for differentiation 
 
The provision of high-quality service is essential to 
airlines' survival and vital to the airline industry's 
competitiveness; therefore, the measurement of 
customer satisfaction in the airline industry is 
becoming more prevalent and significant 
(Tsafarakis et al., 2018). As a result, the competition 
among airlines is deemed to be more intense as 
carriers strive to acquire and retain loyal customers 
(Chen et al.,2011). Especially now, following 
COVID-19, when passenger perceptions shifted. 
According to the International Civil Aviation 
Organization (2022), the pandemic has wreaked 
havoc on the aviation industry, as a reduction of 59-
62% per year is anticipated for global air passengers, 
and the situation is made worse by the fact that no 
one knows when the pandemic will end (Song and 
Choi, 2020). 
 
Cost Leadership, Differentiation | The 
Porter’s Theory 
 
According to Porter (1980), industry competition is 
comprised of five competing forces: industry 
competitors, suppliers, buyers, potential new 
entrants, and product or service substitutes. These 
five variables also determine the profitability of the 
industry: the aforementioned forces are crucial 
because they affect return on investment, pricing, 
cost, and investment requirements. Moreover, the 
nature of the market and the underlying economic 
and technological characteristics of a particular 
industry influence the aforementioned competitive 
factors (Porter, 1980, pp. 3-5). A company's 
competitive strategy is determined by its response to 
these competitive forces, and firms that are well-
positioned in relation to these five factors will have 
a competitive advantage over their rivals. Aegean 
chose the Differentiation Focus strategy because it 
provides high-quality services at all stages of its 
customers' journeys. Simultaneously, the Company 
adapts the services provided at each stage of the 
journey to meet the needs of each passenger, 
demonstrating its commitment to the customer. 
 
Corporate Social Responsibility as an 
attractive strategy for Environmental 
conscious tourists (ECO-tourism) 
 
Eco-productivity in the airline industry refers to the 
capacity to use existing resources to provide more 
efficient air transportation while avoiding negative 
environmental impacts. Due to the nature and 
context of the issues, it is extremely difficult to 

define CSR. CSR is intricately intertwined with 
ecology, society, and the economic system, which 
are all extraordinarily complex and dynamic 
systems. Howard Bowen, the founder of corporate 
social responsibility, defined it as "the 
responsibilities of entrepreneurs to adopt these 
policies, make these judgments, or pursue these 
courses of action that are desirable in terms of our 
society's goals and values" (Carroll, 1999; Bowen, 
1953). Since then, corporate social responsibility has 
shifted from philanthropy to regulated practices and 
instrumentality, or strategic CSR. Companies in the 
new millennium are under increasing pressure to 
comply with environmental protection and 
transparency legislation, and the market is flooded 
with competitors, necessitating the implementation 
of CSR as a survival and competitiveness strategy 
(Glan, 2006). As pollution concerns rise, consumers 
are increasingly sensitive to environmental issues in 
every industry. Due to its extensive reliance on fossil 
fuels, the aviation industry faces these challenges 
more urgently than others. Environmental protection 
is one of the most important CSR initiatives in the 
airline industry, alongside safety concerns, 
according to a consumer study (Asatryan, 2013). 
Moreover, Cowper-Smith and de Grosbois (2011) 
found that the airline industry's CSR reporting 
material focuses on environmental issues as opposed 
to social or economic issues. Emission reductions 
have received the most attention, while other issues 
have received significantly less. 
 
3. Methodology  
This research study has adopted a Quantitative 
approach with case study as a research design to 
gather data for the present research study.  
 
Research Objectives 
 

Research Question 1: How the adoption of 
environmentally sensitive aircraft influences Aegean’s 
customer attraction? 
Research Question 2: What is the relation of low-cost 
airline ticket pricing on Aegean’s customer attraction? 
Research Question 3: What is the role of Aegean’s 
overall services (Free meal, Free Wi-Fi on-board, and 
the Timely Staff (on ground and aircrew)) on Aegean’s 
customer attraction? 

 
Sampling Method 
 
This research study adopted a probability 
convenience sampling which can be defined as the 
process whereas participants are chosen based on a 
convenient location of sampling because they are 
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available. The participants of the present research 
study were conveniently randomly selected upon 
their arrival from Aegean’s flight at Larnaca 
International Airport. This research project selected 
a questionnaire as a data collection tool to gather 
primary data. The questionnaire was designed to 
address and provide insights on the research 
questions and objectives while following a Likert 
style of answers whereas the main questioning relied 
as to whether certain elements are contributing 
factors towards the clients’ selectivity to Aegean 
Airlines. Finally, the questionnaire was pilot tested 
prior of its official release to the population of the 
study in order to ensure that meets research validity. 
To ensure the ethical principles of the research, 
anonymity of participants was ensured and informed 
consent was communicated  
 
4. Analysis and Discussion of 
Research Results 
 

RQ.1 To investigate how the adoption of 
environmentally sensitive aircraft influences 
Aegean’s customer attraction. 

 

Figure 1. Level of the fact that Aegean shows 
sensitivity to the environment and has a green 
philosophy was a contributing factor to book a ticket 

The above chart (Figure 1) shows that 75.9% of the 
sample pointed out that the adoption of 
environmental sensitivity and the green philosophy, 
was a contributing factor to book a ticket with the 
airline. On the other hand, the 24.1% of the research 
participants pointed out that the adoption of 
environmental sensitivity and the green philosophy, 
was not a contributing factor to book a ticket with 
the airline.  

 

 

 

 

 

Figure 1: Level of knowledge of you traveling with 
an environmental sensitive aircraft, was a 
contributing factor to book a ticket. 

Figure 2, shows that 50,9% (15,7% Strongly Agree 
& 35,2% Agree) of research participants pointed out 
that  travelling with environmental sensitive aircraft, 
was a contributing factor to book a ticket with the 
airline.  In addition, 27,8% of the participants were 
undecided as to whether the travelling with 
environmental sensitive aircraft, was a contributing 
factor to book a ticket with Aegean Airlines. Finally, 
21,3% (13,9% Disagree & 7,4% Strongly Disagree) 
of the research participants pointed out that 
travelling with environmentally sensitive aircrafts, 
was NOT a contributing factor to book a ticket with 
Aegean Airlines.  According to Umeister et al., 
(2020) the use of environmental airline aircrafts 
attracts conscious travelers with a quick response to 
the new eco-labelling tickets as well as the attraction 
of socially responsible travelers 
RQ.2 To explore the extent of low-cost airline ticket 
pricing influences Aegean’s customer attraction. 
 
 

Figure 3. The level of the extent of low-cost airline 
ticket pricing influences Aegean's customer 
attraction. 
 
Figure 3, shows that 57.4% (34.3% Strongly Agree 
& 20.4% Agree) of the participants pointed out that 
low-cost air-tickets, was a contributing factor to 



Student Research in COVID-19 times: A Reason to Celebrate | Alexander Research Academia Bulletin 
 
 

52 
 
 

 

book a ticket with the airline.  In addition, the 26.9% 
of the participants were undecided as to whether the 
low-cost air-tickets, was a contributing factor to 
book a ticket with Aegean Airlines. Finally, the 
18.6% (13% Disagree & 5.6% Strongly Disagree) 
pointed out that the low-cost air-tickets, was NOT a 
contributing factor to book a ticket with Aegean 
Airlines.  According to Koklicet al., (2017) price 
may be a more important driver of airline choice. 
 
 

Figure 4: Food Service Provision 
 

Figure 4, shows that 50.9% (23.1% Strongly Agree 
& 27.8% Agree) of the participants pointed out that 
the provision of free food service, was a contributing 
factor to book a ticket with the airline.  In addition, 
the 25% of the participants were undecided as to 
whether the provision of free food service, was a 
contributing factor to book a ticket with Aegean 
Airlines. Finally, the 24.1% (13.9% Disagree & 
10.2% Strongly Disagree) of the research 
participants pointed out that the provision of free 
food service, was not a contributing factor to book a 
ticket with the airline.  
 

Figure 5. Wi-Fi on Board Provision 

Figure 5, shows that 42.6% (24.1% Strongly Agree 
& 18.5% Agree) of the research participants pointed 
out that the provision of Wi-Fi on-board, was a 
contributing factor to book a ticket with the 
airline.  In addition, the 23.1% of the participants 

were undecided as to whether the provision of Wi-
Fi on-board, was a contributing factor to book a 
ticket with Aegean Airlines. Finally, the 34.3% 
(13.9% Disagree & 20.4% Strongly Disagree) of the 
research participants pointed out that the provision 
of Wi-Fi on-board, was not a contributing factor to 
book a ticket with the airline. According to Faruk, et 
al., (2021), the provision of in-flight Wi-Fi services 
utilizing ICT has become a key competitive 
differentiator for global airlines, and local airlines 
are now striving to introduce smart cabins in various 
forms. The purpose of this study by Faruk, et al., 
(2021), as well as the current research study of 
Aegean Airlines, is to show that airlines, after the 
launch of in-flight Wi-Fi services, are vital to 
variables that make customers embrace IFEC and 
enrich each passenger's entertainment program. 
 

Figure 6. Covid-19 Airline Excellence Award 2021 
for health and safety measures provision 

The above chart (Figure 6) shows that 46.3% (19.4% 
Strongly Agree & 26.9% Agree) of the research 
participants pointed out that the fact of the airline 
won the COVID-19 Airline Excellence Award in 
2021 for health and safety measures, was a 
contributing factor to book a ticket with the 
airline.  In addition, the 25.9% of the participants 
were undecided if this was a contributing factor to 
book a ticket with Aegean Airlines. Finally, the 
27.8% (13% Disagree & 14.8% Strongly Disagree) 
of the research participants pointed out that it was 
not a contributing factor to book a ticket with the 
airline. According to Sotomayor-Castillo et Al., 
(2021), health concerns and attitudes towards 
infection prevention and disease control measures is 
a contributing factor to booking a ticket with the 
global airlines.  
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Figure 2. The timely service Aegean's staff (on-
ground and on aircrew) provision 

 Figure 7, shows that 63% (25% Strongly Agree & 
38% Agree) of the participants pointed out that the 
timely service of Aegean’s staff (on-ground and on 
air-crew), was a contributing factor to book a ticket 
with the airline.  In addition, the 24.1% of the 
participants were undecided. Finally, the 12.9% 
(8.3% Disagree & 4.6% Strongly Disagree) of the 
research participants pointed out that the timely 
service of Aegean’s staff (on-ground and on air-
crew), was not a contributing factor to book a ticket 
with the airline. According to Upadhyaya (2013), 
customer service is critical in both the air and ground 
transportation industries since it immediately 
impacts an airline's credibility. 

5. Conclusion and 
Recommendations  
This research project was designed to explore as to 
whether the strategies of cost reduction, 
environmentally sensitive investment on aircrafts, 
and overall services effectively attract customers.  
Following a questionnaire survey of open-ended 
questions to an Aegean sample of customers the 
following inferences were made. 

RO1 in relation to RQ1 investigated how the 
adoption of environmentally sensitive aircraft 
affects the satisfaction of Aegean passengers. Most 
participants pointed out that the travelling with 
environmentally sensitive aircraft, was a 
contributing factor to book a ticket with the airline. 
By responding rapidly to new eco-labelled tickets 
and recruiting socially responsible passengers, the 
usage of ecologically efficient airline aircraft draws 
travelers’ attentions. This inference is reflecting that 
as years passes, people are becoming more 
conscious to ecological impact and enhance a more 
thoughtful social responsibility green philosophy.  
As per the RO2 and RQ2, the highest percentage of 
the participants pointed out that low-cost air-tickets 

was a challenging and motivating factor to buy a 
ticket with the Aegean Airlines. The inclusion of 
price in the satisfaction measure may have led to the 
bigger effect of satisfaction on purchase intent for 
low-cost (vs. full-service) airlines, where price 
should be a more important driver of airline choice. 
This inference is revealed from the above statistics 
justified that the pricing factor plays important role 
in strategizing as it is still one very attractive 
contributor that drives purchasing intentions. RO3 
and RQ3, investigated how the role of Aegean’s 
overall services [Free meals, Free Wi-Fi on-board, 
and the Timely Staff (on ground and aircrew)] 
influence Aegean’s customer attraction. Based on 
the results of the study most participants pointed out 
that Aegean’s overall services and the timely service 
of Aegean’s staff (on-ground and on air-crew), were 
challenging and motivating factor to buy a ticket 
with Aegean Airlines. The effective supply of high-
quality services to customers may enhance the 
airline's brand and influence passenger behaviour 
favourably. In both the air and ground transportation 
businesses, customer service is crucial since it 
directly affects an airline's trustworthiness. This 
inference is revealed from the above statistics 
justifies that the customer service factor plays 
important role in strategizing as it is still one very 
attractive contributor that drives purchasing 
intentions. 

Based on the above inferences, the following 
recommendations for corporate use of Aegean 
Airlines have been drawn. The adoption of 
environmentally sensitive aircraft and the green 
philosophy of the airline, has confirmed the strategy 
as it has attracted travelers and it is recommended to 
be maintained to future strategic planning. Also, 
another recommendation for business application 
considers the extent of low-cost strategies in a future 
effort to attract more travelers. The enhancement of 
the low-cost air-ticket strategy may enhance the 
competitive advantage of the Aegean in relation to 
other players of the airline industry. In addition, 
another recommendation for business application is 
that the role of Aegean’s overall services [Free 
meals, Free Wi-Fi on-board, and the Timely Staff 
(on ground and aircrew)], benefited the strategy as it 
has attracted travellers and it is recommended to 
maintain these interesting services for future 
strategic planning. 

The case study is based on Aegean Airlines and 
therefore the results of the investigation are 
company specific. As a result, the findings of the 
study cannot be applied to other companies, even 
those in the same industry. The difficulty of Covid 
restrictions was also a controversy in this research. 
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Communication and dialogue with the survey 
participants was limited for our safety against 
Covid-19. Therefore, the sample size for the survey 
is substantially limited.  
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Abstract  
This project deals with the adoption of s. 76 Serious 
Crime Act 2015, which criminalizes coercive 
behaviour in an intimate or family relationship. The 
purpose of the law is to see if it can align the law 
with partial defence with murder. A landmark case 
is R v Challen, which with its lawyers managed to 
get permission and appeal against her conviction for 
murder. This was after they succeeded in convincing 
the court that the s. 76 was new evidence in her 
defence that was not available at the time of her trial 
in 2011. The aim of the arguments in her appeal is 
to seek to reduce her conviction for manslaughter 
murder, giving this coursework the opportunity to 
investigate by law and other similar cases the 
complexity of aligning the partial defence of murder 
with the offense of coercive or controlling conduct. 
Also, if some of the reforms that could be done could 
give a real opportunity to people who have 
undergone coercive control to be able to defend 
themselves and be justly convicted for the crime, 
they committed but, on the crime, committed by 
their perpetrator. 
Keywords Coercive control, domestic violence, 
abuse, manslaughter 

 
1 Defending ‘Co-offending’ Women: Recognizing 

Domestic Abuse and Coercive Control in ‘Joint 

Enterprise ‘Cases Involving Women and their 

Intimate Partners – accessed 19-04-22 
2 Coercive control post-Challen – accessed 19-04-

22 
3 Coercive control post-Challen – accessed 19-04-

22 
4 s.76 Serious Crime Act 2015 

 
1.Introduction 
 
According to the Minister for Equality, Carolyn 
Harris, a landmark case for victims of coercive 
control is R v Challen (2011).1 It concerned a woman 
who had been under compulsory control by her 
husband for more than 30 years.2 He was killed and 
she was convicted of murder in 2011, having 
unsuccessfully relied on partial defense of reduced 
liability and was thus sentenced to life for 
manslaughter without any mitigating 
circumstances.3 In 2015, under s.76 of the Serious 
Crime Act4, these behaviors began to be criminalized 
when they cause a person to fear for his life or 
negatively affect their daily lives.5 
 
Through the appeal that Sally filed for her 
conviction in 2018 and coming out winner from the 
exit, she managed to lead the courts to examine the 
forced and controlled victim of domestic violence 
who kills under the partial defense of the murder.6 
By introducing the above section, you recognize that 
the victim's experiences focus mainly on 
psychological behaviors that undermine the victim's 
self-defense.7 The Challen case provides an 
opportunity to investigate the function of partial 
defense in homicide in the context of domestic 
violence, arguing that they should be interpreted as 
closely as possible in order to align with the offense, 
promoting a coherent and consistent legal 
approach.8 It would therefore be fair to consistently 
recognize the vulnerability of a forced victim by a 
close partner when entering the criminal justice 
system as a vulnerable defendant who has killed his 
or her perpetrator.9 
 
2. Methodology 
 
In order to examine and analyze the coercive control 
with the data mentioned above, a methodology had 
to be chosen that would allow to investigate the 
effectiveness of the approach of defending victims 
from coercive control who go so far as to kill and 
provide judges and various other professors the 

5 Coercive control post-Challen – accessed 19-04-

22 
6 Ibid – accessed 19-04-22 
7 Aligning Partial Defences to Murder with the 

Offence of Coercive or Controlling Behaviour – 

accessed 19-04-22 
8 Ibid – accessed 19-04-22 
9 Coercive and Controlling Men and the Women 

Who Kill Them – accessed 19-04-22 
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seriousness that coercive control has brought within 
a family. Such an examination needs to bring to light 
all the changes that have been made so far in the law 
and to examine possible changes that could improve 
the way the court approached the "perpetrators - 
victims". For this reason, the methodology of 
"Dogmatic Analysis" was chosen to achieve the 
objectives of this study. It is used to provide critical 
analysis and meticulous arguments in the legal field 
under consideration, which allows further follow-up 
and examination by other scholars instead of 
providing definitive results.10 Finally, it provides the 
opportunity to discuss and evaluate secondary 
authorities such as articles, books, encyclopedias of 
legal review.11 
 
3. Coercive Control and Data 
 
Starting with the position of Expert Evan Stark, the 
concept of coercive control is described as a pattern 
of behaviours aimed at undermining the autonomy 
of the victim, through the micro-regulation of noisy 
behaviours, leading to punishment if he resists.  In 
particular, he considers coercive control as "racial" 
in its construction, tradition and consequences, 
which is exercised mainly by men on women and 
puts the emergence of male use of coercive and 
controlled strategies in close relations to equality 
gains in the public sphere.  In other words, this 
tension is maintained on the victim as the perpetrator 
uses a credible threat that has negative consequences 
for the resistance.   
 
As Ms Dutton explains, as power imbalances 
escalate into an abusive relationship, the submissive 
party feels unable to take care of itself and therefore 
goes so far as to increasingly need its sovereign.  As 
a result of the viability of coercive control 
behaviours and the psychological instability that the 
victim has are interrelated.  Research from the 
University of Gloucestershire by Dr. Jane Moncton-
Smith shows that 92% of domestic homicides, 94% 
of obsessions and 78% of isolation from family and 
friends clearly point to classic signs of coercive 
control.  The adverse effects of a prolonged period 
of coercive control are tantamount to psychological 
trauma that outweighs the victim's ability to control 

 
10 Richard A. Posner, ‘The Present Situation in 

Legal Scholarship’, (1981) 90(5) The Yale Law 

Journal 1114 
11 Amrit Kharel, ‘Doctrinal Legal Research’ (2018)  
12 Aligning Partial Defenses to Murder with the 

Offence of Coercive or Controlling Behavior – 

accessed 21-04-22 

their life, the fear they feel, and their sense of 
inability to manage their own lives. 
 
Before, a study published in the British Journal of 
Psychiatry found that opportunities to detect 
domestic abuse were lost out of the health care 
system, making it more difficult to find people who 
suffered from coercive control.  It does not show that 
0.25% of the victims on the list of doctors used were 
named, although it is believed that 1 in 4 victims will 
experience this abuse in their lifetime.  Failure to 
detect and record abuse has an impact on victims' 
mental health, but it is also a major omission in 
criminal proceedings, where a defendant's medical 
history could provide critical information that is 
unfortunately not available. 
 
Indeed, coercive control remains an important 
stereotype as it has led to blatantly unfair results for 
the victims involved in this case of violence by their 
perpetrators.12 Due to the fact that over the years the 
recognition of the experienced experiences 
increased, it led to the introduction of the offense, 
based on s.76 of the Serious Crime Act 2015.13 Thus, 
the experiences experienced by a victim of domestic 
violence can be applied to psychological behaviours 
that undermine the victim's autonomy. Much 
emphasis has been placed on this type of crime and 
perceptions in general continue to evolve to this day 
and are at least attempting to make further legal 
changes to the definition and consulting on the 
government bill on domestic abuse.14 
 
The review of Sally Challen's case offers a new 
opportunity for the judiciary to better investigate the 
partial defence against homicide in the context of 
domestic abuse and argues that they should be 
interpreted as much as possible to align with the 
offense, promoting a coherent and consistent legal 
approach.15 It is therefore fair that the vulnerability 
of a coerced and controlled victim by a familiar 
partner be consistently recognized when entering the 
criminal justice system as a victim or as a vulnerable 
defendant who has killed his or her perpetrator. In 
order to improve this management, if the law is not 
applied correctly, the corresponding changes, 
reforms or adjustments should be made to the 
existing measures so that there is justice for the 

13 s.76 of the Serious Crime Act 2015 
14 HM Government, Transforming the Response to 

Domestic Abuse: Government Consultation (2018) 
15 Ibid 
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victims. The examination of the main case Challen 
will first show that coercive control exists and how 
serious it is and how the judiciary's lack of 
awareness of these individuals' behaviour and the 
outcome of the coercive control have affected the 
entire legal system in general. 
 
4.The Criminalisation of coercive 
control 
 
Traditional criminal jurisprudence has focused on 
how distinct incidents of violence have affected the 
victim's psychology and led professionals and 
psychiatrists to rely on battered woman syndrome 
and the diagnosis of post-traumatic stress disorder.16 
The key aspects of coercive control can be 
summarized as follows, reflecting extreme examples 
of acceptable male behaviours such as controlling 
financial resources, controlling finances.17 Financial 
abuse can happen in otherwise secure and stable 
relationships, main reason, or one of many, why a 
relationship may start to break down. Also, it can be 
present alongside other forms of domestic abuse or 
be the sole manifestation of abuse.18 Additionally, 
using credible threats that may or may not involve 
bodily harm or a victim who is psychologically in 
need of living under her partner is at risk of either 
suicide or homicide.19 
 
Summing up, s. 76 Serious Crime Act 201520, was 
created to criminalize the repeated or continuous use 
of coercive or controlling behavior by partners or 
family members of the opposite sex. The aim was to 
address the failure of the existing criminal law 
framework to recognize the experience of many 
survivors of domestic violence and abuse and thus to 
try to align the legislation with the political 
perceptions of the issue.21 Contrary to the law's 
ambitions, Tolmie is of the opinion that the system 

 
16 Coercive control post-Challen – accessed 22-04-

22 
17 Evidence – Controlling money, controlling live – 

Financial abuse in Britain – accessed 23-04-22 
18 Ibid 
19 Controlling or Coercive Behaviour in an Intimate 

or Family Relationship – CPS accessed 22-04-22 
20 Ibid 
21 Strengthening the Law on Domestic Abuse - A 

Consultation – Home Office – accessed 23-04-22 
22 Coercive Control: To criminalize or not 

criminalize? Julia R Tolmie – accessed 23-04-22 
23 Criminology & Criminal Justice – Is more law the 

answers? – accessed 23-04-22 

is not well-equipped to deal with the complexity of 
enforcement cases, and her concern is when a 
custom-made offense will only be applied to 
extreme situations or those with high levels of 
physical abuse.22 Walklate, Fitz - Gibbon & 
McCulloch also point out that there are doubts about 
the possibility of translating clinical practice into the 
legal framework and speculate that an offense will 
not lead to improved access to justice for most 
victims, noting that the application of s.76 applies 
for offenses that are fragmentary to this day.23 
 
In the view of Walklate and others, it would be good 
to have in the courtroom testimonies of experts from 
abused women who kill their partner and suffer 
years of coercive control. Because they will help in 
the cases and will not build their opinion around 
best-known trophies of despised women, as in the 
Challen case.24 On the contrary, without the criminal 
offense of coercive behaviour in the context of 
domestic violence, the police would have no tools to 
be able to remove this serious issue. Research by 
Robinson, Pinchevsky and Guthrie shows that 
policing in England & Wales develops the ability to 
detect unnatural forms of coercive control.25 An 
unnatural example is the control of aspects of the 
victim's health and body by monitoring and 
controlling how much he eats, how much time he 
spends in the bathroom or how much sleep.26 
According to data from the Ministry of Interior, 
there are 4,246 records by the police for compulsory 
control offenses in the year ended March 2017.27 
However, expert Wiener is of the opinion that 
compulsory police training should be provided so 
that he can support  s.76 and that the police can 
distinguish such behaviours.28 Indeed, such training 
would help to support the sufferers and give due 
weight to the impact of the perpetrator's actions on 
the impact it has on the victim. 
 

24 Ibid 
25 International Journal of Comparative and 

Applied Criminal Justice - Under the radar: policing 

non-violent domestic abuse in the US and UK – 

accessed 23-04-22 
26 Healthline – How to Recognize Coercive Control? 

– accessed 23-04-22 
27 Office for National Statistics - Domestic abuse in 

England and Wales: year ending March 2017- 

accessed 23-04-22 
28 The Howard Journal of Crime and Justice - 

Seeing What is ‘Invisible in Plain Sight’: Policing 

Coercive Control – accessed 23-04-22 
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In his turn, Stark welcomes the introduction of s.76, 
emphasizing that its creation covers oppressive acts 
in personal relationships that no one had seen 
before.29 The reaction of the police is growing and 
advocating the necessary changes to ensure 
enforcement. Seeing the Paul Playle (2018) case 
with Judge Henson taking the most computational 
and cruel behavior and sentencing him to 3 years and 
6 months in prison, he reveals that the prosecutions 
under s.76 overall seem low, and with greater and 
more consistent use of the offense would be 
welcome.30 Such cases show that although on 1 June 
2016 there was a change in the Home Office 
Counting Rules to emphasize that such offenses 
should prevail over other offenses, the courts still 
did not understand what coercive control is and its 
impact.31 Unfortunately coercive control has not yet 
been adequately addressed, although some such as 
Myhill (2015) have attempted to do so using data 
from CSEW.32 
 
5. The defence against coercive 
control 
 
One last important issue is the defense of losing 
control against homicide and coercive control based 
mainly on the events of the Challen case. Mainly, the 
possible loss of control stems from the 
psychological behaviour of the deceased towards the 
abused defendant and lack of physical violence or 
feeling threatened by it. The defense should present 
evidence of coercive behaviour and expert testimony 
from professionals or survivors or perpetrators of 
coercive control. Based on R v Gurpinar (2015) are 
key elements in defending the victim.  
 
Expert Herring points out that the institutional 
requirements regarding the loss of control represent 
a departure from the traditional understanding of the 
term, allowing the defense to be framed around 
emotions such as despair, fear or anger.  In order to 
see if this function is valid, a longer implementation 
period is needed, if it is found that it is not being 
fulfilled, further legislative reform in the form of a 
discreet defense for the forced defendants may need 
to be considered. With the introduction of s.54 CAJ 
2009, the loss of control must result from the 
characteristic factors defined by s.55 CAJ 2009.  

 
29 Violence against women - Coercive Control: 

Update and Review – accessed 23-04-22 
30 BBC NEWS – Paul Playle jailed for stalking wife 

for two years – accessed 23-04-22 

Even in order to make things better, Edward argues 
that it would be good to transform the battered 
woman syndrome by locating women's behavioural 
motivation through a mentally abnormal state under 
a stressful life.  Now in cases where the trigger was 
caused by sexual infidelity, defense is not available. 
The purpose of s.55 (6) (c) CAJ 2009 was to prevent 
male defendants from supporting the loss of control 
after discovering their spouse's infidelity, real or 
perceived.  According to R v Clinton (2012) proof 
of coercive control will be necessary to show the 
broader context in which things were said or done.  
The absence of sexual infidelity will not 
automatically exclude the accused from defense. 
 
There are many points that the law can be extended 
but another important point that will be mentioned 
here and where it will help subsequent cases of 
coercive control of defendants, is the relevance of 
the circumstances to the defense is extremely 
important, as it allows the narration of the history of 
coercive behavior of the perpetrator to the victim, 
which are defined by s.54 (1) CAJ 2009.  Through 
the inclusion of age, gender is controversial because 
it favours certain characteristics over others and 
confuses all female reactions together, obscuring the 
complexity created when gender intersects with 
other factors such as sexuality.  However, Edward 
entitlements that it was not for reasons of self-
restraint that were questioned, but in relation to the 
circumstances in which he found himself. 
 
Conclusion 
 
In conclusion, the law has come a long way in 
accepting the effect that coercive behaviours have 
on the mind and acts of temper. From the early 
fragmentary acceptance of the effects of physical 
violence to the modern view of coercive behavior, 
the change in attitude toward the outcome of one 
person exercising power and control over another 
has been gradually recognized by both the 
legislature and the judiciary. It undoubtedly 
provides an opportunity to develop a framework that 
increases justice and consistency in criminal law, 
especially when it comes to psychologically abused 
people who go so far as to kill their perpetrator. This 
is not in line with s.76's approach, which is 
constructed in a way that requires courts to consider 

31 Office for National Statistics - Domestic abuse in 

England and Wales: year ending March 2017- 

accessed 23-04-22 
32 Untangling the consent of coercive control: 

Theorizing domestic violent crime – accessed 23-

04-22 
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the pattern of behavior involved without also 
proving that the victim has developed a medical 
disorder as a result of the behavior. However, 
murder is just one example of a crime that can be 
committed by a coercive person and should be 
followed by further discussion on the inadequacy of 
general defense measures to accommodate abused 
defendants who commit crimes as a result of this 
abuse. 
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Abstract One of the major problems of the 21st 
century is the increasing trend of stress. When 
anxiety takes over, behavior ceases to be normal. 
Often, this person is incapable of working and also 
of normal life. This translates into disability. 
Directly responsible may be the employer who also 
has legal responsibility towards his employees. 
Proper staff management ensures a calm and 
constructive work environment. Prevention is the 
best way to deal with it. Every employer should take 
care to provide a pleasant and healthy work 
environment. A memorandum for employers should 
be in place to ensure what is needed for employees 
to be mentally and physically healthy and to achieve 
business goals 
 
  Keywords: Stress, employer, disability, 
workplace, employees, Equality Act 2010 

 

1. Introduction and Literature 
Review 
 
Stress has a profound effect on employees lives. Due 
to the increase in the pace of life, work stress has 
increased to a dangerous degree and causes either 
physical illnesses or psychosomatic and/or 

 
1 Barbara J. Zabawa, ‘Using the Law to Reduce 

Worker Stress’ (WELCOA News, 2021) 

psychological disorders. Research on workplace 
stress confirms that an increase in work-related 
stressors is directly related to the development of 
cardiovascular disease, respiratory and 
gastrointestinal disorders and infections, and 
increased drug use. 
 
So it is very important to know how we can deal with 
the challenges that cause us stress. Too much stress 
damages our health, reduces our productivity and 
increases our personal problems. 
 
Employers must not allow, in any way, conditions to 
be created in the workplace, which cause employees 
pressure and stress. In the eyes of some courts, faced 
with such situations and the consequences they have 
on human health, the solution lies in the hands of 
employers. Managers must take the effects of stress 
seriously and develop programs to identify the 
symptoms of excessive stress before it leads to 
serious problems between the two parties. 
 
What is disability according to the law 
 
In the eyes of a painter, the anxiety that overwhelms 
a person can be reflected on paper as a grey cloud 
through which featureless human figures appear. 
The sunlight should be dim. This image shows us 
that there is a clarity problem. 
 
Stress undermines health, both mentally and 
physically. Headaches, migraines, shortness of 
breath, depression, heart disease, kidney disease and 
many more are the consequences of excessive stress. 
Work stress is a frequent cause of serious problems. 
We recognize its existence but fail to find a way to 
deal with it. The inaction of the parties involved can 
worsen our health and even cause us disability. 
Undoubtedly, it can cause problems at family and 
personal level, breakdown of marriage and 
consequently cause social problems in the society. 
 
An anxious person cannot think straight, concentrate 
and perform satisfactorily at work. There are many 
cases in which people with excessive work load and 
constant overtime become overwhelmed with stress 
and collapse. According to the World Health 
Organization1, stressed workers are more likely to 
feel insecure at work, less productive, less motivated 
to move up the ladder, and are at greater risk of 
depression and mental health problems. 

<https://www.welcoa.org/blog/using-law-
reduce-worker-stress/>25 January 2022.  
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The UK research firm Perkbox1 tracked the 
behaviour of employees and employers in UK for 
two years and found that 59% of workers suffered 
from stress at work. 21% developed stress due to 
increased working hours. 72% of highly paid 
employees were found to experience excessive 
stress and the effects on their health were: 65% lost 
sleep due to stress and 56% are looking for a new 
job with less stress, even with reduced income (see 
appendix 1). After analysing the results, the survey 
showed that 602,000 workers were diagnosed with 
long-term clinical depression, which is a 
psychological illness. In such cases the victim may 
seek compensation.2 The difficulty lies in being able 
to prove that their problem was created by excessive 
stress in the workplace following the employer's 
negligence. 
 
Section 6 of the Equality Act 2010 defines that if a 
person has lost a long-term, significant part of their 
ability, physically or mentally, to perform normal 
daily activities, they are considered disabled. Also if 
a person has either a physical or mental disability, 
they are considered a person with a disability. 
 
Therefore, a person suffering from excessive stress, 
whose ability to perform their duties and/or 
activities is significantly reduced for a long period 
of time, is considered a person with a disability and 
is protected by law. 
 
The court in many cases such as Carter v General 
Motors Corporation3, attributed the plaintiff's 
disability to reasons and circumstances related to his 
employment. The plaintiff's bad psychological 
condition was caused by problems in the workplace, 
resulting in him being disabled. 
 
Emery Eugene BAILEY v American General 
Insurance Company4, the Supreme Court held that 
an employer is not required to conduct 
investigations to establish that an employee does not 
continue to suffer from a mental illness because he 
claims he is well and ready to resume duties of. Of 
course, Emery's mental illness may have affected his 
perception of what he can and cannot do. The 

 
2 ‘The 2020 UK workplace stress survey’ (Perkbox 

Co, 2021) 

<https://www.perkbox.com/uk/resources/library/

2020-workplace-stress-survey>30 April 2022. 
3 ‘Personal Injury and Industrial Disease’ 

(Branchers Law Co, 2019) 

<https://www.brachers.co.uk/insights/case-study-

a-successful-stress-at-work-or-depression-

claim>16 February 2022. 

employer had to be more attentive and share a large 
share of responsibility in monitoring and guiding the 
reintegration of the affected employee into the work 
environment. 
Employers, by law, when faced with situations 
where employees in their service face increased 
levels of stress, must take steps to address the 
problem. 
 
2. Methodology 
 
This study employs a qualitative approach in so far 
it reviews legislation and the basis of the case law as 
well as research on the issue discussed. The study 
concludes with recommendations for employers.  
 
3. Historical Context 
 
Studies have been conducted from time to time to 
determine why many workers become stressed. The 
rate of increase in occupational stress diagnoses is 
increasing dramatically. Employers can be a major 
contributor to employee stress. Constant demands, 
ever-tightening timelines and expectations for the 
best possible results create a complex of pressure on 
recipients. 
 
The "victims", if we can call them receivers, in turn 
bear their own responsibility for accepting 
everything that creates situations harmful to their 
health. In cases where they find that certain 
behaviours or demands from colleagues or superiors 
are causing them stress, they should report it to the 
appropriate department to address the issue before it 
becomes harmful to their health. There are not a few 
cases where the intervention of the court was needed 
to resolve such situations. 
 
According to a survey conducted by Yale 
University, 29% of employees said they felt overly 
stressed about their work. 40% of employees in a 
Northwestern National Life survey claimed that 
their jobs were extremely stressful5. 
 

4 (1955) 279 S.W.2d 315. 
5 (1960) 361 Michigan 577, 106 N.W.2d 105. 
6 Corporate Wellness Magazine, ‘Workplace Stress: 

A Silent Killer of Employee Health and Productivity’ 

(Business of Well-being,13 Jun 2021)  

<https://www.corporatewellnessmagazine.com/ar

ticle/workplace-stress-silent-killer-employee-

health-productivity>accessed 10 January 2022. 
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Work stress, although it existed, assumed with the 
creation of the employer-employee relationship, an 
important role in our lives and its reference as a 
social issue appears in the 1960s. The increasing 
demands in the workplace, specialization in the 
sciences and more, led the scientific community to 
the study of occupational stress. 
  
Employers according to Health and Safety at Work 
Act 1974, s.2 have a responsibility to care for their 
employees and provide them with a healthy and 
safety workplace. In cases where they find that an 
employee is experiencing stress problems, they 
should make sure to provide substantial help and 
resolve the issue. The employee also, in cases where 
he feels pressured and dominated by stress, should 
inform his employer and ask for help in solving the 
problem caused by stress. 
 
3.1 Stress as disability 
 
A hundred years back before people lived a simpler 
and frugal life and carefree life. Nowadays the 
rhythms of life have changed. Society has become 
complex and demands are high. Men and women 
work and are career people. The hours away from 
home are increasing due to increased work 
obligations. Employers and/or managers constantly 
set high goals to achieve and employees are put 
under enormous pressure to achieve them. Once they 
reach their goal, then a higher goal is set to conquer. 
This constant pressure creates stress on the recipient. 
When stress reaches a point where you can't handle 
it, then you become unable to cope with even 
everyday matters. You can't think straight, 
concentrate, even sleep and generally can't be 
yourself. Too much stress changes you. It causes you 
physical and mental disability. 
 
In 2016, Aon Hewitt1 conducted research to study 
stressors. He repeated the same research in 2017. 
Comparing the two, he concluded that in one year 
the stress levels were 5% higher. The five stressors 
identified in the study participants were: 50% due to 
financial status, 41% due to change at work, 40% 
due to a busy work schedule, 36% due to 
employment relationships, and 33% due to control 
over conducting their work. According to the World 
Health Organization, people who are stressed and 
working may not be able to perform at 100% of their 
abilities. The more stress one feels, the less one can 
perform. These people are often discriminated 

 
7 ibid (1). 
8 Equality Act 2010. 
9 [2020] Case Number: 3202069/2019 V. 

against because of the diversity of their stress (see 
appendix 2). 
 
According to s6 (1) of the Equality Act 2010 a 
person is considered disabled if he/she is unable to 
carry out normal day-to-day activities. When a 
person is discriminated against because of their 
disability then this is against the law and is covered 
by s152. In Mr A Hurle v London Fire 
Commissioner3, the plaintiff sought compensation 
for his dismissal. His dismissal, according to the 
employer, came from a long absence from work due 
to depression which was caused by excessive stress. 
Mr Hurle claimed that there was discrimination 
against him based on disability and that his employer 
failed to make reasonable adjustments to help him 
even though he had informed him of his state of 
health. The court ruled that the employer had not 
acted properly. The plaintiff was entitled to 
compensation on the grounds that he had been 
discriminated against because of his disability4.  
 
According to a study by Aon Hewitt, cited above, 
85% of employees surveyed would like to see help 
with stress management. On the employer side, 
however, only 42% had stress relief programs. 
 
3.2 Employees’ duties to product themselves 
from stress 
 
It would not be reasonable to expect a third party to 
care more about our mental and physical health than 
we do ourselves. Everyone has an obligation to 
know themselves and to know what the limits can be 
reached.  
 
In the case of Milton HARPER, Deceased, By and 
Through his Dependents, Maggie HARPER and 
Andrea Harper v BANKS, FINLEY, WHITE & CO. 
OF MISSISSIPPI, P.C.5 evidence showed that Mr 
Harper worked long hours seven days a week. He 
was having problems with work schedules which 
had been given to him. As a result, he had suffered 
excessive work stress which in turn, had caused him 
hypertension, stroke and after death. In part it was 
his responsibility to 'listen' to what his body was 
telling him and to stop working under excessive 
pressure.  
 
The court was asked to decide on a claim for 
damages for unfair dismissal and omission by the 
employer to take appropriate action on a health 

10 Equality Act 2010, Section 20. 
11 167 So.3d 1155 [2015] 
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problem presented to Mr Mackenzie due to work 
stress in Mackenzie v AA plc and another1. Bob 
Mackenzie claimed that although he suffered from 
severe anxiety and depression for a long time, his 
employers failed to support him. 
 
The employers claimed that they had not been 
informed of the seriousness of his condition and that 
the outbursts of anger he had from time to time were 
considered to be part of his character. 
 
The question is, if Mackenzie had informed his 
employers about his psychological condition. It was 
his responsibility to inform and try to avoid what 
was causing him so much stress. On the other hand, 
the company was responsible for monitoring the 
behaviour of employees and when it noticed a 
change in it, to make appropriate and reasonable 
adjustments to facilitate the affected employee and 
avoid unpleasant situations. In the workplace, it 
should create appropriate mechanisms to help solve 
such problems. 
 
In Mullen v Accenture Services2 the Court found that 
the plaintiff did not inform his employer of his 
psychological condition until it had collapsed. His 
long working hours, lack of breaks and occasional 
outbursts of tears were not considered by the court 
enough to blame the employer. If he informs in time 
and the employer does not make the appropriate 
logical arrangements to solve the problem, then the 
employer is fully responsible for anything that may 
occur. The courts have set the bar too high for 
evidence of employer liability for stress- induced 
illness in the workplace. 
 
Also in Harding v The Pub Estate Company Ltd3 the 
plaintiff was working in a pub where there was 
criminal activity. This caused him a lot of anxiety 
and stress. He suffered a heart attack as a result. The 
court, however, rejected his claim because he had 
not informed his GP, nor his employer. 
 
3.3 Employers’ duties to product employees 
from stress 
 
Throughout the 21st century, working conditions for 
every employee have improved compared to what 
prevailed at the beginning or even in the middle of 
the last century. Trade unions play an important role 
in safeguarding workers' rights. According to the 
Health and Safety at Work Act 1974, s2, employers 

 
12 [2021] EWHC 1605 (QB). 
13 [2010] EWHC 2336 (QB). 
14[2005] EWCA Civ 553. 

have an obligation to all employees to ensure the 
health, safety and welfare of all in their workplace. 
In 1998, after persistent and exhausting struggles of 
the employees, "The Working Time Regulations 
1998" were implemented. The working hours are 
established (48 hours per week) and the employer is 
obliged to observe it. Long working hours and 
continuous shifts are a common cause of work 
stress. 
 
Employers according to "The Management of 
Health and Safety at Work Regulations 1999" s3, if 
they have more than five employees, are obliged to 
assess the risks to which their employees are 
exposed during the performance of their work and to 
take such arrangements to provide them with health 
and safety. 
 
In Walker v Northumberland County Council4 a 
senior employee suffers a nervous breakdown after 
prolonged stress at work. After an absence of 90 
days, he returned to work but he suffered a second 
nervous breakdown due to excessive stress at work. 
The Supreme Court ruled that the employer should 
have foreseen that a senior social worker, with a high 
workload, would have a higher risk of mental illness 
than an ordinary employee. Walker's first nervous 
breakdown may not have been predictable. But then 
the employer had to take the appropriate measures to 
facilitate the employee and relieve him of overwork. 
The negligence to do so led the employee to collapse 
and lose his career. 
 
In Barber v Somerset County Council5, the House of 
Lords basically agreed with the decision of the Court 
of Appeal. When the risk of harm to an employee's 
health resulting from excessive stress in the 
workplace is predictable, the employer has a duty to 
ensure that everything necessary is provided to 
ensure the safety, health and well-being of the 
employee. 
 
Lady Hale LJ, in the case of Hatton v Sutherland6 
has given sixteen propositions to summarise the law 
on who is responsible for causing illness due to 
occupational stress. Very briefly we can say that it 
refers to the following points: Finding out if the 
mental illness was caused by excessive work stress 
and if the illness was predictable for the employer 
and if has been informed, has made all the necessary 
arrangements to help the sufferer. All occupations 
have the potential to cause stress and consequently 

15 [1995] IRLR 35. 
16 [2004] IRLR 475 HL. 
17 [2002] All ER 1. 
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mental or physical harm to the employee. The 
employer who provides the appropriate counselling 
service to solve such problems is considered to have 
fulfilled his duty to support the employee. If the 
employer violates his duty to support the employee, 
then the second thing left for the employee to do is 
to prove that the damage he suffered was caused by 
stress in the workplace. Each case will be carefully 
considered by the court and in claims for 
compensation will be taken into account a pre-
existing case of disorder or vulnerability and 
whether they were related to stress. 
 
Also in the case of Hone v Six Continents Retail Ltd1 
the plaintiff was forced to work 90 hours a week in 
order to be able to cope with the tasks assigned to 
him. He repeatedly asked for help from his 
employer, who refused. The plaintiff fell ill due to 
excessive stress. The court in its decision stressed 
that the importance of the regulations is crucial. 
Employees must work up to 48 hours a week to 
maintain their health and well-being. The company 
was responsible for the effects of the stress 
experienced by the employee in the workplace. 
 
It is pertinent to acknowledge that the employer, 
after being informed about the problem, has a duty 
to protect his employees from any danger at work, 
whether he is physical or mental. Even in cases 
where the person is not able to be aware of his 
situation, the employer should notice any changes in 
his behaviour and offer appropriate assistance. 
 
 
4. How to deal with stress cases at 
workplace: Memorandum for 
employers 
 
Given that the good physical and mental health of 
people working in the company can increase profits, 
due importance should be given to ensuring it. Every 
employer should think of ways and take care of the 
health of their employees. It must also create such 
data in the workplace, which will give the employee 
the feeling that he is at home. 
 
Below are some suggestions that employers can 
study and apply to achieve the best desired results in 
relation to employee well-being in their business. 
 
1. During the recruitment process, encourage 
transparency on the part of the candidates, to make 
sure that you have all the information you need to 

 
18 [2005] EWCA Civ 922. 

evaluate the person, both cognitively and 
psychosomatically. 
 
2. Create a structured Human Resources Department 
at work that can deal with employee stress and other 
disabilities, thus taking responsibility for addressing 
the problems that the affected employee in each 
department has. 
 
3. Create a service and implement a psychological 
support plan for your staff. 
 
4. Inform about its existence and encourage them to 
use it when they need it. 
 
5. Encourage fruitful discussion on mental health 
issues and help them train with appropriate 
seminars. 
 
6. Reassure them that there is transparency and 
accountability through interdepartmental reports 
and encourage them to report anything that bothers 
them. 
 
7. Have frequent meetings with employees 
encouraging them to talk to you about anything that 
concerns them and makes them stressed. 
 
8. Have daily personal contact with them, even to 
greet them to make them feel more familiar with 
you. 
 
9. Regularly assess the risks of developing anxiety 
and stress by monitoring the behaviours of your 
employees. 
 
10. Develop a sense of mutual support and 
awareness among employees about mental health 
issues by giving them appropriate information 
material. 
 
11. Provide employees with good working 
conditions. 
 
12. Offer appropriate workplace adjustments to 
employees who need them. 
 
13. Make sure they have development opportunities. 
 
14. Make sure they train regularly on work issues to 
help them perform their duties better. 
 
15. Train supervisors on effective personal 
management issues to ensure good practices through 
regular conversation between supervisors and 



Student Research in COVID-19 times: A Reason to Celebrate | Alexander Research Academia Bulletin 
 
 

68 
 
 

 

employees on issues related to their health and well-
being in the workplace. 
 
16. Commit that mental health issues will be treated 
with the utmost confidentiality and if necessary 
bring them into contact with a Special Occupational 
Health and Support Program or a specialist doctor. 
 
17. Encourage employees to exercise. Give them 
physical exercise vouchers for gym or dancing 
school, as a reward for their progress at work. 
 

Conclusion 
 
Constantly increasing stress contributes 
significantly to poor mental and physical health, low 
productivity and generally affects our lives both at 
work and at home. 
Everyone needs to recognize the extent to which 
they can take responsibility and set limits. When he 
realizes that he is in danger of being overwhelmed 
by anxiety, he should take steps to avoid it. The first 
thing he should do is to inform his employer about 
his psychological condition. Seek help early so that 
the problem does not turn into a disability. Such a 
disability can also cause serious problems in the 
family. Many couples have broken up because they 
could not withstand the adverse changes brought 
about by stress problems both psychologically and 
physically. 
 
When the employer is informed, they should 
prioritize the matter and make sure to find a way to 
deal with the problem immediately. Employees with 
these types of problems may be detrimental to a 
company rather than investing in a preventative and 
troubleshooting service. 
 
In general, the employer should develop such 
techniques in the workplace and personnel 
management to ensure the proper and smooth 
running of the business. Staff must be kept in 
excellent mental and physical health. Personal 
contact with them helps to identify early any 
symptoms that lead to the conclusion that the 
employee is facing a problem. Labour disputes and 
claims for negligence on the part of the employer are 
avoided. The staff is happy, healthy and working to 
the best of their abilities, while the employer is 
prosperous in the company with lots of profits. 
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