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PREFACE
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Factor that Influences Consumers Stance Towards
Sustainability Green Packaging in Kota Bharu, Kelantan

Gahyathry A/P Letchmanan, Ursella Mitchell Dass, Nurkamilia Husna, Athirah
Musa & Muhamad Saufi Che Rusuli*

Faculty of Entrepreneurship and Business,
Universiti Malaysia Kelantan,
Malaysia

Email: msaufi@umk.edu.my

Abstract: The goal of sustainable development is to address the societal issues of resource
efficiency, raw resources, climate action, and the environment. The promotion of green
packaging, or the use of environmentally friendly materials and packaging designs, is thus a
crucial strategy. Due to the growing acceptance of environmental protection on a global scale
and the idea of sustainable development, eco-friendliness has turned into a fashion statement. In
this sense, the logistics sector has begun to pay more attention to green packaging. Thus,
Malaysians' awareness of the concept of green packaging is still far from being satisfactory. The
aim of the research is to investigate the factors that most influence consumers stance towards
sustainability green packaging in Kota Bharu. Besides that, the result of this research could be
to determine the level of awareness towards sustainability green packaging. The methodology
used to collect using a quantitative research methodology and 348 participants took part in the
study was conducted via questionnaire survey through Google form and face to face form. The
target population for this survey will be people in Kota Bharu. Last but not least, the results of
this study will be helpful for both businesses and marketers in figuring out how to make their
green packaging more appealing to consumers.

Keywords: Green packaging, sustainability, consumer behaviour, green logistics

1 Introduction

Green packaging has received a lot of attention in the last 10 years from both consumers
and merchants. Additionally, it is consistent with the growing consumer awareness of
environmental sustainability. Packaging which is one of the core activities in logistics is
intended to be environmentally friendly to reduce environmental issues that arises on by
the waste from packaging, in addition to safeguarding or protecting the main product.
Green packaging must be considered in the commercial sector as one of the firm's
competitive strategies. The discussion of the issue, both for green products and green
packaged products, must include one of the emerging markets. The term "green
packaging," which is also used to refer to "eco-green packaging," "eco-friendly
packaging," "sustainable packaging," or "recyclable packaging," refers to the use of
environmentally friendly materials for packaging while always keeping in mind that
products must be beneficial and secure for the environment as well as for human health
(Wandosell, 2021). Green packagings materials are made of recycled materials and have
a high use rate over their full life cycle while having a little negative impact on the
environment (Zhang and Zhao, 2012). In addition, numerous publications analyse green
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packaging issues that has been eyed for a long time from the viewpoint of companies.
They cover a broad range of topics, such as the ways in which institutional, technological,
and human capacities support the use of eco-design innovation in packaging and its
advantages for both brand development and environmental protection (Wandosell, 2021).
Therefore, the research objectives of this study as stated below:

1. To investigate the factors that most influence consumer's stance towards sustainability
green packaging.

. To examine the relationship sustainability green packaging towards price.

. To examine the relationship sustainability green packaging towards quality.

. To examine the relationship sustainability green packaging towards safety.

. To examine the relationship sustainability green packaging towards durability.

. To examine the relationship sustainability green packaging towards knowledge

AN N AW

2 Literature Review

2.1 Previous Studies

Even though conventional packaging played a vital role in the beginning evolution of
food distribution systems, although it has since been superseded and is still sufficient
given how complicated modern society has become. New packaging with improved
functionality is constantly sought after as a reaction to customer expectations for
minimally processed foods with fewer preservatives, higher legal requirements, market
globalisation, attention to food safety, and the current risk of food bioterrorism. Due to
growing environmental consciousness and the demand for high-quality, safe food,
packaging materials have evolved dramatically over the past few decades. There is
controversy over the role that packaging materials play in the overall sustainability of
food operations because research demonstrating the benefits of packaging in terms of the
potential to reduce food waste conflicts with the widely held belief that packaging has
notable negative environmental effects (Licciardello 2017).

Sustainability Green Packaging utilises resources and manufacturing methods to cut
down on energy use and the damaging effects that packaging has on the environment.
Instead of traditional materials like plastic and Styrofoam, green packaging solutions
usually use biodegradable and recyclable materials. Furthermore, green manufacturing
techniques take measures to cut their energy usage and the amount of greenhouse gases
they produce (Reclamation 2019). According to previous research, consumers purchase
products with green packaging for a variety of reasons. Numerous studies reveal that
consumers select these goods for a few factors, including their desire to spend more, their
personal tastes, and environmental concerns (Prakash, Choudhary et al. 2019). Even
though a substantial part of consumers is willing to pay more for products with
ecologically friendly packaging, another customer group asserts that a product's price
affects their decision to purchase (Sodhi and Singh, 2017). The concept of quality is
complicated. Quality may be used to assess a product or service, to put it simply. Different
industries value different qualities. Performance, durability, aesthetics, comfort, safety,
finish, speed, competence of maintenance, and value are only a few examples of what
could be included in the perceived quality of a airline sector. The ease of check-in, clean
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of the cabin, quick departure and arrival, security, ease of check-out, comfortable seats,
foodstuff, and the attitude of the flight attendants are all examples of airline excellence.

For safety, the idea of food safety as the main factor in sustainable packaging choices
must rationally circulate thru an organisation from the top to bottom, with operational
processes, product design, advertising, ecologic, social, and organisational governance
(ESG), corporate social responsibility (CSR), and sustainability as the decision makers
vertical groups. Designing for durability has become important to end-of-life actors,
suppliers, service providers, and designers. These days, it is crucial to create items for
innovative business models focused on licensing and sterilization techniques. Durability
also makes it possible to apply circularity tactics, such as reuse, repair, refurbishment,
and remanufacture, to extend the lifespan of products (Mesa, Gonzalez-Quiroga. 2022).
Knowledge is described as a consumer's ability to learn more about the info given and
how much a consumer learns about the specifics of a product. (Karbala and Wandabori,
2012). Knowledge is the term that included the analysis of the choice, organisation, and
value comparison elements related to the product as well. As a tool for forming good or
negative opinions about any products or commodities, knowledge can also be used to
explain the review stage of a product from various consumer stances.

Conceptual Framework
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Figure 1: The Conceptual Framework of the Research

3 Research Methodology

As first descriptive analysis is a term for the use of information about the attributes of the
variables in a situation with the aim to identify and get understanding detail about the
current societal issue as well. (Sekaran, 2013) Reversion analysis is one of the ways as is
used when customizing and dissecting several diverse variables part of our study where
has a relationship between one or more points of independent variables and dependent
variable, and it’s a quantitative approach that is accustomed to interrogating as the nature
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ofthe relation between one or more point of independent variables and dependent variable
(Dudovskiy 2011). Quantitative research is the technique used in this study to collect and
analyze numerical data (Kumar et al., 2013). Quantitative study where the research is
intended to take the role of an impartial observer. The selection of a sample that is
representative of the population is the goal of quantitative research. To gather the
information and data that affects the variables in this study, the researcher will utilize this
quantitative method to analyze the feedback from the respondents by distributing the
questionnaires online and physical form. In this examination, the study may make use of
primary data collection techniques. This study used a quantitative approach to determine
consumer awareness of and preferences for eco-friendly packaging. A structured
questionnaire was used in the study’s survey methodology.

Target population is a group of individuals that identify as the unit for the findings of
research to meet the researcher objective (Thomas & Harden, 2008). Thus, the population
for this research would be the consumer of product packaging in Kota Bharu, Kelantan.
The population in Kota Bharu area is 1,552,450 people and it is one of the capitals of
Kelantan, Malaysia. There are many retail, food and beverage industries as well as
residents who often use this packaging product. Therefore, it makes it easier for the
researcher to conduct research questionnaire because there are many target respondents
in the area. Consequently, the sample size is adequate to accurately reflect the population
(Bowen, 2009). Researchers are able to produce conclusions about the population of
interest through research. Due to the ambiguity and influence of the sample selection
process, the researcher has chosen a sample size of 348 respondents Krejcie and Morgan’s
(1970) methodology in order to obtain reliable results. Consumers were questioned about
their knowledge of green packaging and preferences for packaged goods with green
packaging. A pilot test is a preliminary examination carried out on 30 respondents to
confirm the validity and reliability of the questionnaire. Using descriptive statistics like
mean, mode, and median, the Statistical Package for the Social Sciences (SPSS) will be
used to analyze percentage and frequency data. The associations between a dependent
variable and one or more independent variables are then evaluated using regression
analysis. When using linear regression or to determine the link between two continuous
variables, Pearson's correlation is used.

4 Data Analysis and Findings

4.1 Demographic Profile of Respondents

The demographic profile of the respondents consists of the part of Gender, Race, Age,
Academic qualification, monthly income, level of awareness about sustainability Green
Packaging and Consumer attitudes about green packaging.

Table 4.1: Table of Level of awareness about sustainability Green Packaging

Gender Frequency Percent (%)
Male 97 253
Female 287 74.7
Race

Malay 169 44.0
Chinese 42 10.9
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Indian 171 44.5
Others 2 0.5
Age
20-25 Years Old 212 55.2
26-30 Years Old 80 20.8
3135 Years Old 50 13.0
36 Years Old and Above 42 10.9
Academic Qualification
SPM 71 18.5
STPM/DIPLOMA 117 30.5
Degree 157 40.9
Master 29 7.6
Phd 10 2.6
Monthly Income
Frequency Percent (%)
Below RM 1,000 111 28.9
RM 1,000-RM 1,999 96 25.0
RM 2,000-RM 2,999 91 23.7
RM 3,000-RM 3,999 33 8.6
RM 4,000 and Above 23 6.0
Table 4.2 Level of awareness about sustainability Green Packaging
Frequency Percent (%)

I completely know about it 177 46.1

I know a bit 198 51.6

I do not know anything 9 2.3

Total 384 100.0

Table 4.3 Consumer attitudes about green packaging
Frequency Percent (%)

I like to purchase green products which store in the eco-friendly method as 133 34.6
it made effortless to recycle or compost.
I’m aware that eco-packaged products are available at Market 123 32.0
I’m able to fee extra to purchase green packaging which help to protect the 128 333
surrounding
Total 384 100.0




5t MULTIDISCIPLINARY RESEARCH ON THE ENTREPRENEURSHIP AND

BUSINESS COLLOQUIUM 2022/2023

4.2 Descriptive Analysis

4.2.1 Descriptive Statistic for Price

Table 4.4 show the mean and standard deviation for Price. According to this table, the
standard deviation for this category shows the value was more reliable because of it less

than 1.

Table 4.4 Descriptive Statistic for Price

Descriptive Statistics

Mean Std. Deviation
1. I’'m eager to choose sustainability green packaging if the cost remains as 4.40 0.708
same as ordinary packaging.
2. I’m eager to spend more money on sustainability green packaging. 4.30 0.783
3. I’'m eager to spend more money to demonstrate my concern for the 4.39 0.742
environment.
4. I’'m eager to select sustainability green packaging if can be affordable. 4.46 0.692
5. I’m eager to spend more money on sustainability green packaged products 4.29 0.851
even if they are costly compared to environmentally unfriendly.
6. I’'m eager to stop buying from companies that disrespect environment even 4.37 0.729
it cost lower that green packaging.
7. I’'m eager to change the brand choice to buy from companies that care the 4.40 0.765
environment.
Valid N (Listwise) 384

4.2.2 Descriptive statistic for Knowledge

Table 4.5 below show the mean and standard deviation for Knowledge. According to
this table, the standard deviation for this category shows the value was more reliable

because of it less than 1.

Table 4.5 Descriptive Statistic for Knowledge

Descriptive Statistics

Mean Std. Deviation
1. I derive that sustainability of green packaging steers to 4.52 0.747
green consumerism
2. I derive that sustainability of green packaging helps to 4.41 0.713

enhance environmental responsibility.
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3. I derive that sustainability of green packaging contributes 4.53 0.704
to the well-being of society.

4. 1 derive that sustainability of green packaging maintains 4.54 0.669
the planet from pollutants

5. I derive that information about sustainability green 4.47 0.726
packaging.

6. I derive that supporting environment protection makes me 4.58 0.653
special.

7.1 derive that my action on sustainability of green 4.49 .666
packaging makes a difference.

Valid N (Listwise) 384

4.2.3 Descriptive statistic for Quality

Table 4.6 below show the mean and standard deviation for Quality. According to this
table, the standard deviation for this category shows the value was more reliable
because of it less than 1.

Table 4.6 Descriptive Statistic for Quality

Descriptive Statistics

Mean Std. Deviation
1. I understand that sustainability green packaging 4.22 0.676
maintains the ingredient of the products.
2. I understand that sustainability green packaging prevent 4.30 0.680
the products from any damage.
3. I understand that sustainability green packaging more 4.38 0.727
durable compared to traditional packaging.
4. I understand that sustainability green packaging quite 3.50 1.396
limited quality.
5. T understand that sustainability green packaging safe to 4.44 0.695
use.
6. I understand that sustainability green packaging easy 4.42 0.707
disposal.
7. T understand that sustainability green packaging 4.49 0.674
biodegradable.
Valid N (Listwise) 384
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4.2.4 Descriptive statistic for Durability

Table 4.7 below show the mean and standard deviation for Durability. According to this
table, the standard deviation for this category shows the value was more reliable because
of it less than 1.

Table 4.7 Descriptive Statistic for Durability

Descriptive Statistics

Mean Std. Deviation
1. I will consider that sustainability green packaging 4.09 1.111
will not be replaced or repaired.
2. I will consider sustainability green packaging is 4.30 0.728
needed for the production and replacement of material.
3. I will consider it encourages the surroundings by 4.38 0.715
preventing reducing waste, resources, and the
surrounding effects of replacement and repair.
4. I will consider that sustainability green products are 4.39 0.729
durable and reusable.
5. I will consider contamination since ecofriendly 4.09 1.011
packaging can easily breakdown.
6. I will consider green packaging as better protection 4.39 0.714
for food quality.
7.1 will consider green packaging as easier to open as 4.45 0.710
well as disclosure.
Valid N (Listwise) 384

4.2.5 Descriptive statistic for Safety

Table 4.8 below show the mean and standard deviation for Durability. According to this
table, the standard deviation for this category shows the value was more reliable because
of it less than 1.

Table 4.8 Descriptive Statistic for Safety

Descriptive Statistics

Mean Std. Deviation

1. I ensure it does not use any kind of material which is 4.48 0.697
harmful to environment.
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2. I ensure it reduces the harmful impact of packaging 4.52 0.670
on the environment.

3. I ensure it is safe due to including biodegradable and 4.52 0.662
recyclable materials in green packaging.

4. I ensure it is made from materials that are healthy. 4.55 0.644

5. I ensure that sustainability green packaging is 2.12 1.359
harmful to the environment.

6. I ensure green packaging has better hygienic design. 4.40 0.758
7.1 ensure green packaging has greater packaging- 4.45 0.717

handling range.

Valid N (Listwise) 384

4.2.6 Descriptive statistic for Consumers’ stances towards sustainability green
packaging

Table 4.9 below show the mean and standard deviation for Consumers’ stances towards
sustainability green packaging. According to this table, the standard deviation for this
category shows the value was more reliable because of it less than 1.

Table 4.9 Descriptive Statistic for Consumers’ Stances Towards Sustainability Green

Packaging

Descriptive Statistics
Mean Std. Deviation

1. I wish for sustainability green package since I notice 4.45 0.777
that current environment is getting bad.
2. I wish for sustainability green package since It is an 4.55 0.703
eco-friendly method.
3. I wish for sustainability green package since It will 4.58 0.685
be simpler to recycle.
4. I wish for sustainability green package since It 4.57 0.693
encourages high environmental protection.
5. T wish for sustainability green package sincel desire 4.57 0.708

to perceive a setup of a less waste environment.

10
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6. I wish for sustainability green package since It will 4.60 0.704
give us a cleaner and safer ocean and environment.

7. 1 wish for sustainability green package since It helps 4.58 0.670
to reduce the usage of natural resources.

Valid N (Listwise) 384

4.3 Hypothesis Testing

4.3.1 Price

Ho: there is no relationship between price and sustainability green packaging in Kota
Bharu, Kelantan.
Hi. there is relationship between price and sustainability green packaging in Kota Bharu,
Kelantan.

Table 4.10: Output Correlation of Price

Correlation
Ivi DV

vl Pearson Correlation 1 760

Sig. (2-Tailed) .000

N 384 384
Dv Pearson Correlation 760 1

Sig. (2-Tailed) .000

N 384 384

** Correlation Is Significant At The 0.01 Level (2-Tailed)

Table 4.10 shows the interpret data of relationship between price and sustainability green
packaging in Kota Bharu, Kelantan. From the result, HO is rejected because the p-value
is 0.00 which is value is less than 0.01 and it show there no significant relationship
between the both independent and dependent variables. Therefore, the null hypothesis is
rejected and H1 is accepted.

4.3.2 Quality

Ho. there is no relationship between quality and sustainability green packaging in Kota
Bharu, Kelantan.

Ha: there is relationship between quality and sustainability green packaging in Kota Bharu,
Kelantan.

11
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Table 4.11: Output Correlation of Quality

Correlation
1v2 DV
V2 Pearson Correlation 1 823
Sig. (2-tailed) .000
N 384 384
DV Pearson Correlation .823 1
Sig. (2-tailed) .000
N 384 384

** correlation is significant at the 0.01 level (2-tailed)

Table 4.11 shows the interpret data of relationship between quality and sustainability
green packaging in Kota Bharu, Kelantan. From the result, HO is rejected because the p-
value is 0.00 which is value is less than 0.01 and it show there no significant relationship
between both independent and dependent variables. Therefore, the null hypothesis is
rejected and H2 is accepted.

4.3.3 Safety

Ho: there is no relationship between safety and sustainability green packaging in Kota
Bharu, Kelantan.

Hs. there is relationship between safety and sustainability green packaging in Kota Bharu,
Kelantan.

Table 4.12: Output Correlation of Safety

Correlation
IV 3 DV

Iv3 Pearson Correlation 1 .649

Sig. (2-tailed) .000

N 384 384
DV Pearson Correlation .649 1

Sig. (2-tailed) .000

N 384 384

** correlation is significant at the 0.01 level (2-tailed)

Table 4.12 shows the interpret data of relationship between safety and sustainability green
packaging in Kota Bharu, Kelantan. From the result, HO is rejected because the p-value
is 0.00 which is value is less than 0.01 and it show there no significant relationship

12
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between both independent and dependent variables. Therefore, the null hypothesis is
rejected and H3 is accepted.

4.3.4 Durability

Ho. there is no relationship between durability and sustainability green packaging in Kota
Bharu, Kelantan.
Ha. there is relationship between durability and sustainability green packaging in Kota
Bharu, Kelantan.

Table 4.13: Output Correlation of Durability

Correlation
V4 DV

V4 Pearson Correlation 1 .607

Sig. (2-tailed) .000

N 384 384
DV Pearson Correlation .607 1

Sig. (2-tailed) .000

N 384 384
** correlation is significant at the 0.01 level (2-tailed)

Table 4.13 shows the interpret data of relationship between durability and sustainability
green packaging in Kota Bharu, Kelantan. From the result, HO is rejected because the p-
value is 0.00 which is value is less than 0.01 and it show there no significant relationship
between both independent and dependent variables. Therefore, the null hypothesis is
rejected and H4 is accepted.

4.6.5 Knowledge

Ho. there is no relationship between knowledge and sustainability green packaging in Kota
Bharu, Kelantan.

Hs. there is relationship between knowledge sustainability green packaging in Kota Bharu,
Kelantan.

Table 4.14: Output Correlation of Knowledge

Correlation
IV 5 DV
I\AR) Pearson Correlation 1 .663
Sig. (2-tailed) .000
N 384 384
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DV Pearson Correlation .663 1
Sig. (2-tailed) .000
N 384 384

** correlation is significant at the 0.01 level (2-tailed)

Table 4.14 shows the interpret data of relationship knowledge between and sustainability
green packaging in Kota Bharu, Kelantan. From the result, HO is rejected because the p-
value is 0.00 which is value is less than 0.01 and it show there no significant relationship
between both independent and dependent variables. Therefore, the null hypothesis is
rejected and HS is accepted.

5 Conclusions

As conclude, research study aimed to investigate the factors that most influence
Consumer’s stance towards Sustainability Green Packaging in Kota Bharu, Kelantan. All
previous research studies in Chapters 1-3 was mostly concerned with determining to
examine the relationship quality, safety, durability, and knowledge toward sustainable
green packaging in Kota Bharu, Kelantan. This research concludes the key findings,
discussions, implications, limitations and recommendations set out in Chapters 4 and 5.
The Pearson Correlation Analysis showed that all variables, including price (IV 1), quality
(IV 2), safety (IV 3), durability (IV 4) and knowledge (IV 5) had a strong positive
relationship on sustainability green packaging in Kota Bharu, Kelantan (DV).
Furthermore, all data collection was collected by the researchers themselves through an
online questionnaire and the data was analysed by using SPSS software based on
descriptive analysis, reliability analysis, Pearson's Correlation Coefficient analysis. As a
result, the relationship between the independent variable and the dependent variable was
positively associated with the very strong relationship. Finally, the researcher discussed
about some of the research's limitations as well as some suggestions for making it better
in the future. An overview of this research study is intended as a final statement for this
research.
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Abstract: Eco-friendly packaging is composed of materials that are easy to recycle and
do not consume a lot of energy or natural resources. Sustainable packaging, also known
as ecologically friendly packaging, has a significant impact on Malaysia's logistic
industry's growth. The development of eco-friendly packaging improves the efficiency of
the manufacturing process by lowering the demand for new materials and reducing the
company's environmental effect. The proper technique for tackling this issue is to examine
the aspects that can impact customers' inclinations to purchase and utilize eco- friendly
packaging in their daily lives. A conceptual model consists of several characteristics such
as social influence, environmental concern, willingness to pay, and attitude influences
the intention of young Malaysian customers to purchase eco-friendly packaging. The
researcher chose 353 respondents as the sample size, with young Malaysian consumers
as the target demographic. The sample for this quantitative research methodology was
chosen using a simple random sampling process. The questionnaire was distributed using
Google Form, and 353 participants completed it for this study. The data was analyzed
using the Statistical Package for the Social Sciences (SPSS) and partial least squares
(PLS) software. Based on the survey questionnaire information, several data analysis
procedures such as descriptive analysis, reliability, Pearson correlation, assessment of
the measurement model, assessment of the structural model, assessment of the mediating
model, and hypothesis testing were performed. This study investigated five hypotheses,
and the findings suggest that all variables had a positive significant effect on the intention
to purchase eco-friendly packaging. Eco-friendly packaging can help conserve the
environment and eliminate the demand for new materials. Furthermore, this study can be
used as a reference for academics undertaking future research on customer intentions to
buy environmentally friendly packaging.

Keywords: Eco-Friendly Packaging, Logistics Industry, Natural Resources, Recycling,
Sustainability.
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1 Introduction

This opening chapter provides a general overview of the full research investigation. This
chapter discusses the specifics of the present study issue. The background of the study,
problem statement, research question, research objective, study significance, dissertation
structure, and summation are all included. The primary focus of this research is on
community issues or issues that occur. Due to the lack of research on this topic that has
been conducted in the context of Malaysian consumers, the topic of the factor that
influences the intention of young consumers to purchase eco-friendly packaging on the
development of the logistic industry in Malaysia has been chosen. The management of
how resources or inputs are obtained, stored, and transported to their final destination to
meet customer demand is referred to as logistic.

Packaging is one of the most common logistical tasks performed by consumers,
businesses, the manufacturing industry, and others. Rajendran et al. say that (By focusing
on the three pillars of sustainable development—economic, environmental, and social—
packaging becomes one of the main elements that can support improvements in the
logistical support of sustainable activities. The sustainability of the environment will be
affected if packaging is used in an uncontrolled way. The problem of pollution in the
environment is getting worse every day. This is caused by the increasingly out-of-control
daily activities that people engage in. Both human life and the surrounding environment
suffer as a result.

The Department of Environment reports that the number of people polluting the
environment as a result of human activities has increased in Malaysia. However, this issue
can be resolved by taking proactive measures, such as using environmentally friendly
products like eco-friendly packaging, which Malaysians are required to use. According
to Prakash and Pathak (2017), consumers today are more motivated to support sustainable
development, particularly environmental protection, by purchasing products with eco-
friendly packaging. As a result, the purpose of this study was to determine the factors that
influence young consumers' intentions to purchase eco- friendly packaging and their
impact on Malaysia's logistic industry growth.

1.1 Problem Statement

This study examines the factors that influence young consumers' intentions to purchase
eco-friendly packaging in relation to Malaysia's expansion of the logistics sector. The
majority of researchers in the previous study looked into whether young consumers'
intentions to purchase eco-friendly packaging were significantly influenced by social
influence, environmental concern, and willingness. There hasn't been a study done yet
that looks at that factor in the context of Malaysian consumers and focuses on young
customers. Green packaging practice has been on the rise for a long time in Western
nations, but the Malaysian consumer is still unfamiliar with it. In order to convince
consumers, particularly young consumers in Malaysia, to purchase and use eco-friendly
packaging on a daily basis, this presents a significant obstacle.
Malaysia faces a significant obstacle when it comes to ensuring a sustainable
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development. This is because business organizations do not use eco-friendly packaging.
The majority of shops and hypermarkets still use plastic bags for sales, so Malaysians still
have a low level of a culture of using environmentally friendly packaging. Rajendran et
al.'s study ( 2019), Malaysians' awareness of the idea of eco-friendly packaging is still
very low. Problems arise, particularly within the community, as a result of the absence of
an environmental awareness campaign. As a result, Malaysia continues to lag behind in
green practices.

1.2 Research Objective

1.

To determine the relationship between social influence and the intention to purchase
eco-friendly packaging among young consumer, in the development of the logistic
industry in Malaysia.

To identify the relationship between environmental concern and the intention to
purchase eco-friendly packaging among young consumer, in the development of the
logistic industry in Malaysia.

To determine the relationship between willingness to pay and the intention to
purchase eco-friendly packaging among young consumer, in the development of the
logistic industry in Malaysia.

To examine the relationship between attitude and the intention to buy eco- friendly
packaging among young consumer, in the development of the logistic industry in
Malaysia.

To determine the relationship between the social influence, environmental concern,
willingness to pay and mediating effect of attitude toward intention to buy eco-
friendly packaging.

1.3 Research Question

1.

Is there a relationship between social influence and the intention to purchase eco-
friendly packaging among young consumers, in the development of the logistics
industry in Malaysia.

Is there a relationship between environmental concerns and the intention to purchase
eco-friendly packaging among young consumers, in the development of the logistics
industry in Malaysia.

. Is there a relationship between the willingness to pay and the intention to purchase

eco-friendly packaging among young consumers, in the development of the logistics
industry in Malaysia.

Is there a relationship between attitude and the intention to buy eco-friendly
packaging among young consumer, in the development of the logistic industry in
Malaysia.

. Is there a relationship between the social influence, environmental concern,

willingness to pay and mediating effect of attitude toward intention to buy eco-
friendly packaging.

20



5t MULTIDISCIPLINARY RESEARCH ON THE ENTREPRENEURSHIP AND
BUSINESS COLLOQUIUM 2022/2023

2 Literature Review

According to Sekaran (2000), the literature review demonstrates an exhaustive
examination of both previously published and unpublished research papers. This study's
literature review is based on journal articles and can be modified to include relevant
research topics, theories, contents, and research methods. In addition, the empirical
concepts, theories, and models in the literature review that are related to social influence,
environmental concern, the willingness, attitude, and intention to purchase eco-friendly
packaging studies assist in establishing the research conceptual framework, which is
prominently highlighted in this chapter. The purpose of the literature review is to make
sure that the research takes into account all of the independent, dependent, and mediating
factors, not just a few of them at a time like in previous studies. It can be changed, made,
developed, or improved to fill in holes in previous research and direct future researchers
in the right direction. The majority of important factors are taken into consideration and
described in the intention to buy eco-friendly packaging among young consumers'
perspective. Previous research indicates that all variables are not conclusive. According
to the findings of this study, the primary determinant is social influence, environmental
concern, willingness, attitude, and intention to purchase eco- friendly packaging.

2.1 Intention to Purchase Eco-Friendly Packaging (Dependent Variable)

The term "eco-friendly packaging purchase intention" refers to a buyer's intention to
purchase environmentally friendly goods and avoid environmentally harmful ones.
People's lives have been made better by rapid advancements in economics and
technology, but they have also contributed to environmental issues like climate change,
air pollution, and global warming. Green products are organic, non-toxic, friendly to the
environment, and primarily made of recycled materials (2010). A person's green buy
intention is their willingness to purchase green products when making a purchase
decision. A person who consumes in a socially responsible manner is concerned about
the food they are consuming and makes an effort to focus on green products in order to
effect social change (Moisander, 2007). Eco-friendly packaging is any that can be
recycled easily, is safe for people and the environment, and is made of recycled materials.
Also known as sustainable or green packaging. Eco-packaging, ecological packaging,
green packaging, sustainable packaging, eco-design, design for the environment, and
environmentally conscious design are among the terms used by researchers to describe
eco-friendly packaging (Boks and Stevels, 2007, Koenig-Lewis et al., 2007). Magnier
and Crié (2015), 2014).

2.2 Social Influence (Independent Variable)

Social influence, which is defined as changes in an individual's attitude or behavior as a
result of interactions with other people or social groups (Rashotte, 2007), is getting more
and more attention. Any alteration in thinking, feeling, or behaving brought on by the
presence of other people, even if it is only a figment of one's imagination. Participating
in charitable or environmental activities may be characterized as a strong moral obligation
(Moser, 2015; (1977, Schwartz) Customers regarded green packaging as "healthy" and
"environmentally friendly." They also recommend it to others "highly." Additionally,
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customers will purchase environmentally friendly products if they believe they will gain
social acceptance (Arli et al., 2018). The government and businesses seeking to influence
consumer attitude and behavior in terms of environmental consciousness would greatly
benefit from understanding the factors that influence customers' intentions to purchase
green packaging (van Birgelen et al., 2009). A person's intention to buy green products
will be high as well if their social environment shows a high regard for those goals. a
study that was carried out by van Birgelen et al. However, the societal influence on the
use of environmentally friendly products has received less attention. In conclusion,
research on eco-friendly packaging has primarily focused on the individual factors that
influence consumers' decisions to purchase environmentally friendly goods. However,
the impact of social influence and context has not been investigated. By examining the
impact of various social groups as a potential factor in purchasing decisions, this article
contributes to the existing literature on eco-friendly packaging.

2.3 Environmental Concern (Independent Variable)

Concerns about the environment are becoming an increasingly significant factor in
consumer purchasing decisions. Consumers' overall attitude toward environmental
preservation is reflected in their environmental concerns (Chen and Chai, 2010; Wei and
co., 2018). It is essential for environmentally conscious consumer behavior. According to
Berg (2003), environmental concern emerges as the primary motivator for ecologically
responsible behavior. In order to comprehend green consumer behavior, environmental
concern is frequently mentioned (Heo & Muralidharan, 2019). These three components
are ecological value orientation categories, according to Stern and Dietz (1994).
Thompson and Barton (1994) describe these three components as motivating
environmental concerns based on the individual's sense of his relationship with the
environment. According to Kalafatis et al., the rise in environmentally friendly
purchasing habits is inversely proportional to the degree of environmental concern. 1999;
Laroche and group, 2001; 2007 (Manakotla and Jauhari). According to Braga Junior et
al.'s research, consumers are more likely to purchase environmentally friendly products
if they are concerned about the environment. 2014). Their pro-environmental purchasing
habits are influenced by environmental concerns. For instance, environmental concern
has been shown to positively correlate with intention to purchase eco-friendly packaging
(Magnier and Schoormans, 2015, Martinho et al., Prakash and Pathak, 2017, According
to Kanchanapibul et al., young customers who are concerned about the environment are
more likely to shop green. 2014). Customers, according to Follows and Jobber (2000),
weigh environmental concerns against product qualities when purchasing green products.

2.4 Willingness to Pay (Independent Variable)

This concept is officially referred to as someone's willingness to pay for produced goods
and services. A variable in this study that measures a person's willingness to pay the price
difference between green and non-green goods is called "willingness to pay." A person's
intention is their conscious motivation or willingness to put in the effort to perform a
particular act. In the current scenario, customers' willingness to pay for environmentally
friendly products may be considered a "green buy intention," indicating that they are
interested in reducing pollution and are willing to make environmentally friendly
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purchases. According to Nordin and Selke (2010), consumers are willing to pay for
environmentally friendly packaging to some extent. Ajzen asserts that having a stronger
intention indicates a greater likelihood of engaging in a particular behavior. In the case of
green consumption, empirical data suggests that behavioral intention influences actual
behavior. Green products are frequently thought to cost more than regular ones.
According to Nasir and Karakaya (2014)a, (2014)b, a barrier to environmentally friendly
consumption is the high cost of products.

2.5 Attitude (Mediating)

According to Eggly & Chaiken (1995), attitude is a psychological trait that is
demonstrated by evaluating a particular item in light of either positive or negative factors.
A person's actions and reactions are influenced by their attitude, according to the ABC
theory of attitude. A general attitude, according to Schwartz (1992), is a collection of
thoughts about the issue at hand that are translated into actions. According to Kotchen
and Reiling (2000), attitudes are important interpreters of behavior, the intention of
behavior, and factors that explain individual differences in behavior. An individual's
attitudes are formed by examining both the individual's beliefs about an item and their
future convictions. According to previous studies, causation occurs in the following
order: values, behavior, and attitude (Thgersen & Lander, 2002). This suggests that
attitudes are influenced by values, which in turn are influenced by behavior. Green
product attitudes are thought to be influenced by awareness of personal hygiene or health
awareness, environmental concern or attitude, and perceived quality. According to the
findings of this study, people are sensible, act logically, and have a consistent attitude and
behavior. A person's behavior is influenced by their attitude, and one aspect of consumer
behavior is making purchases. The attitudes of individuals have a significant impact on
green purchasing. Customer perceptions of eco-friendly packaged goods influence
purchase intent, according to previous research (Ahmed and Varshney, 2011; Limbu and
other, 2012). According to Cheah and Phau (2011), environmentally conscious products
are more likely to be purchased by consumers. People who are more supportive of eco-
friendly packaging are more likely to purchase it. Teenage behavior intention is strongly
correlated with attitude, according to meta- analysis research.

2.6 Research Hypothesis

Based on limited information, a researcher's hypothesis is an explanation or interpretive
framework. The purpose of hypothesis testing is to determine whether a study's outcomes
are the result of chance or a meaningful connection between the variables. The study's
hypothesis is based on the connection between young consumers' intention to purchase
eco-friendly packaging and social influence, environmental concern, willingness,
attitude, and the mediating effect of attitude.

H1: There is relationship between social influence and attitude towards intention to
purchase eco-friendly packaging.

H2: There is relationship between environmental concern and attitude towards intention
to purchase eco-friendly packaging.
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H3: There is relationship between willingness and attitude towards intention to purchase
eco-friendly packaging.

H4: There is relationship between attitude and intention to purchase eco-friendly
packaging.

HS5: There is relationship between social influence, environmental concern, willingness
and mediating effect of attitude towards intention to purchase eco- friendly
packaging.

2.7 Research Framework

A conceptual framework, according to Sekaran (2003), is a model of how one theory
makes logical sense of the relationship between the various parts of the problem that have
been identified as being important. A research framework was used to investigate the
relationship between independent and dependent variables. Social influence,
environmental concern, and willingness to pay are the independent variables. The
intention to purchase environmentally friendly packaging is the dependent variable, with
attitude serving as a mediator. Figure 1 depicts the research framework for this study.

Mediating effect of H5

attitude
1 Social Influence ,
~._ H1
5 H4 Intention to purchase
H . - — so-frie kagi
] Environmental s Attitude > eco-friendly packaging
Concern s
H3 ~

— Willingness

Figure 1: Research Framework

3 Methodology

3.1 Research Design

A correlational cross-cross sectional research design was used in this study, which
employed a quantitative research strategy. An online survey was used to collect the data.
An online survey, according to Hair, Black, Babin, and Anderson (2010), can assist in
reducing process errors. This study begins with theory and empirical evidence to support
the theory. It then conducts exploratory research to quantify the impact of young customer
intention to purchase eco-friendly packaging on logistics sector development.
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3.2 Data Collection

The online questionnaire was created with the help of Google Forms. After that, the
researcher's personal contacts and social media platforms like Facebook and WhatsApp
were used to distribute the link to the online questionnaire. There were 353 people who
answered this study. The four sections of the questionnaire are A, B, C, and D. In Section
A, questions about gender, age, race, marital status, education level, and occupation are
included. The measurement of the independent and dependent variables can be found in
sections B and C, while the measurement of the mediating variables can be found in
section D. Both of these sections make use of a 5-point Likert scale, with 1 denoting
strongly disagree and 5 denoting strongly agree.

3.3 Sampling

In this study, the purposive non-probability method was used because the sampling frame
was unavailable. The researcher chose young consumers in Malaysia who were between
the ages of 15 and 24 and expected to comprehend the concept of "eco-friendly
packaging." Because the respondents had to meet certain requirements in order to be
selected as respondents, the purposive sampling method was appropriate for this study.
Based on conceptual frameworks, non-probability sampling methods are appropriate for
studying theoretical impact (Hulland et al., 2017; Rahayu, Hayat, Ngah, Hashim, Dahri,
and Malik, 2019).

3.4 Data Analysis

In light of the study's exploratory nature (Hair et al., 2017), the Partial Least Squares
Structural Equation Modeling (PLS-SEM) method and IBM SPSS Statistics were used to
analyze the data.

4 Finding

4.1 Result of Frequency Analysis
Table 4.1: Frequency Analysis

Characteristics Frequency Percentage (%)
Gender

Male 83 23.5
Female 270 76.55
Age

15 —17 years 14 4.00
18 —20 years 64 18.1
21 — 24 years 275 77.9
Race

Malay 269 76.2
Chinese 38 10.8
Indian 35 9.9
Other 11 3.2
Marital Status

Single. 332 94.1
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Married. 21 5.90
Highest Education

SPM 32 9.1
STPM 45 12.7
Diploma 52 14.7
Degree 217 61.5
Other 6 2.1
Occupation

Employed. 59 16.7
Self-Employed. 8 2.30
Student. 277 78.5
Unemployed. 9 2.50

In this study, the researcher used a Google Form to distribute a questionnaire to the young
Malaysian consumers who were the study's target audience. There were 353 people who
answered the questions in this study. The demographic profile is one important piece of
information that the researcher needed to get from the respondents in order to finish this
study. The respondents will first fill out a demographic profile that includes their gender,
age, race, marital status, highest level of education, and occupation before continuing to
answer the questionnaires that are related to this study on the Google form. The Malaysian
young adults who responded are listed in Table 1; 76.5 percent of respondents were
women, and the remaining 32.5 percent were men. There was a wide range of age among
the respondents; 4.0% of respondents were between the ages of 15 and 17; 77.6% of
respondents were between the ages of 21 and 24, and 18.1% were between the ages of 18
and 20. The majority of respondents were Malay (76.2 percent), followed by Indians
(10.8%), Chinese (9.9%), and other races (3.2%). 5.90% of respondents were unmarried,
while 94.1% were married. In terms of education level, the respondents had a SPM
(9.1%), STPM (12.7%), Diploma (14.7%), and Degree (61.5%) for more than half of the
respondents. Only 2.10 percent of respondents had a higher level of education. Last but
not least, the descriptive analysis revealed that the majority of respondents (78.5%) were
students, while 16.7% were employed either by the government or another organization.
The remaining 2.30 percent of respondents work for themselves, and the remaining 2.50%
are unemployed.

4.2 Result of Descriptive Analysis
Table 4.2: Descriptive Statistic

Descriptive Statistic

N Mean Std.
Deviation
Social Influence. 353  3.8459 0.88256
Environmental Concern. 353 4.0527 0.76355
Willingness to Pay. 353 3.7694 0.92058
Attitude. 353 4.1558 0.75909
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Intention to buy eco- friendly packaging among young consumer on the 353 4.1309 0.83936
development of the logistic industry in Malaysia.

Valid N (listwise). 353

The descriptive statistics for the independent, mediating, and dependent variables are
shown in table 4.2. The values of the mean and standard deviation for the independent
variables (social influence, environmental concern, and willingness to pay), the mediating
variable (attitude), and the dependent variable (intention to purchase eco- friendly
packaging among young consumers on the development of the logistic industry in
Malaysia) are shown in the table. There were 353 people who took part in this study and
filled out the questionnaire, which primarily targeted Malaysian young consumers
between the ages of 15 and 24.

According to table 4.2, the mediating variable—attitude—has the highest mean, which is
4.1558, with a standard deviation of 0.75909. The dependent variable— intention to buy
eco-friendly packaging among young consumers on the development of the logistic
industry in Malaysia—has the lowest mean, which is 4.1309, with a standard deviation
of 0.83936. Other than that, the independent variables' mean values are 4.0527 for
environmental concern and 3.8459 for social influence, respectively, with a standard
deviation of 0.88256. The independent variable, willingness to pay, has a mean of 3.7694
and a standard deviation of 0.92058.

4.3 Result of Measurement Model Analysis

Table 4.3: Measurement Model (Construct Reliability and Validity)

Construct Items Loadings ‘ronbach Composite Composite Average
alpha ()  reliability reliability variance
(rho_a) (rho_c) extracte
d (AVE)
Social SI1 0.865 0.907 0.912 0.931 0.729
Influence S12 0.835
S13 0.811
S14 0.862
SIS 0.894
Environmental EC1 0.837 0.876 0.879 0.910 0.671
EC2 0.871
Concern EC3 0.734
EC4 0.872
EC5 0.773
Willingness WTP1 0.852 0.923 0.927 0.942 0.765
To Pay WTP2 0.866
WTP3 0.914
WTP4 0.832
WTP5 0.906
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Attitude Al 0.867 0.937 0.938 0.952 0.798
A2 0.889
A3 0.915
A4 0.892
A5 0.902
Intention to 11 0.926 0.946 0.948 0.959 0.823
purchase 12 0.904
eco-friendly I3 0.925
packaging 14 0.919
I5 0.861

If the obtained value is greater than 0.5, the average variance extracted (AVE) value is
greater than 0.5, and the composite reliability (CR) value is greater than 0.7, the
measurement model is deemed valid and reliable (Rana et al., 2017). Consequently, the
study discovered that the investigation does not pose a problem for convergent validity.
All of the conditions necessary to establish convergent validity have been met based on
the obtained values. Consequently, the measurement model's convergent reliability is
summarized in Table 4.33. With a Cronbach's alpha value of 0.907 and an AVE value of
0.729, the data can be considered valid and reliable. Next, the AVE value is 0.671 and
the cronbach's alpha value for environmental concern is 0.876, indicating a valid value.
Cronbach's alpha for willingness to pay is 0.923, which is acceptable when compared to
the AVE value of 0.765. In addition, the AVE value of 0.798 and the cronbach's alpha
value of 0.937 for attitude are both acceptable and valid. Last but not least, the AVE value
is 0.823 and the cronbach's alpha value is 0.946 for the intention to purchase
environmentally friendly packaging, both of which are valid and reliable.

P
0.865 (35.267) si2

_ 0.835 (33.463)

- - si3
0,862 (53.640)
222 -

st 0.894 (72.651)

SN

e 0.334 (5.008)
0837 (43177)  Ec2

-
_ 0.871 (50.765)
| 0734 (18.045)- EC3 0.400 (6.266) ——»|
~ 0872 (49.529)
~ -

Ec 0773 (22.837) EC4 a 0.902 (73.901) A4 5 0.861 (34.995)
= N 0.195 (3.587) ~ T
- - -

25 (91.260) » 3
919 (76.952)
~. -

wret
8-

0.852(30.473)  wrP2

= -
= 0.866 (46.596)
| 0914 (85.904)- wrTP3
0832 (28.336)
~ -

wWTP 0906 (86.541)  WTP4
e
WTPS

Note: SI= Social Influence; EC= Environmental Concern; WTP= Willingness To Pay; A= Attitude; I= Intention

Figure 2: Structural Model and Measurement Model
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4.4 Result of Mediating Model Analysis

Table 4.4: Summarized Results of Mediating Model

Loa ding'onbach alpha Composite reliabilityComposite reliability ei::;cat%fl variance
(o) (rho_a) (rho_c) (AVE)
SI1 0.865 0.907 0.912 0.931 0.729
S12 0.835
S13 0.811
S14 0.862
SIS 0.894
EC1  0.837 0.876 0.879 0.910 0.671
EC2 0.871
EC3  0.734
EC4  0.872
EC5  0.773
WTP1 0.852 0.923 0.927 0.942 0.765
WTP2 0.866
WTP3 0.914
WTP4 0.832
WTP5 0.906

As a result, five items were looked at, and the mediation model's summary results for
social influence are shown in table 4.4. The obtained Cronbach's Alpha value is as high
as 0.907, which is higher than the target of 0.70. This indicates that the data and fit index
results are well achieved in a mediation model that is suitable and satisfactory. In point
of fact, the obtained mediation model 1 for social influence exhibited strong convergent
validity, reliability, and multidimensionality evidence. The composite reliability (CR) is
greater than 0.7, indicating that the data are valid and trustworthy, and the average
variance extracted (AVE) is 0.729. The analysis of five items and the summary results of
the mediation model for environmental concern are shown in table 4.6. The mediation
model's Cronbach's Alpha is 0.876, which is higher than the recommended value of 0.70.
All fit indices' results are in a good fit, and the mediation model's fit to the data is
satisfactory. Indeed, the convergent validity, reliability, and multidimensionality of the
second mediation model for environmental concern elements were strongly
demonstrated. The composite reliability (CR) is greater than 0.7, indicating that the data
are valid and trustworthy, and the average variance extracted (AVE) is 0.671.

Five items have been analyzed on the basis of the table above, and the mediation model's
formulation for the factor of willingness to pay is also shown in this table. With a
Cronbach's Alpha of 0.923, it is recommended that the mediation model exhibits a good
fit to the data and that all fit indices yield good results. In fact, the convergent validity,
reliability, and multidimensionality of the three-mediated model of willingness to pay
were well-established. The composite reliability (CR) is greater than 0.7, which indicates
that the data are valid and reliable, and the average value of variance extracted (AVE)
was found to be 0.765.

29



5t MULTIDISCIPLINARY RESEARCH ON THE ENTREPRENEURSHIP AND
BUSINESS COLLOQUIUM 2022/2023

4.6 Result of Discriminant Validity

Table 4.5: Discriminant Validity Using HTMT Criterian

A EC 1 SI WTP
Attitude
Environmental 0.7
Concern 65
Intention to purchase
eco-friendly 0.8 0.6
packaging 54 37
Social Influence 0.7 0.6 0.6
35 19 97

Willingness To Pay 0.6 06 05 0.7
75 10 33 02

Table 4.6: Fornell- Larcker Criterion
A EC I SI WTP
Attitude 0.893
| Environmental Concern | 0.693 | 0.819 | | | |
Intention to purchase eco-friendly packaging 0807 0582 0907

| Social Influence [0.682 [ 0.555 [ 0.650 [ 0.854 | |
Willingness To Pay 0.630 0.550 0.500 0.642 0.875

The evaluation of the construct's discriminant validity, which demonstrates that it is
statistically distinct from other constructs (Hair et al., 2019). This analysis can use a
variety of discriminant validity measures. However, the Hetrotrait-Monotrait (HTMT)
and Fornell-Larcker (Fornell & Larcker, 1981) The correlation ratios (Henseler, Ringle,
& Sarstedt, 2015) are extremely significant. HTMT, as the latter is a brand-new technique
that is preferred for evaluating discriminant validity in PLS-SEM. As a traditional
measure of discriminatory validity, Fornell-Larker has historical value (Hair et al., 2019).
Table 4.5 displays the Forkell-Larker value reading. The current study used HTMT values
to measure discriminant validity, following Buil, Martnez, and Matute's (2019) previous
PLS research. According to Franke & Sarstedt (2019), the HTMT criteria are satisfied
when all values are less than 0.90. The discriminant validity set based on the HTMT
criteria is shown in Table 4.6 above. It is possible to draw the conclusion that the
respondents are aware that the provided construct is distinct. All of the measurement
items passed the validity test and were found to be legitimate and reliable.

Table 4.7: Cross Loadings

A EC I SI WTP
Al 0.867 0.602 0.666 0.606 0.577
A2 0.889 0.612 0.677 0.568 0.582
A3 0.915 0.666 0.745 0.615 0.545
A4 0.892  0.594 0.719 0.588 0.532
AS 0.902 0.621 0.786 0.663 0.579
EC1 0.562 0.837 0.450 0.402 0.456
EC2 0.578 0.871 0.459 0.419 0.481
EC3 0.513 0.734 0.398 0.430 0.384
EC4 0.592 0.872 0.533 0.471 0.421
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ECS 0.589 0.773 0.534 0.546 0.503
I1 0.787 0.565 0.926 0.656 0.514
12 0.735 0.516 0.904 0.601 0.479
I3 0.736  0.548 0.925 0.556 0.415
14 0.726  0.531 0.919 0.544 0.430
I5 0.667 0.476 0.861 0.588 0.426
SI1 0.543  0.494 0.549 0.865 0.535
SI12 0.567 0.434 0.511 0.835 0.527
S13 0.519 0.400 0.500 0.811 0.577
S14 0.657 0.546 0.639 0.862 0.535
SI5 0.609 0.482 0.560 0.894 0.574
WTP1 0.479 0.476 0.379 0.537 0.852
WTP2 0.596 0.546 0.453 0.590 0.866
WTP3 0.546 0.496 0.418 0.557 0.914
WTP4 0.533 0.446 0.481 0.526 0.832
WTP5 0.587 0.438 0.449 0.592 0.906

Cross-loading refers to the condition in which a given item should have a higher loading
on its own parent construct than on any other constructs in the study. There is a problem
with discriminant validity if an item loads well on another construct in comparison to its
own parent construct. Cross-loading occurs when a variable has more than one significant
loading, depending on the sample size. This makes it difficult to label all factors that share
the same variable and, as a result, makes it difficult to make distinct factors representative
concepts. can be seen in the list of changes that have been made. Where it may be
necessary to remove items from the model, model fit will not be optimal. Cross-loadings
with very few constructs suggest that the discriminant validity is high. Cross-loadings are
common items for the same construct, and bolded items in the table represent factor
loadings for each construct. This is evident from table 4.7.

4.7 Result of Direct Hypothesis Analysis

Table 4.8: Hypothesis Testing
Std  Standard

Riontivhs dortion QUL et
LL | UL

Hlgr > A 0.334 0.067 5.008 0 0.473  0.627 2.882 Supported

H2gc > A 0.4 0.064 6.266 o 0.610 0.773 2.824 Supported

H3WTP>A  0.195 0.054 3.587 o 0429 0.580 2.755Supported

H4p > 0.807 0.028 28.656 o 0.748 0.859 2.760 Supported

H51V > A>T 0.634 0.035 18.304 o 0567 0.701 2.960 Supported

Note: UL= Upper Level, LL= Lower Level
According to the first hypothesis, attitude was positively correlated with social influence

(B=0.334,t=5.008, LL = 0.473, UL = 0.627, p 0.000), as shown in Table 4.8 above.
The second hypothesis found a correlation between attitude and environmental concern
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(B=0.400,t=6.266, LL = 0.610, UL =0.773, p 0.000). Next, the third hypothesis states
that attitude was associated with willingness to pay (3 =0.195,t=3.587, LL =0.429, UL
= 0.580, p 0.000). The fourth hypothesis, which states that attitude is also related to
intention (B = 0.807, t =28.656, LL = 0.748, UL = 0.859, p 0.000), comes after this one.
Last but not least, the fifth hypothesis found a positive correlation between intention and
social influence, environmental concern, willingness, and the mediating effect of attitude
(B=0.634, t = 18.304, LL = 0.567, UL = 0.701, p 0.000). Five of the model's direct
hypotheses were found to be significant, as shown in Table 4.8; As a result, H1, H2, H3,
H4, and H5 were approved and backed.

5 Discussion and Recommendation

Even though all kinds of research have their limitations, these projects often lead to new
discoveries that make people want to use or buy environmentally friendly packaging. The
following sections offer opportunities for additional research in this area in light of the
research carried out in this study. The majority of respondents to this study are Malaysians
between the ages of 15 and 24 who live in Peninsular Malaysia. In addition, young non-
adult users over the age of 25 should be included in future research. This will also make
it easier to compare the sample that was studied based on the intention to buy
environmentally friendly packaging. This is about social influence, environmental
concern, and willingness to use mediation, which is the attitude that will make people
aware of how important it is to use products that are good for the environment.

As a result, other study designs, such as experimental studies with interventions to
investigate the causal relationship between predictors and burnout, can enhance this
study's contribution. To reach a conclusion regarding the tested hypothesis, this kind of
study design is essential. In addition, marker variables should be tested in future research
to avoid the common method bias caused by self-reported measurements. Multiple
informants can also be used in future studies to improve the validity of the findings. To
avoid common method bias caused by self-reported measurements, it is also
recommended that future studies test for marker variables. Multiple informants can also
be used in future studies to improve the validity of the findings. Additionally, as a
suggestion for future research, future studies can examine the intention of adults in
Malaysia to purchase environmentally friendly packaging. The analysis of these two
components and their intention to purchase environmentally friendly packaging is
valuable because it will provide additional information. clarification regarding the
significance of constructs in representing eco-friendly products.

Finally, in order to investigate attitudes toward the intention to purchase environmentally
friendly packaging, it is important to investigate the addition of factors that influence the
intention to purchase environmentally friendly packaging, such as individual negative
thoughts or the personality of young adults. As a result, the extended model of the
research framework should be further improved by examining whether including
additional factors related to the intention to purchase eco-friendly packaging will increase
young consumers' interest in eco-friendly products.
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6 Conclusion

The intention of young Malaysian consumers to purchase environmentally friendly
packaging is included in this study's scope. The results' statistical significance was also
assessed with the help of the SEM-PLS method. Our research has demonstrated that TAM
and TRA can serve as a solid theoretical foundation for describing the independent
variables and outcomes of young Malaysian consumers' intentions to purchase eco-
friendly packaging.

In addition, the primary objective and intention of this study is to provide a deeper
comprehension of young Malaysian consumers' intentions regarding the purchase of
environmentally friendly packaging. This study proposes and validates a model that
incorporates social influence, environmental concern, willingness to pay, and attitude
mediation in order to accomplish this goal.

Social influence was found to be positively correlated with the intention to purchase
environmentally friendly packaging, and perceived environmental concern was also
found to be positively correlated with the intention, according to the proposed model
developed in this study. In the meantime, intention was positively correlated with
willingness to pay. However, it was discovered that intention was also positively
correlated with attitude. For the majority of the hypotheses tested, the findings had a high
statistical significance overall. The study's statistical findings lead us to the conclusion
that this model has higher predictive power than the baseline model.
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Abstract:

Recently, the issue of most of people do not know about self - checkout system at IKEA Batu Kawan.
Therefore, this study aims to study the factors that influence consumers’ acceptance towards self - checkout
system (SCS) at IKEA Batu Kawan. A quantitative method is used in completing this research. A simple
random sampling is used to collect data and the structured questionnaire was designed to collect data from
382 respondents. The Statistical Package for Sciences (SPSS) version 25 and PLS 4.0 was used for data
analysis. The results concluded that the independent variables of the perceived usefulness, speed, perceived
ease of use, attitude towards technology and customer literacy have a significant relationship with the
consumers’ acceptance self - checkout system (SCS) at IKEA Batu Kawan. Limitations of this study and
recommendations are included in this study to give a better idea for future researchers related to studies
involving the self - checkout system (SCS) at IKEA Batu Kawan.

Keywords: Perceived usefulness, Speed, Perceived ease of use, Attitude towards
technology, Customer literacy and Consumers’ acceptance

1 Introduction

1.1 Background of Study

IKEA has established itself as the biggest mechanized retail chain in the world. Over
151,000 employees, 345 locations in 42 countries, and annual global revenues of EUR
29.2 billion. IKEA believes that the most major things in the society is the home and it
proven that children are also one of the most important for parent to give the comfortable
places for them to stay. Creating an IKEA store is more like creating a warehouse
(MCFARLANE, 2022). A distinctive feature of this contemporary purchasing model is
that the consumer must carry out all sales operations alone by taking the trolley or basket,
selecting the product from the racks, and bringing it to the counter for payment (Parkley,
2022). As a result, the checkout counter is the only location where there is any contact
between the customer and the service provider. Cashiers at the checkout counter serve as
the service provider at the point of sale who processes consumer transactions. By reading
product bar codes, bagging goods for customers and taking money from customers, they
carry out the same employment duties. Due to pressure from consumers in line, cashiers

38



5t MULTIDISCIPLINARY RESEARCH ON THE ENTREPRENEURSHIP AND
BUSINESS COLLOQUIUM 2022/2023

at any retail stores are forced to speed up the checkout procedure in order to boost
productivity and efficacy of customer service.

A self-checkout system is one of the effective technology innovations that
supports regular company operations. The goal of this technology is to cut down on traffic
and driving time (Corgi, 2020)3. The global market for self-service technology is
anticipated to increase at a compound annual growth rate (CAGR) of 9.9% from $32.35
billion in 2021 to $35.55 billion in 2022. It demonstrates how frequently small shops
employ self-checkout systems. According to a recent survey, a self-checkout system in
supermarket can cut down on the lengthy wait time for the checkout procedure by 40%,
and almost two third of customer believe that self - checkout system offers superior
customer service (Lee, 2018). Therefore, this is why the researcher want to determine the
factor that affect consumers’ acceptance toward self-checkout system in IKEA Batu
Kawan.

1.2 Problem Statement

IKEA stores frequently experience long lines during checkout. Customers often decide
against making a purchase because of the lengthy line (Hassan, 2014). When customers
are paying at an IKEA checkout counter, they have a different perception of time, which
makes them more bothered by the wait in line and the speed of the service delivery. Better
customers service and more adaptable checkout option are what customers would want.
Customers’ satisfaction levels will be high if they just have to wait between one and three
minutes at the checkout counter as opposed to more than five minutes (Kwak, 2017).
Service delivery time at the checkout counter is another concern for hypermarket
operations, in addition to waiting in line. Three crucial components of the purchasing
process, from the viewpoint of the buyer, are section time, queue time, and transaction
period (Hassan, 2014)”. Operation for scanning, packing, and payment are activities that
take time at the checkout-counter. As a result, it slows down how quickly the service
provider delivers services at the checkout counter. Customers’ contentment will diminish
the more patiently they are kept waiting during the checkout procedure (Fernandes &
Pedroso, 2017).

1.3 Research Question

1. What is the relationship between perceived usefulness and consumers acceptance
towards  self - checkout system at IKEA Batu Kawan?

2. What is the relationship between speed and consumers acceptance towards self -
checkout system at IKEA Batu Kawan?

3. What is the impact of perceived ease of use on consumers acceptance towards
self - checkout system at IKEA Batu Kawan.

4. What is the relationship between attitude towards technology and consumers
acceptance towards self - checkout system at IKEA Batu Kawan?

5. What is the relationship between customer literacy and consumers acceptance
towards self - checkout system at IKEA Batu Kawan?

1.4 Research Objective
1. To identify the relationship between perceived usefulness and consumers
acceptance towards self - checkout system at IKEA Batu Kawan.
2. To examine the relationship between speed and consumers acceptance towards
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self - checkout system at IKEA Batu Kawan.

3. To determine the impact of perceived ease of use on consumers acceptance
towards self- checkout system at IKEA Batu Kawan.

4. To investigate the relationship between attitude towards technology and
consumers acceptance towards self - checkout system at IKEA Batu Kawan.

5. To assess the relationship between customer literacy and consumers acceptance
towards self - checkout system at IKEA Batu Kawan.

8 Literature Review
2.1 Consumers’ Acceptance towards Self-Checkout System at IKEA Batu Kawan

Customer acceptance is defined as process of determining whether it is reasonable or not
to do business with a specific customer or prospect (Evans, 2016)°. Prior studies asserted
that behavioral intention and loyalty are related both directly and indirectly through
satisfaction with the service quality of self-checkout systems (Masood Ul Hassan &
Habibah, 2020)!°. Previous studies have demonstrated a clear correlation between
customer satisfaction and service excellence. Basically, in Malaysia 77.9% of customers
have access to self-checkout information compared to 22.1% who do not access self -
checkout system.

2.2 Underpinning Theory

The most prominent and widely used theory for characterizing a person’s adoption of
diverse information systems is known as the technology acceptance model, or TAM.
Davis is the one who first proposed TAM (1986). Davis makes the assumption that two
key factors- perceived usefulness and perceived ease of use-are what ultimately determine
a person’s acceptance of an information system. Because of this, this study makes the
assumption that it can be used to evaluate self-checkout system in full or in part. As an
example, when customers are enthusiastic about technology, their decision to use it will
be based on whether the particular technology is accessible. Additionally, the desire to
adopt new technology is only related to customer’s desire to adopt is created (Lai, 2017)!!.
Based on Technology Acceptance Modal (TAM), this study examine the relationship
between perceived usefulness, speed, perceived ease of use, attitude towards technology,
customer literacy and customer acceptance towards self - checkout system at IKEA Batu
Kawan. Based on Technology Acceptance Modal, in this study we examined the
relationship between perceived usefulness, perceived ease of use, speed, attitude to use
and customer literacy and consumer acceptance toward self-checkout system in IKEA
Batu Kawan.

2.3 Perceived Usefulness and Acceptance towards Self-Checkout System

Perceived usefulness can be defined by prospective consumers’ likelihood, where it offers
a probability that the technology employed could increase the performance of the person
or team from an organizational viewpoint (Malik and Annuar, 2021)'2. The researcher
has analyzed of the perceived usefulness from Davis research, which he mentioned that
"perceived usefulness" is the way in which how does the individual thinks that using
technology would enhance the quality of the professional task.Various researchers have
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used different definitions of perceived usefulness in previous studies. Some of past studies
conducted by researchers from perceived usefulness is the individual's subjective
perceptions of how using a certain system or technology would improve his work
performance (Fathema, Shannon, & Ross, 2015)!%. Perceived usefulness is being
analyzed to determine the acceptance of users and their intention to use the self-checkout
system at IKEA Batu Kawan. This characteristic will change the views of individuals
regarding how to use a specific software system might enhance his work productivity. By
investigating and implementing all of the previous research, it has proved that perceived
usefulness is positively indicate influence consumers’ acceptance towards self - checkout
system at IKEA Batu Kawan.

2.3 Speed and Customer’ Acceptance toward Self-Checkout System

Speed of service is a statistic that assesses how quickly a customer service operation is
completed. Speed of service also play an important thing towards evaluation of customer
experience. Some customers who are ready to check out are unable to wait for a delayed
cashier. Apart from that, the researcher approved to select speed as the variable on how
the consumer’s acceptance of users and their intention does to use the self-service counter
in IKEA Batu Kawan. If the checkout process was efficient, this factor will have a positive
effect on the consumer's evaluation of the service's quality. Past studies by Ng Xin Jie
and Kamsin (2021)', speed can be applied for identification (RFID) technology to self-
checkout systems to tackle the issue of rising thefts brought on by the introduction of self-
checkout system in supermarkets. Next, according to Alinda and David (2013)'5, self-
service technology has the capability to improve service speed. After reviewing all of the
previous studies, it shown that speed is positively point out the influence consumers
acceptance towards self-checkout system at IKEA Batu Kawan.

2.4 Perceived Ease of Use and Consumers’ Acceptance towards Self-Checkout
System

According to Davis (1989)6, perceived ease of use can define as the degree to which a
person thinks a person thinks utilizing a certain technology would be effortless. If the
technology is simple to use, then the obstacles has been removed. Perceived ease of use
was identified as one of the characteristics that influence user attitudes (Osman, Alwi &
Khan, 2016)!'7. Okafor (2016)'®, discovered that although perceived ease of use does not
influence the adoption of new online multimedia technologies other factors such as age,
gender, local population literacy level, and traditional beliefs do. These authors
specifically aimed to assess the psychometric characteristics of usability and utility
indices and empirically based determine how the structure related one another. In the
study, the term “degree to which a person believes that utilizing a certain system would
be devoid of effort” is used to describe the perceived ease of use. This is inferred from
the meaning of the word “ease,” which is freedom from hardship or excessive effort. Also,
they discovered the substantial connection between perceived ease of use and perceived
usefulness when using mobile learning Tan (2012)". In the past study, all have shown
that perceived ease of use is positive indicate influence consumers acceptance towards
self - checkout system at IKEA Batu Kawan.
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2.5 Attitude Toward Technology and Consumers’ Acceptance towards Self-
Checkout Systems

An individual’s attitude towards technology can be either positive or negative depending
on their intention to engage in the desired behaviour. SSTs are checkout counters where
customers scan the bar codes on their products, pay for them and place them in bags
without assistance from store staff. Based on the past research, they found that SSTs
influenced by how people rate the quality of the self-checkout experience, the criteria
they employ and whether customer characteristics have an impact on this rating. (Lin and
Hsieh, 2006)*°. Self-checkout system is a cutting-edge SSTs that offers consumers
privacy and time savings as an alternative to checkout (Lee, & Yang, 2013)?!. All the past
studies, all have shown attitudes towards technology is positive indicate influence
consumers acceptance towards self - checkout system at IKEA Batu Kawan.

2.6 Customer Literacy and Consumers’ Acceptance towards Self-Checkout System

According to Consumer Panel, customer literacy defined as the capacity to select and use
communications products effectively. Today, literacy skill levels also consider a person's
capacity for understanding and analyzing data, a critical task in a society where better
communication and information processing abilities are necessary every day. Previous
research suggests that customer adoption of automated service technologies should be
influenced by both their functional performance and their capacity to meet social-
emotional, and relationship needs. Another previous study shows that, an individual is
more likely to have a favourable opinion of autonomous delivery robots if they become
the social norm. This is because of positive word-of-mouth and social impact. More
consumers have knowledge about self - checkout system which increase the usage of self
- checkout system at IKEA Batu Kawan. It was proven in the previous articles which is
70% of consumers who are use the self - checkout system at IKEA Batu Kawan are feel
satisfied to use it (Gagliordi, 2012)*2. All the past studies, all have shown customer
literacy is positive indicate influence consumers acceptance towards self - checkout
system at IKEA Batu Kawan.

2.7 Hypothesis Statement

HI: There is a significant relationship between perceived usefulness and consumers
acceptance towards self - checkout system at IKEA Batu Kawan.

H2: There is a significant relationship between speed and consumers acceptance
towards self- checkout system at IKEA Batu Kawan.

H3: There is a significant relationship between perceived ease of use and consumers
acceptance towards self - checkout system at IKEA Batu Kawan.

H4: There is a significant relationship between attitude towards technology and
consumers acceptance towards self - checkout system at IKEA Batu Kawan.

H5: There is a significant relationship between customer literacy and consumers
acceptance towards self - checkout system at IKEA Batu Kawan.
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2.8 Research Framework

INDEPENDENT
Perceived
usefulness ~~ H
DEPENDENT
Speed —_ H
Consumers
Perceiv. | — H acceptance
ed ease of towards self -
checkout system
Attitude | H at TKEA Ratn
towards
H
Customer | —
literacy

Figure 1 : Research framework for the factors that affect consumer

acceptance
towards self-checkout systems in IKEA Batu Kawan.

9 Research Methodology
3.1 Research Design

In the review, the quantitative research methodology was used. Quantitative approaches
emphasize evaluations that are factually mathematical or numerically accurate and
objective. Quantitative emphasizes precision estimates, factual or mathematical research
on the data obtained from questionnaires and research, or computational methods to
manage earlier quantifiable information. In this study, this focuses on the consumers
acceptance towards self-checkout system at IKEA Batu Kawan. Besides that, there have
four essential methods for getting bits of knowledge and acquiring a clearer image of an
issue which are secondary data analysis, pilot studies, case studies and questionnaires. A
survey questionnaire is also chosen to examine the factors of consumers acceptance
towards self-checkout system at IKEA Batu Kawan.
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3.2 Data Collection Method

Data and information can be obtained via primary and secondary data. An online survey
questionnaire is the main tool used to collected data for this investigation. An online
survey questionnaire was distributed for consumers IKEA Batu Kawan. The data that
someone else has gathered for an explanation is known as secondary data. Therefore,
secondary data is utilized in the research to improve knowledge.

3.3 Sampling

This study focuses on IKEA Batu Kawan customers who utilize the self-checkout
system to see what are the factors that affect customers’ acceptance toward self-
checkout system. This will include only customer who usually shopping at IKEA Batu
Kawan which located at Penang. IKEA Batu Kawan expects a weekly traffic from
50,000 to 60,000 people from its entire population (Tan, 2019). We selected this
location because it will be easier to ask respondents to complete surveys using a google
form in this particular area. Therefore, we target to distribute about 300 to 400
questionnaires to the respondents. The sample size for this research is 382 people.
Therefore, we distribute the questionnaire to maximum 401 customers of IKEA Batu
Kawan to collect the data for further process.

3.4 Research Instrument Development

A questionnaire is a form of survey instrument that asks respondents a variety of
questions or provides additional recommendations in order to collect data from them.
The questionnaire in this study is divided into three sections, namely Section A, Section
B and Section C. Section A is related to the information and demographic data of the
respondents. Next, Section B is related to the perceived usefulness, speed, perceived
ease of use, attitude towards technology and customer literacy. The last section, Section
C is related to the consumers’ acceptance towards self - checkout system at IKEA Batu
Kawan.

3.5 Measurement of the Variables

The researcher has two types of variables in this research which are nominal data and
ordinal data. This method was chosen to assist in finding more accurate information to
complete the research. Researchers use the nominal scale to assign participants to
specific groups or categories. As for the ordinal, respondent will be answering the
question that created for independent variable and dependent variable based on the
Likert scale.

3.6 Data Analysis Method

Statistical Package for the Social Sciences (SPSS) and SmartPLS 4.0 will be used in
this research. SPSS software was used to perform pilot test, descriptive analysis and
demographic profile of the respondent. Results of the analysis will be displayed using
statistical summary tables, charts, and graphs. In PLS-SEM, researchers compare
theoretically developed measurement and structural models with reality using sample
data and empirical measurements. The researcher assesses the degree to which the theor
accounts for the data using the empirical metrics. As a result, they are able to assess the
model's predictive potential and competence.
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10 Data Analysis and Finding
4.1 Preliminary Analysis

The cronbach alpha value of consumer’s acceptance towards self-checkout system at
IKEA Batu Kawan is 0.904. The cronbach alpha value of perceived usefulness and
speed is 0.904 which is least cronbach value of this study. The cronbach alpha value of
perceived ease of use is 0.885. The cronbach alpha value of attitude towards technology
is 0.903. The cronbach alpha value of customer literacy is 0.933 which is highest value
of this study.

Table 1: Result of pilot test

Variables Cronbach Number of
Alpha Item

Consumer’s acceptance towards self-checkout system at IKEA 0.904 5
Batu Kawan

‘ Perceived Usefulness ‘ 0.870 ‘ 5 ‘
Speed 0.870 5

’ Perceived Ease of Use ‘ 0.885 ‘ 5 ‘
Attitude Towards Technology 0.903 5

’ Customer Literacy ‘ 0.933 ‘ 5 ‘

4.2 Demographic Profile of Respondents

In this study, there are eight questions were asked under respondents’ demographic
section such as gender, age, race, occupation, education level, monthly income,
frequency of using self - checkout system and type of cashless payment that used. This
section discussed the basic analysis of demographic profile of 401 respondents who
have answered the question through the goggle form that has been distributed. Next,
the frequency and percentage for every demographic profile of respondents were
demonstrated through tables and simplified charts.

Table 2: Gender of respondents

Category  Frequency (N)  Percentage (%) Valid Percent Cumulative Percent

Valid  Male 181 45.1 45.1 45.1
\ | Female 220 | 549 | 54.9 100.0
Total 401 100 100

Table 3: Age of respondent

Category requency ‘ercentage (%) Valid Cumulative
N) Percent Percent
Valid 19 —21 years old 67 16.7 16.7 16.7
‘ ’ 22 —25 years old 117 29.2 29.2 459
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26 —29 years old 80 20.0 20.0 65.8
30 — 33 years old 78 | 19.5 ‘ 19.5 85.3
34 years old and 59 14.7 14.7 100.0
above
Total 401 100 100
Table 4: Race of respondent
Category -‘requency (N) ’ercentage (%) Valid Percent Cumulative Percent
Valid  Malay 160 39.9 39.9 399
Chinese ‘ 125 ‘ 31.2 ‘ 31.2 ‘ 71.1 ‘
Indian 98 24.4 24.4 95.5
Others | 18 | 45 ‘ 45 ‘ 100.0 |
Total 401 100 100
Table 5: Occupation of respondent
Category requency (N) zrcentage (%) Valid Percent ~ Cumulative Percent
Valid Government 92 22.9 22.9 22.9
Sector
Private Sector | 161 | 40.1 | 40.1 63.1
Unemployed 83 20.7 20.7 83.8
Others | 65 | 16.2 | 16.2 100.0
Total 401 100 100
Table 6: Education level of respondent
Category requency (N) zrcentage (%) Valid Percent ~ Cumulative Percent
Valid Government 92 22.9 22.9 229
Sector
Private Sector | 161 | 40.1 | 40.1 63.1
Unemployed 83 20.7 20.7 83.8
Others | 65 | 16.2 | 16.2 100.0
Total 401 100 100
Table 7: Monthly income of respondent
Category  “requency (N) :rcentage (%) Valid Percent Cumulative Percent
Valid RMO - RM999 121 30.2 30.2 30.2
RM1,000 - 61 15.2 15.2 45.4
RM1,999
RM2,000 - 87 21.7 21.7 67.1
RM2,499
RM2,500 - 52 13.0 13.0 80.0
RM2,999
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RM3,000 and above 80 20.0 20.0 100.0

Total 401 100.0 100.0

Table 8: How many times will you use self-checkout in a year?

Category 'requency (N) Percentage (%) Valid Cumulative Percent
Percent
Valid 0 -3 times 146 36.4 36.4 36.4
‘ 4 -7 times 108 26.9 26.9 63.3
Above 8 times 120 29.9 29.9 93.3
‘ | Never 27 6.7 6.7 100.0
Total 401 100.0 100.0

Table 9: What type of cashless payment method that you prefer when make

payment in self- checkout system?

Category ‘requency Percentage Valid Cumulative
N) (%) Percent Percent
Valid QR payment 174 43.4 43.4 43.4
Debit card or credit 227 56.6 56.6 56.6
card
Total 401 100 100

4.3 Measurement Model Analysis

The outer loading’s value between perceived usefulness and consumer’s acceptance
towards self - checkout system at IKEA Batu Kawan is -0.060, speed and consumer’s
acceptance towards self - checkout system at IKEA Batu Kawan is 0.133, perceived
ease of use and consumer’s acceptance towards self - checkout system at IKEA Batu
Kawan is 0.110, attitude towards technology and consumer’s acceptance towards self -
checkout system at IKEA Batu Kawan is 0.268 and customer literacy and consumer’s
acceptance towards self - checkout system at IKEA Batu Kawan is 0.342.
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Figure 2: Modal of PLS-SEM
4.3 Reliability and Validity Test

This section discussed the reliability and validity of this research’s questionnaire that
represents the dependent variable, consumer’s acceptance towards self - checkout
system at IKEA Batu Kawan and independent variables, which are perceived
usefulness, speed, perceived ease of use, attitude towards technology and customer
literacy. In this section, Cronbach’s Alpha of every question for each variable and
section was analyzed and presented. In this study, all independent variables are
accepted.

Table 10: Summary of reliability and validity test

C . C . Average

Cronbach's omposite omposite variance
alpha reliability reliability extracted

(rho_a) (rho_c¢) (AVE)

Attitude towards 0.812 0.818 0.87 0.573

technology

Consumers’

acceptance towards 0.767 0.783 0.843 0.522

self-checkout

systesm at Ikea Batu

Kawan

Customer literacy 0.849 0.851 0.892 0.624

Percieved ease of 0.774 0.779 0.847 0.525

use

Perceived usefulness 0.764 0.779 0.841 0.517

Speed 0.765 0.78 0.842 0.518

48




5t MULTIDISCIPLINARY RESEARCH ON THE ENTREPRENEURSHIP
AND BUSINESS COLLOQUIUM 2022/2023

4.4 Collinearity Statistics

In the table below, we can see that the VIF values for perceived usefulness and speed
both greater than 5. It proven that this VIF was multicollinearity. Perceived ease of use,
attitude towards technology and customer literacy are less than 5.

Table 11: Collinearity statistics

Collinerity Statistics (VIF)

VIF
Perceived Usefulness 24.01
1
Customer Literacy 2.384
| Speed | 24.05 |
Attitude Towards Technology 2.276
‘ Perceived Ease of Use ‘ 2.188 ‘

4.5 Discriminant Validity

Table below showed the square root of AVE as bold figures. When compared to other
structures, the bold figures that are decided by diagonal line show a higher number.
Since the AVE of a construct is higher than the squared correlations with all other
construct in the model, this study demonstrates that discriminant analysis is supported.

Table 12: Fornell lacker criterition

Variables (1) 2) 3) @) ’) 6)
Attitude Towards Technonology (1) 0.75
7
Consumer Acceptance Toward Self-Checkout 0.61 012
) )
Customer Literacy (3) 0.69 0.63 0.79
3 5
Perceived Ease of Use (4) 0.66 0.55 0.68 0.72
6 2 4 5
Percieved Usefulness (5) 0.43 0.38 0.44 0.40 0.71
4 3 3 8 9
Speed (6) 0.43 0.38 0.44 0.40 0.97 0.7
8 8 2 9 9 2

The result of cross-loadings indicated the range between 0.57 and 0.81. Henseler,
Hubona & Ray (2015)»mentioned that discriminant validity is confirmed when the
load in its latent variable higher than the other latent variable. The bold figures
represent the value that has the greatest cross loading compare to other loading value.
Thus, these items are valuable to measure consumer acceptance toward self-checkout
in IKEA Batu Kawan.
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Table 13: Cross loading's

. Consumer .
Variables Attitude Acceptance Customer Perceived Perceived Speed
TTowards Toward Literacy Ease of Usefulness
echnology Self- Use
Checkout

Bl 0.246 0.255 0.288 0.221 0657  0.655
B2 | 0.268 | 0279 | 0291 | 0.286 | 0.734 | 0712 |
B3 0.283 0.205 0.257 0.267 0.619  0.602
B4 | 0333 | 0298 | 0358 | 0325 | 0.793 | 0.776 |
B5 0.415 0.321 0.381 0.357 0.776  0.759
B6 | 025 | 0258 | 0293 | 0227 | 0.666 | 0.667 |
B7 0.259 0.283 0.282 0.28 0.704  0.738
B8 | 0297 | 0209 | 0256 | 0.263 | 0.584 | 0.614 |
B9 0.329 0.3 0.363 0.329 0.783  0.786
BI0 | 0.426 | 0328 | 038 | 0358 | 0.765 | 0.777 |
Bll 0.456 0.328 0.403 0.656 0287  0.294
B12 | 044 | 0387 | 0459 | 0.747 | 0.405 | 0416 |
B13 0.508 0.423 0.534 0.774 0284  0.288
Bl4 | 0506 | 0399 | 0524 | 0.719 | 0.162 | 0.159 |
BIS 0.5 0.447 0.539 0.722 0343 0328
B16 | 0.65 | 0406 | 0425 | 0.494 | 0278 | 0.281 |
B17 0.761 0.469 0.503 0.534 0251  0.262
BI8 | 0.756 | 0429 | 0543 | 0.485 | 042 | 0422 |
B19 0.798 0.497 0.574 0.495 036  0.358
B20 | 0.81 | 0499 | 0568 | 0.515 | 0338 | 0.338 |
B2l 0.547 0.531 0.785 0.551 0431 0434
B2 | 0536 | 0504 |  o0.821 | 0.528 | 0317 | 0311 |
B23 0.522 0.443 0.744 0.534 023 0.229
B24 | 0535 | 0499 [ 0797 | 0.544 | 0409 | 0.405 |
B25 0.593 0.522 0.8 0.545 0346 0351
C1 | 0379 | 0.57 | 0344 | 0376 | 0275 | 0273 |
C2 0.32 0.677 0.408 0.384 0372 0.357
C3 | 0515 | 0.789 | 0548 | 0423 | 0262 | 028 |
Cc4 0.482 0.757 0.44 0.362 021 0215
cs | 048 | 0.794 | 0521 | 0.446 | 0287 | 0.293 |

This study analyzed the heterotrait-monotrait (HTMT) ratio to assess the discriminant
validity. The outcome demonstrated that AVE’s square root exceeded latent variable
score in the corresponding row and column table, indicating a satisfactory level of
discriminant validity. As a result, the HTMT ratio is taken into account since it is a
potent replacement for the Fornell-Larcker criterion.

Table 14: HTMT ratio

Variables 1) 2) 3) 4) 5) 6

Attitude Towards Technonology (1)
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Consumer Acceptance Toward Self-Checkout
?) 0.76
6
Customer Literacy (3) 0.83 0.77
2 7
Perceived Ease of Use (4) 0.84 0.71 0.83
1 4 8
Percieved Usefulness (5) 0.54 0.50 0.54 0.53
8 6
Speed (6) 0.55 0.51 0.53 0.52 1.27
4 9 9 8

4.6 Structural Model Test

The t-value between perceived usefulness and consumer’s acceptance towards self -
checkout system at IKEA Batu Kawan is 0.420, speed and consumer’s acceptance
towards self- checkout system at IKEA Batu Kawan is 0.915, perceived ease of use and
consumer’s acceptance towards self - checkout system at IKEA Batu Kawan is 1.266,
attitude towards technology and consumer’s acceptance towards self - checkout system
at IKEA Batu Kawan is 3.172 and customer literacy and consumer’s acceptance
towards self - checkout system at IKEA Batu Kawan is 4.080.

-
-
B2 0657 (13.004)
0734 (20 339)
B3 0619 (10.503)
0,793 (26 106)
Ba 0776 (24 826)
PERCEIVED
Bs USEFULNESS

e
0.667 (13.642)
5 S
0.738 (20.571)
0.614 (10.173)
0786 (25 122)

-0.060 (0.420)

- 3 .
Bo 0777 (24 210) SPEED

0.133 (0.915)
c1
B11
-
~
812 0656 (14.510)

0747 (23.411) 0.110 (1.266)
1 e
813  0.774 (24.360)
0,719 (18.949)

B14 0722 (20184) PERCEIVED
EASE OF USE

2

ca

cs

B15
0.268 (3372)

BATU KAWAN

R
B17 0.650 (12.557)
0761 (24.594) 0.342 (4.080)
B18  0.756 (24.194)
0.708 (206586
B19 0810 (337520)

s ATTITUDE TOWARDS
820 TECHNOLOGY

G
B22 0.785 (31.712)
07821 (34.460)

0797 (28 516)
0.800 (26.924)  CUSTOMER
LITERACY

Figure 3 : Modal of bootstrapping

4.7 Hypothesis Testing

The table below shows that the first hypothesis, perceived usefulness was not related
to consumer’s acceptance towards self - checkout system at IKEA Batu Kawan (B =-
0.06, 57 t = 0.334, p < 0.739). The second hypothesis, speed was not related to
consumer’s acceptance towards self - checkout system at IKEA Batu Kawan (B =
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0.133, t = 0.741, p < 0.459). Next, third hypothesis, perceived ease of use was
positively related to consumer’s acceptance towards self - checkout system at IKEA
Batu Kawan (B = 0.11, t = 2.024, p < 0.044). This is followed by the fourth
hypothesis, attitude towards technology was positively related to consumer’s
acceptance towards self - checkout system at IKEA Batu Kawan (B=0.268, t=4.843,
p < 0.000). Lastly, the fifth hypothesis, customer literacy was positively related to
consumer’s acceptance towards self - checkout system at IKEA Batu Kawan (B =
0.342,t=6.036, p <0.000). Table 4.27 below indicates that fourth direct hypotheses
developed for the model were significant; thus H3, H4, and H5 were accepted, and
two hypothesis was not supported; thus, HI and H2 was rejected.

Table 15: Hypothesis testing

Hypothesis relationship Standard Beta Standard Error T value P value Decision
H1: PU -> CASCS -0.06 0.18 0.334 0.739 Not
Accept
H2: SPEED -> CASCS 0.133 0.18 0.741 0.459 Not
Accept
H3: PEOU -> CASCS 0.11 0.054 2.024 0.044 Accept
H4: ATT -> CASCS | 0268 | 0.055 | 4843 | 0.000 Accept
HS5: CL -> CASCS 0.342 0.057 6.036 0.000 Accept

Note: PU - Perceived Usefulness, PEOU - Perceived Ease of Use, ATT - Attitude Towards
Technology, CL - Customer Literacy, CASCS - Consumer’s Acceptance

4.8 R - Squared

Other disciplines may have substantially higher requirements for a respectable R-
Squared reading, such as 0.9 or higher. In the world of finance, an R-Squared value
above 0.7 is typically seen as indicating a high level of correlation, whereas one below
0.4 indicates a low level of correlation (Fernando, 2021)*. According to the table below,
the R - squared of this study was 0.469.

Table 16: R-squared

Consumer's Acceptance Towards Self - Checkout System At IKEA Batu
Kawan

R-square 0.469

R-square adjusted 0.463

Durbin-Watson

test 1.99

11 Conclusion and Recommendation

5.1 Limitation of the Study

Even though this research provided many helpful managements and theoretical, it still
has several flaws that will require additional study in the future. The current study is
limited more than 300 respondents, which are though to represent a small number of
markets in Batu Kawan, Penang. Finding a constraint might be a crucial chance to spot
fresh literature gaps and highlight the need for additional research.
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The first limitation is the limited sample size to represent the customers from IKEA
Batu Kawan. In this study, we found out 401 respondents. As a results, the study’s data
accuracy will be a concern because respondents in each age group may have opinions
and perceptions of self-checkout systems. Besides that, we also give the questionnaire
via google form with face to face to get some data from respondent. The questionnaire
has bilingual which language English and Malay. Many people skim the questionnaire’s
material without really reading it. As a result, they select a response to the questionnaire
without fully comprehending the question.

Lastly, the questionnaire was designed with a tight end, anticipating respondent to
check the option that best describes their thoughts or level of fulfilment. Despite the
fact it was advantageous for the respondents to complete the survey quickly and
profitably, the specialists were unable to effectively analyse and interpret the data due
to time and resource constraints. As a result, it is difficult for research to gather data
and establish a framework for comprehending the research problem in self-checkout
service IKEA Batu Kawan.
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Abstract:

Service quality play crucial role in the operational activities of a company since service
quality heavily affects the satisfaction of a customer. The main purpose of this study is
to identifies the effect of logistic services on customer satisfaction in courier service.
The service quality was measured using the following four dimensions of timeliness,
accuracy of order, information quality, and personnel quality. The sampling technique
in the study was based on convenience sampling of 386 respondents among online
sellers in Kelantan. The data were collected using questionnaires distributed to the
suitable population. The result of the study confirmed the effect of logistic services on
customer satisfaction in courier services. Hence, the study confirmed the relationship
between the four dimension above.

Keywords: Customer Satisfaction, Logistic Services, Service Quality

1 Introduction

1.1 Background of the Study

Meeting customer expectations and providing high-quality service are two related
concepts. One may argue that a key factor in determining a company's service
excellence is how satisfied its customers are. According to Gorla, Somers, & Wong
(2010), customer satisfaction precedes the quality of service. This indicates that the
services offered will result in their clients' pleasure. It is well recognized that these
components are crucial for every company to develop strong partnerships and stay
competitive in the market. Customer satisfaction is a metric that measures a company's
customers' level of satisfaction with its goods, services, and capabilities. Information
regarding customer satisfaction, such as surveys and ratings, can assist a business in
deciding how best to adjust or improve its goods and services. Customer satisfaction
must be a company's priority. This rule applies applicable to all types of organizations,
including commercial enterprises, retail and wholesale businesses, governmental
agencies, service providers, non-profits, and every division within one. When a
consumer is satisfied, it means that the company is providing them with a service that
matches their expectations.

The word customer satisfaction in business refers to the degree to which a product or
service offered by a certain company has met the expectations of the customer.
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Customers react to the quality of the product and the service they receive by expressing
satisfaction or discontent. Owners of businesses are aware that whether they can keep
repeating clients or not, the success of their business depends on customer satisfaction.
One estimate claims that the expense of acquiring new clients is five to seven times
more than the expense of keeping the ones you already have. Some experts argue that
one fundamental criterion, customer satisfaction, is more crucial than price.

Logistics services refer to all elements of your supply chain, from the factory to the end
customer. They include transportation from the manufacturer to the warehouse,
warehousing and order fulfillment, and delivery to the end customer. The capacity to
distribute items in compliance with client expectations is used to measure a set of
performance factors known as the LSQ (Yang et al., 2010). LSQ stands for Logistic
Service Quality. The definition of logistics service quality is defined as an instrument
for measuring the perceived value of consumers created by service providers. On the
other hand, service quality is recognized as a standard of expectation while obtaining a
service. The comparison is made using the disparity between the level of service
expected before and after the service is rendered. If there is little difference between
what is expected and what is experienced, the service quality is said to be good.
Additionally, if the service quality is poor, there will be a significant gap between what
is expected and what is perceived (Parasuraman, Zeithmal, & Berry,1985).

The development of logistics that now matches the range of consumers is then adjusted,
followed by an attempt to locate a prospective improvement. The modified version
consists of the quality of information, the process of order, the quantity of order release,
timeliness, the accuracy of order, quality of order, condition of goods, handling error,
and communication of staff (Mentzer, Flint, & Hult, 2001). Based on this one company,
DLA, which offers internal customers logistics services, they only theorized a direct
relationship between customer satisfaction and quality of personal interaction, how
orders discrepancies are handled, punctuality, and ordering methods. For the LSQ of
online purchasing, Feng et al. (2007) developed six dimensions: timeliness quality,
personal contact quality, order quality, order discrepancy handling, order condition, and
convenience.

For this paper, only 4 are chosen which are timeliness, the accuracy of order,
information quality, and communication of staff which is personnel quality/availability.
The reason why only 4 were selected from the 9 dimensions recommended is that these
4 dimensions have met customer satisfaction in dealing with courier services. The first
dimension is timeliness. Timeliness can be described as the amount of time it takes for
an order to get from the placer to the recipient. The techniques used by the courier to
move the product from one location to another until it is in the customer's hands will
affect the delivery's arrival time. The most important factor that demonstrates the
effectiveness of the delivery system is cycle time, which includes transportation time
and backorder time when products are not convenient (Hult et al., 2000; Mentzer et al.,
2001; Mentzer et al., 1999).

The second dimension that we use is the accuracy of order. The term order accuracy
refers to the accuracy with which the things will be delivered to the consumer. This
demonstrates that customers want their orders to be delivered exactly as specified in
their order. The courier must ensure that the goods will reach the destination
undamaged, in the right quantity, and without conveying the wrong order. The third
dimension is information quality. Information quality relates to the amount of relevant
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information that customers can obtain from the courier's staff and even from the website
the courier uses as a resource for their orders. Fast and secure delivery of packages is
prioritized by customers. Thus, if a problem arises, the courier must provide crucial
data. Lastly, communication of staff (personnel quality/availability).

1.2 Research Objective

This research aims to achieve the following objectives:

e To determine the relationship between timeliness and customer satisfaction
using courier services.

e To determine the relationship between accuracy of order and customer
satisfaction using courier services.

e To determine the relationship between information quality and customer service
and customer satisfaction using courier services.

e To determine the relationship between personnel quality/ availability and
customer service and customer satisfaction using courier services.

2 Literature Review

2.1 Customer Satisfaction

Customer satisfaction would enhance the customers repurchase behaviour and boost
confidence in acquiring more products (Cardozo,1965). Customer satisfaction is a
psychological state of contentment for the perceived worth of a product or the purchase
of services by a product (Howard & Sheth, 1969). Customer satisfaction is based on the
magnitude of the discrepancy between the forecast value and the expected demand. The
outcome that mattered was how consumers chose to purchase the good or service
(Hemple, 1977). It speaks of the evaluation of the purchase item or the consumption
experience (Churchill & Surpreant, 1982).

The difference between the service received by the client and the service experienced
by the purchase behaviour was measured by consumer satisfaction (Tes & Wilton,
1988). Pre- and post-purchase value expectations' correctness determines the degree of
consumer happiness (Ciavolino & Dahlgaard, 2007). As perceptions and beliefs
become more consistent, customers' feelings of satisfaction can increase. Instead, if
perceptions and value resulted in an inconsistent state, clients would feel less satisfied.
Customer satisfaction can be summed up as a combined psychological response to the
consistency between pre-purchase anticipation and post-purchase evaluation of
consumer transaction behaviour.

The size of the transaction and the kind of the acknowledgement are two angles from
which to look at the level of client satisfaction. Next, based on the amount of the
transaction, customer loyalty could be split into individual and cumulative transactions.
In the area of character recognition, it was feasible to distinguish between useful and
cognitive features in terms of customer satisfaction.

Customer satisfaction also is crucial for logistics services looking to gain a competitive
edge because they understand that if they don't meet consumers' expectations, other
businesses will fill the void with activities that are more focused on meeting those
expectations. Therefore, logistics businesses are required to ensure every part of
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customer service, whether it be the acceptance of orders, their execution, or the
resolution of issues. A client of a logistics firm must be certain that the business he has
chosen is aware of his needs. In light of this, the article presents the findings of a study
the effect of logistics services on customer satisfaction in courier services.

2.2 Timeliness

The term timeliness relates to the anticipated time frame for information accessibility
and availability. While Michnik and Lo (2009) describe timeliness as showing up early
or at the appropriate moment, we define timeliness as the degree to which the
information is sufficiently current for the task at hand. In logistics and people crossing
services, punctuality refers to the arrival and departure in accordance with a set
timetable. Timeliness is the length of time it takes for an order to get from where it was
placed to where it was delivered. Depending on how the product is transported by
courier from one location to another and finally into the hands of the customer, the
delivery period will vary.

Timeliness is very important for logistics services. Xu and Cao (2008) pointed out that
the accuracy of the order variable measures the effectiveness of logistics providers in
obtaining consumer orders. It includes accuracy of billing, accurate record keeping and
the need to meet commitments on time (Parasuraman, 2004). Additionally, courier
providers must meet all the needs of their customers' orders. The expected quantity and
quality of the package when it arrives needs to be accurate, as any mishandling can
cause customers to be dissatisfied with the service and switch to another courier.

2.3  Accuracy of Order

Accuracy of order is the percentage of orders that are shipped correctly and without any
errors, such as wrong quantity, improper packaging, damaged goods, and more, to the
customers. As manual inspection is necessary to improve the customer experience and
the calibre of services, it can be challenging.

Accuracy of order measures the proportion of all e-commerce orders that are
successfully processed and sent to the intended recipient without any mistakes, such as
selecting the wrong item or using the wrong unit amount. Because it has a significant
impact on customer satisfaction, order accuracy is a crucial measure to monitor.
Delivering the incorrect order can be expensive and time-consuming because you will
need to spend additional time and labour to make it right, which has a negative impact
on the unboxing experience (Shannon Callarman, 2020).

24 Information Quality

This refers to how useful an information that the consumer can get from the personnel
of the courier and even from the couriers' website to be used as reference regarding their
orders. Customers prioritize in getting their packages fast and safely, thus, courier needs
to give relevant information if any problems arise. The overall customers’ satisfaction
can be affected by the information provided, in terms of trustworthiness and quality of
information which would help customers in making better decisions (Mentzer, Flint, &
Hult, 2001). The ability of courier provider to include relevant product information is
essential to attract customers’ attention to their specific service and promotions which
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meet their needs. Parasumaran suggested that firms should consider including multiple
languages in the information provided, which is relevant to the area of study for this
paper, Malaysia, where there are consist three main races: Malays, Chinese and Indians.
(Alemu, 2016) stated that the courier providers must provide precise and correct
information about the services offered. Sufficient information will help the customers
to make their choice and decision accordingly. The quality of information denotes the
level of helpful information. In addition, the quality of information on the provider's
website boosts customers' enjoyment and leads them to use the services repeatedly
(Widagdo & Roz, 2021.

2.5  Personnel Quality/Availability

Communication between the customer and contact person is significant during the
service delivery to increase the perception of clients’ expectations (Parasuraman et al.,
1985).  According to Lehtinen, U and Lehtinen, J.R (1991), the service quality was
evaluated by customers using three dimensions: physical quality, corporate quality, and
interactive quality. The interactive feature which is seen as an interaction among
customers, contact personnel, and other customers is the essential aspect of service
quality. Bitner et al., (1994) claims that precise understanding of clients by frontline
personnel, who are a part of the contact staff, facilitate to adopt customers’ expectations
and needs. The essential features of service personnel, such as experience, ability to
empathize with the customers’ situation, desire of him/her to solve the problems during
the delivery process and their approach to the interaction between customers jointly
affect the perception of clients about quality of service they took (Bitner et al., 1994;
Mentzer et al., 2001).

According to Mentzer et al. (2001), the quality of contact personnel is the excellent
interaction between the customer and shippers’ personnel. The customer expects to
have good communication with the shipper's personnel while delivering the products or
goods (Alemu, 2016). The way the shippers' personnel handle customers' complaints,
questions and requests are essential. Displaying a reasonable manner in handling the
customers will lead to a positive experience with the respected courier service provider
(Lu, Tu, & Jen, 2011).

2.6  Hypotheses Statement

A new framework in Figure 2.1 is formulated based on the effect of logistics services
on customer satisfaction in courier services. There are four (4) hypotheses are shown
below:

H1: There is a positive relationship between timeliness and customer satisfaction.

H2: There is a positive relationship between the accuracy of orders and customer
satisfaction.

H3: There is a positive relationship between information quality and customer
satisfaction.

H4: There is a positive relationship between personnel quality/availability and customer
satisfaction.
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Independent Variable

Timeliness

Dependent Variable

Accuracy of Order

Customer Satisfaction

Information Quality

Personnel Quality / Availability

Figure 2.1: The effect of logistics services on customer satisfaction in courier services.

3 Methodology

This research is quantitative research. According to Hair et al., quantitative research is
a research with a great emphasis on the use of formal questions and the use of response
options specified in a questionnaire or survey that will be given to respondents
Furthermore, Hair et al. also suggest that usually, problems in quantitative research are

well defined. According to Sugiyono, a quantitative study looks at the relationship of

variables to the object under study, whether they are causal so that in the research, there
are independent and also dependent variables. In this study, the authors want to identify
the effect of logistics service that influence customer satisfaction in courier services
using quantitative methods because this study is intended to test the hypotheses that
have been set.

With the quantitative research method, the process of gathering data and analysing the
data makes use of numbers and statistics to produce tested generalizations and ascertain
the impact of an independent variable: customer satisfaction, on a dependent variable:
timelines, accuracy of order, information quality, and personnel quality/availability.
The type of quantitative research used is a quantitative survey and it involves asking

respondents to fill out questionnaires. A population is the complete set group of

individuals, whether that group comprises a nation or a group of people with a common
characteristic (Osikhotsali, 2022). He also writes that in statistics, a population is the
pool of individuals from which a statistical sample is drawn for a study. Thus, any
selection of individuals grouped by a common feature can be said to be a population. A
sample may also refer to a statistically significant portion of a population, not an entire
population.

The population in this study is online seller in Kelantan. Sample size is a count of the
individual samples or observations in any statistical setting, such as a scientific
experiment or a public opinion survey. Though a relatively straightforward concept,
choice of sample size is a critical determination for a project. Too small a sample yields
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unreliable results, while an overly large sample demands a good deal of time and
resources (Zamboni J, 2018).

The sampling method utilized is basic random sampling, which is most likely the most
used sampling methodology. The study's sample was picked by the researchers from
residents of the state of Kelantan. To help the researchers complete their study and
collect data, this is being done. Because they are readily available, the samples are
picked, and this also comprises selecting any information set of respondents that is
pertinent to the goals.

A Likert scale is used in the questionnaire's construction to allow respondents to rate
each statement. In educational and social science research, the Likert scale is one of the
most fundamental and often employed psychometric tools. In addition, there are several
arguments and disagreements surrounding the study and inclusion of certain points on
the scale. Statistical Package for the Social Sciences is a programme used to analyse
the data (SPSS). With data from virtually any type of file, SPSS can produce tabular
reports, charts and graphs of distributions and trends, descriptive statistics, and carry
out sophisticated statistical analysis.

4 Result and Discussion
4.1 Preliminary Analysis

Prior to undertaking comprehensive research investigations, preliminary data are the
data collected from small-scale research initiatives to assess viability. Before being
offered to 386 respondents through online survey, the pilot test had a cap of 30
respondents.

4.1.1 Reliability Test
Table 1: Results of Reliability Cronbach’s Alpha

Variables Cronbach’s Alpha N of Items
Timeliness 0.963 6
Accuracy of Order 0.957 6
Information Quality 0.960 6
Personnel Quality/Availability 0.957 6
Customer Satisfaction 0.953 6

Table 4.1 demonstrates that the questionnaire's Cronbach's Alpha scores fell between
the range 0f 0.953 and 0.963 in this study. Utilizing Cronbach's Alpha, four independent
variables have been evaluated for reliability. The first independence variable, timeliness
which is excellent value found to be acceptable (6 items: 0=0.963). Furthermore,
accuracy of order and personnel quality/availability both are found to be excellent
variable (6 items: 0=9.57). Next, information quality found to be excellent reliability (6
items: 0=0.960). As well as last the dependent variable, customer satisfaction found to
be excellent reliability (6 items: 0=0.953). Because the respondent clearly
comprehended the questions supplied, the outcome demonstrates that the dependability
is adequate. As a result, it has been decided that additional examination of the
questionnaire is appropriate.
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4.1.2 Normality Test

Table 2: Results of Normality Test

Variables Skewness Kurtosis Result
Timeliness -0.850 1.803 Normal distributed
Accuracy of Order -0.294 -0.199 Normal distributed
Information Quality -0.604 0.087 Normal distributed
Personnel Quality/Availability 0.230 -0.935 Normal distributed
Customer Satisfaction -0.489 0.248 Normal distributed

According to Bryne (2010), data is deemed to be normally distributed if its
skewness value is between -2 and +2 and its kurtosis value is between -7 and +7. Based
on table 4.2 above, it can be seen that the data was normally distributed because each
variable's skewness value ranges from -2 to +2 and its kurtosis value ranges from -7 to
+7. The study will employ a Pearson's correlation coefficient to analyse the
relationships between timeliness, correctness of the order, information quality, and staff
quality/availability and customer satisfaction because the data was normally distributed.

4.2 Demographic Profile of Respondents

Table 3: Gender of respondents

Category Frequency Percentage
™) (%)
Valid Male 176 45.6
Female 210 54.4
Total 386 100
Table 4: Age of respondents
Category Frequency Percentage
™) (%)
Valid 15-20 years old 8 2.1
21-30 years old 286 74.1
31-40 years old 56 14.5
41-50 years old 25 6.5
51-60 years old 11 2.8
Total 386 100
Table 5: Race of respondents
Category Frequency Percentage
™ (%)
Valid Malay 203 52.6
Chinese 96 24.9
Indian 65 16.8
Others 22 5.7
Total 386 100
Table 6: Marital status of respondents
Category Frequency Percentage (%)
()
Valid Single 287 74.4
Married 88 22.8
Other 11 2.8
Total 386 100
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Table 7: Occupation of respondent

Category Frequency Percentage
™) (%)
Valid Government sector 37 9.6
Private sector 51 13.2
Self-employed 60 15.5
Student 225 58.3
Not working 13 34
Total 386 100
Table 7: Courier service of respondent

Category Frequency (N) Percentage (%)
Valid GD Express (GDEX) 42 11.0
J&T Express 204 52.8
Skynet express 29 7.5
Pos Laju 70 18.1
Other 41 10.6
Total 386 100

4.3 Hypotheses Testing

The findings of the analysis of the correlation coefficient showed that independent
variables such as sense of timeliness, accuracy of order, information quality, and
personnel quality had a correlation relationship with customer satisfaction among
online sellers in Kelantan. The results of the hypothesis are summarized and illustrates
in each table as the correlation between independent and dependent variables.

4.3.1 Hypothesis 1

Correlation between timeliness and customer satisfaction.

H1: There is a positive relationship between timeliness and customer satisfaction.
This table show the correlation between timeliness and customer satisfaction.

Table 8: The Pearson’s Correlation between timeliness and customer satisfaction

Correlations

Timeliness Customer Satisfaction
Timeliness Pearson Correlation 1 .978**
Sig. (2-tailed) .000
N 386 386
Customer satisfaction Pearson Correlation 978%* 1
Sig. (2-tailed) .000
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N 386 386

Correlation is significant at the 0.01 level (2-tailed)

4.3.2 Correlation Between the Accuracy of Orders and Customer Satisfaction.
Correlation between accuracy of order and customer satisfaction. This table show the
correlation between accuracy of order and customer satisfaction.

H2: There is a positive relationship between the accuracy of orders and customer
satisfaction.

Table 9: The Pearson’s Correlation between accuracy of order and customer

satisfaction
Correlations
Accuracy of Order Customer satisfaction

Accuracy of Order Pearson Correlation 1 .982**

Sig. (2-tailed) .000

N 386 386
Customer satisfaction Pearson Correlation .982%* 1

Sig. (2-tailed) .000

N 386 386

Correlation is significant at the 0.01 level (2-tailed)

4.3.3 Correlation between Information Quality and Customer Satisfaction.
Correlation between information quality and customer satisfaction. This table show the
correlation between information quality and customer satisfaction.

H3: There is positive relationship between information quality and customer
satisfaction.
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Table 10: The Pearson’s Correlation between information quality and customer

satisfaction
Correlations
Information Quality Customer Satisfaction

Information Quality Pearson Correlation 1 .995%*

Sig. (2-tailed) .000

N 386 386
Customer satisfaction Pearson Correlation .995%* 1

Sig. (2-tailed) .000 386

N 386 995

Correlation is significant at the 0.01 level (2-tailed)

4.3.4 Correlation between Personnel Quality / Availability and customer satisfaction.
Correlation between personnel quality/availability and customer satisfaction. This table
show the correlation between personnel quality/availability and customer satisfaction.

H4: There is a positive relationship between personnel quality/availability and customer

satisfaction

Table 11: The Pearson’s Correlation between personnel quality/availability and

customer satisfaction

Correlations
Personnel Quality / Customer Satisfaction
Availability
Personnel Quality / Pearson Correlation 1 991
Availability
Sig. (2-tailed) .000
N 386 .386
Customer satisfaction Pearson Correlation 991** 1
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Sig. (2-tailed) .000

N 386 386

Correlation is significant at the 0.01 level (2-tailed)

5 Conclusion and Recommendation
5.1 Implication of the study

This study used relationships between delivery service, reverse logistics service and
customer service with the impact that influence customer satisfaction among logistic
service users in Kelantan to investigate the relationship between each variable chosen
in this study. This study demonstrates that the dependent variable customer satisfaction
has a significant or positive relationship with delivery service, reverse logistics service
and customer service.

The findings of this study have some practical implications that could assist in handling
good service quality in logistics connected to customer happiness when using courier
services. Researchers examine how the quality of logistical services affects consumer
satisfaction. According to the research, customer service, reverse logistics services, and
delivery services all significantly increase e-commerce users' satisfaction. This
demonstrates that, in the study's discussion of logistics, client happiness and service
quality have a significant link. Therefore, in order to increase consumer happiness,
logistics services and other e-commerce or online retail platforms should improve the
quality of their logistics services.

There is intense competition among e-commerce platforms as a result of the rapid
growth of internet commerce. The results of this study demonstrate that providing good
service is one way to make sure that repeat customers can be trusted. Online trading
platforms must therefore make sure that customers are happy with their purchases,
which should include both high-quality goods and logistics services. This will promote
the purchase of more new clients.

The results of this study demonstrate that any e-commerce platform should persuade
users that their packages would arrive faster and with better tracking. The e-commerce
platform must also develop a plan to draw in and keep customers over the long run. If
they take part in a loyalty programme, customers are more likely to make purchases at
a specific store. Because of this, e-commerce platforms need modify their customer
loyalty programmes to compete in this fast-paced period, which includes offering
higher service quality, particularly in terms of logistics services.

5.2 Limitation of the Study
The biggest limitation in doing this research is poor internet connection. In order to

complete this research, the researcher read extensively on the Google platform and was
necessary to locate more references from journals or studies related to the subject.
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Failure to transmit and receive accurate information is the second effect. When the
researcher tries to meet with the supervisor for a conversation but is unable to reach
them, it can be apparent.

Besides, the researcher then has to gather information from 100 respondents who did
not provide information for the pilot test in order to finish this study. The researcher
required a few weeks to gather the data because of the time constraints and the
requirement that everything be done online. Even when the researcher posts the poll on
every social media site, some respondents choose to ignore it or refuse to participate.
Although some restrictions were encountered throughout the research's execution, the
general findings remained unaffected. Future researchers will, however, have a harder
time coming up with greater studies in the future.

For further study, the proactive contact is also valid from the perspective of the client,
who, when notified in advance, is able to better prepare for the reception of the package.
The majority of courier services do not wish to give out their direct phone numbers. It
is brought on by the fact that customers are starting to call the couriers directly rather
than submitting orders to the customer care department via the internet or phone. In this
situation, the courier would not frequently decide whether or not the parcel would be
successfully delivered, therefore in an effort to meet the customer's request, they would
try to alter the route.

Lastly, by increasing the sample size, namely to more than 400 surveys, the validity and
consistency of the result can be enhanced. Additionally, the survey's duration should be
increased to give researchers enough time to distribute and collect data from a
significant number of respondents. To increase the number of respondents from the
entire population for further study, the questionnaire can be distributed via Google
Forms.

5.3 Recommendations / Suggestion for Future Research

Certain empirical variables that determine the experienced runner's and re-participation
intention toward running the event have been developed on the basis of the preceding
chapter. As a result, various recommendations for improving future research have been
made.

The logistics industry today is the most important industry in a country, but there are
still many people who do not know the logistics industry more deeply. It would be
preferable if the researcher could provide additional information on the logistics sector.

In addition, there are a lot of research on the logistics sector conducted outside of
Malaysia. For the general public to know that Malaysia is also increasing its logistics
industry, it would be preferable if the researchers could do a study on the growth of the
logistics sector in Malaysia.

Lastly, there are more study resources available online that are accessible for free,
especially for students, making it simple to cite sources without paying for them.
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54 Conclusion

The researcher must describe the study's purpose in connection to the subject under
examination at the conclusion of this chapter. This study investigates the relationship
between timeliness, accuracy of order, information quality, personnel
quality/availability towards customer satisfaction. A research framework has been
developed based on the examined literature. The researcher aimed to investigate the
relationships between the independent factors and the dependent variables.

This study included 386 participants who completed an online survey. The data was
collected and analysed using descriptive statistics, reliability analysis, and correlation
analysis using the SPSS software version. The reliability analysis yielded a total
variable score of 0.900. As consequence, the presented result is trustworthy and may be
accepted in this research. The study's findings, which studied the link between the
factors of timeliness, accuracy of order, information quality, and personnel
quality/availability among respondents who had used courier services with satisfaction,
were approved.
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Abstract:

E-learning can be defined as a teaching model that promotes access to knowledge through a digital
platform or environment. Nowadays, e-learning platforms are becoming widely known and widely used
by schools and institutions in Malaysia as specialized software for sharing academic content (Learning
Content Management or LCMS). This type of tool not only makes it possible to create and share content
but can also control other aspects of teaching such as tuition fees, grades, as well as resources for
exchange between students. However, there are a few students who do not accept e-learning because of
the lack of interaction between students and educators. For them, e-learning is one-way learning. This
causes the interaction between students and educators to be reduced so that it will be difficult for students
to get further explanations about material that is difficult to understand. In this study, several factors
have been analysed to find out about student acceptance of e-learning around Universiti Malaysia
Kelantan, City Campus. The main objective and purpose of this research is to gain knowledge of the
extent to which students accept e-learning in public universities in Malaysia through factors that are
influenced, namely course effectiveness, lecturer characteristics, system quality, perceived usefulness
and the utility available of facilities. This study uses quantitative research method and collecting data
from 361 respondents from all faculties at Universiti Malaysia Kelantan, City Campus. The results of
this study show that course effectiveness, lecturer characteristics, system quality, perceived usefulness
and the utility of available facilities have a positive relationship with student acceptance of e-learning.
The findings of this study will make students more interested in continuing learning activities using online
e-learning platforms.

Keywords: Course Effectiveness, Lecturer Characteristics, System Quality, Perceived Usefulness and
the Utility Available of Facilities.

1 Introduction

E-learning is described as "learning that is enabled electronically" (Tamm, 2020). E-
learning can be carried out by using the help of technology such as computers and the
internet where teachers can carry out learning activities online either in class or out of
class. It can be conducted using various applications which the school or university has
prepared where teachers and students will have access to receive or upload data or
materials that will be used during the learning process (The Economic Times, 2019).

E-learning ensures that all students are actively engaged in the learning process by
utilizing texts, videos, audio, group sharing, and interactive visuals. It might raise.
awareness of the need for higher education institutions to preserve their competitive
edge, raise the bar for instruction and learning standards, and give students access to
education and training in this more globally connected economy (Islam et al. 2015).
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In Malaysia, there are two typical methods for developing online courses, according to
Lateh and Raman (2004: 3). First off, universities don't encourage professors to create
their online courses. When teachers work with the web development team, which also
includes instructional designers and graphic artists, they experience the second type of
e-learning development that (Lateh & Raman, 2004) identified. Together, such a team
may be able to create web-based resources that are more broadly relevant to the
academic goals of the departments, faculties, and university.

1.1 Research Objectives
The objectives for this research are:

1. To examine the relationship between course effectiveness and students’
acceptance of e-learning at University Malaysia Kelantan.

2. To examine the relationship between lecturer characteristics and students’
acceptance of e-learning at University Malaysia Kelantan.

3. To measure the relationship between system quality and students’ acceptance
of e-learning at University Malaysia Kelantan.

4. To determine the relationship between perceived usefulness and students’
acceptance of e-learning at University Malaysia Kelantan.

5. To determine the relationship between the utility of available facilities and
students’ acceptance of e-learning at University Malaysia Kelantan.

1.2 Significance of Study
1.2.1 Researchers

In this study, it has given the researcher the opportunity to study in a more orderly and
in-depth manner about course effectiveness, lecturer characteristics, system quality,
perceived usefulness and the utility of available facilities as factors influencing the
students' acceptance of e-learning. The researcher will take advantage of the
researcher's abilities to produce useful research. In fact, it also helps the researcher to
think rationally and maturely in producing a study. Next, this study will allow
researchers to discover important aspects of how students accept learning using e-
learning methods that many researchers have not yet done. The topic of this research
paper will provide benefits and advantages to future researchers.

1.2.2  Universiti Malaysia Kelantan Students

This study can show a flexible picture of the acceptance of students at University
Malaysia Kelantan towards the online learning method that is e-learning. Considering
the increasingly advanced and modern digital world, various learning methods can be
carried out by students at the university to continue their studies without face-to-face
interaction in the classroom. Therefore, this knowledge, information and initiative will
provide a clear picture to students at University Malaysia Kelantan whether e-learning
methods are effective or ineffective in their daily learning.
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2 Literature Review

2.1 Independent Variables

2.1.1 Course Effectiveness

The effectiveness of a course is determined by how the students feel about the
techniques, quality, and management of the course (Navarro et al. 2005). Many thought
that student satisfaction is highly influenced by the effectiveness of the course. Elliott
(2002) also concludes that the most important part of students’ satisfaction with their
university experience is accounted for by the success of their courses.

2.1.2  Lecturer Characteristics

A lecturer is somebody who remains before a class and gives an organized talk intended
to show you something. There are numerous lecturers in schools and colleges. A
lecturer is responsible for teaching post-secondary students at undergraduate and
graduate levels in universities and academic places. They often include considerable
work experience in the subject they teach, which gives them information and remains
the option to show a clear course. Educational institutes will get lecturers considering
the merit of their profession, meaning they should not be taught to PhD level to educate.

2.1.3  System Quality

With today's advanced technological advancements, various institutions are investing
various resources in e-learning systems to produce more integrated learning. This
method facilitates functional e-learning for students to interact with educators, the
ability to monitor student progress, and robust and secure information sharing according
to today's modern standards. In addition, one of the advances in training is e-learning,
which plays a big role in upgrading teaching methods and expanding the level of
understanding (Alla et al. 2013).

2.1.4 Perceived Usefulness

Perceived usefulness is made sense of as “how much an individual trusts that utilizing
a specific method would improve their work execution’ (Davis, 1989). Usefulness is a
form of the method used as the main basis in the Technology Acceptance Model (TAM)
and in the modified TAM model (Alsabawy, 2016). Perceived usefulness stated that its
value is seen as the most significant contributing variable carrying out the goal for the
intention to behave.

2.1.5 The utility of Available Facilities

The utility of available facilities is categorized as an interactive form created for
students and every organizational structure and technical system available is used to
support the use of the system especially in e-learning (Venkatesh et al. 2003). This is
because, as part of the national strategy, developing and devising ways to integrate e-
learning into the curriculum should be a top focus. Lecturers and students alike should
have access to e-learning training, be aware of the various learning methodologies, and
know when to use them.
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2.2 Dependent Variable
2.2.1 Students Acceptance of E-Learning

According to Dillon and Morris (1996), students’ acceptance is the certain ability of a
user group to use information technology for the purposes that it is meant to support. In
both our daily lives and how we learn, technology is a major factor. E-learning
technologies have changed how instructors teach and how students study in recent years
(Vululleh, 2018). The behavioral and social aspects of e-learning adoption are equally
important. These elements have been related to users' use of technology, according to
numerous studies. (Nikou & Economides, 2017; Oru¢ & Tatar, 2017).

High acceptance rate students reported that the web-based course was convenient and
adaptable. However, several students had issues with the online learning environment
(Lim et al. 2008). However, several students had issues with the online learning
environment. They thought the online course was a different learning experience and
needed more support and time to get used to the class environment (Hong et al. 2003).
On the plus side, students were totally on board that e-learning benefited their academic
achievements, according to Hong et al. (2003) and Poon et al. (2004). However, there
are many factors that could affect students’ acceptance of e-learning, among them,
course effectiveness, lecturer characteristics, system quality, perceived usefulness, and
the utility of available facilities.

2.3 Research Hypothesis

A hypothesis is referred to as an estimation of what the researcher is expecting to
perceive in the researcher empirical data (Sekaran & Bougie, 2013). The literature
review and theoretical background revealed that independent variables do influence the
dependent variable. However, to what extent these factors influencing the students’
acceptance of e-learning at University Malaysia Kelantan (UMK) City Campus remains
unclear. Based on the literature discussed in this chapter, the hypotheses had been
created and to be tested.

Hi: There is no relationship between course effectiveness and students’ acceptance of
e-learning at Universiti Malaysia Kelantan.

Ha: There is a relationship between lecturer characteristics and students’ acceptance of
e-learning at Universiti Malaysia Kelantan.

Hs: There is a relationship between system quality and students’ acceptance of e-
learning at Universiti Malaysia Kelantan.

Ha: There is a relationship between perceived usefulness and students’ acceptance of e-
learning at Universiti Malaysia Kelantan.

Hs There is a relationship between the utility of available facilities and students’
acceptance of e-learning at Universiti Malaysia Kelantan.

2.4 Conceptual Framework

In this conceptual framework, we already mention that our research is the student
acceptance of e-learning at Universiti Malaysia Kelantan with the independent variable
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course effectiveness, lecturer characteristics, system quality, perceived usefulness, and
the utility of available facilities. The research framework is presented in figure 1.

INDEPENDENT VARIABLE

Course Effectiveness

Lecturer
Characteristics

DEPENDENT VARIABLE

Students’ Acceptance of
E-Learning

System Quality

Perceived Usefulness

V4

The Utility of
Available Facilities

Figure 1: Conceptual Framework

3 Submission of Papers

3.1 Research Design

The objective and goal of research design are to guarantee that the data obtained enables
the researcher to successfully solve the research challenge. A research design also
called a research strategy, is a strategy for resolving a series of queries (McCombes,
2019). The research design is an interpretative approach that may be deemed the best
appropriate for this investigation

3.2 Study Population

The target correspondent in this research is among students at Universiti Malaysia
Kelantan between the age averages of 19 to 25 and above. The total number of students
at Universiti Malaysia Kelantan (UMK) City Campus is 6354 students consisting of
3631 students from Faculty of Entrepreneurship and Business and 2723 students from
Faculty of Hospitality, Tourism and Wellness.
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3.3 Sample Size

In research, the sample size is something that needs to be paid attention to when forming
a study. Salant and Dilman (1994) the sample is defined as a set of respondents selected
from a larger population as a way to conduct research. However, this research has
focused on factors influencing the students' acceptance of e-learning at Universiti
Malaysia Kelantan (UMK) City Campus. Based on Krejcie and Morgan (1970), the
population of more than 6354 samples required is 361.

N & N & N &
o 10 220 140 1200 201
15 14 220 144 1200 297
20 19 240 148 1400 302
25 24 250 152 1300 306
30 22 260 155 1400 310
35 32 270 159 1700 313
40 36 280 162 1200 317
45 40 290 163 1500 320
50 44 300 169 2000 322
55 42 320 175 2200 327
a0 52 340 181 2400 331
635 56 360 186 2600 335
0 59 380 191 2200 338
75 63 400 196 3000 341
&0 B6 420 201 3500 346
5 0 440 205 4000 351
20 3 460 210 4500 354
25 6 430 214 5000 357

100 80 500 217 6000 361

110 26 550 226 7000 364

120 92 600 234 2000 367

130 97 650 242 2000 362

lan 103 700 248 10000 370

150 102 750 254 15000 375

160 113 800 260 20000 3

170 118 850 265 30000 379

120 123 200 260 40000 380

190 127 230 274 50000 381

200 132 1000 278 75000 382

210 136 1100 285 1000000 384

Note —Nis population size.  Sissaraple size.
Source: Krejcie & Morgan, 1970

Figure 2: The formula for the sample size
(Source: Krejcie and Morgan, 1970)

3.4 Data Collection

In this study, researchers will be using primary data and secondary data to gather
information needed for this study. In addition to published or unpublished work that is
based on research that used primary sources, any other type of source that was not a
primary source and was used to create a written work is considered secondary data
(Glen, 2022). Primary data is information or data that is collected by the researchers at
first-hand, while secondary data is information from secondary sources that were not
directly compiled by the researchers (Rabianski, 2003).

3.5 Sampling

Sampling is a way to select individual members or subsets of the population that are
intended to be used for statistical inference from among them and will estimate the
characteristics of the entire population. Sampling is the practice of choosing a few
people to be used as a sample through the way that individuals are chosen to be
representative of the large population from which they are selected (Bhat, 2018).
Sampling strategy refers to a sample from a larger population selected using the
technique of probability theory that the probability sample needs to be combined in a
random sampling.
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3.6 Research Instrument

In this study, the researchers will analyse the data collected using a quantitative method.
Researchers analyse concepts about people's attitudes and behaviours in quantitative
research using numerical and statistical data. The questionnaire is going to be distributed
to students in Universiti Malaysia Kelantan, City Campus students through online.

The questionnaire consists of three sections, which are Section A, B, and C. Section A
consists of questions about demographic segmentation, which are gender, age, race,
courses, year of study, marital status and devices for e-learning. In section B, the
questions will be based on the independent variables which are course effectiveness,
lecturer characteristics, system quality, perceived usefulness, and the utility of available
facilities. In section C, the questions will be based on the dependent variable which is
students’ acceptance of e-learning. In the questionnaire, the Likert Scale will be used
which is 1=Strongly Disagree, 2=Disagree, 3=Neutral, 4=Agree, and 5=Strongly Agree
to determine the level of understanding or satisfaction of students.

3.7 Data Analysis Technique

This study will make use of IBM SPSS (Statistical Package for Social Science)
Statistics version 24. The system that can do statistical data analysis is SPSS (Sekaran
& Bourgie, 2013). For data understanding, analysis, forecasting and planning,
researchers can utilise IBM SPSS Statistics. The researchers will import all of the data
from the target respondents' Google forms into SPSS and conduct the statistical
analysis. Descriptive Analysis, Reliability Analysis, Pearson Correlation Analysis and
Multiple Linear Regression Analysis will all be included in the statistical analysis for
the study.

4 Data Analysis and Findings

4.1 Demographic Profile

The demographic profile of the respondents included the gender, age, race, year of
study, course, education level, residence, types of internet access, monthly expenses for
internet and devices for e-learning. From the sample collected, what the researcher were
found is that most of the respondents are male with a percentage of 66.6% while the
percentage of female respondents is only 33.4%. It was found that out of a total of 332
respondents, 221 of them were male while 111 were female.

In terms of age, the highest number of respondents are from the age group of 23 to 24
years with 48.8% or 162 respondents. The second highest group is 21 to 22 years old
with 25.6% or 85 respondents. Meanwhile, the youngest respondents who are 19 to 20
years old are the third highest group with 16.9% or 56 respondents. The lowest number
of groups are those aged 25 and above with 8.7% or 29 respondents.

Next, the race of respondents is divided into three categories which is Malay, Chinese
and Indian. In this study, we found that the highest race of respondents is Malay with
61.7% and the frequency is 205. The second is Chinese with 24.7% and the frequency
of respondents is 82 while Indian is found with 13.7% and 45 respondents.

78



5t MULTIDISCIPLINARY RESEARCH ON THE ENTREPRENEURSHIP
AND BUSINESS COLLOQUIUM 2022/2023

Besides that, the years of study of the respondents in the Universiti Malaysia Kelantan,
City Campus. The highest year of study is from the year 3 group with 33.7% or 112
respondents. The second highest is year 4 with 31.6% and 105 respondents. For the
respondents in year 2 the percentage is 18.4% and the respondents is 61. Lastly, the
lowest respondent's year of study is in year 1 with 16.3% and 54 respondents. Through
this study, we found that students from year three and four more use E- learning
methods at Universiti Malaysia Kelantan, City Campus.

Moreover, for the the respondent's situation is divided into 10 study courses. The
researcher found the highest percentage of respondents of 27.1% and frequency a total
of 90 respondents were found is belong to the Sal course. The second highest course of
study is the sar course with 15.7% and the frequency is 52. Then, 13.3% with 44
respondents is sak courses. Meanwhile, sah courses have a percentage of 11.1% and a
frequency of 37. Next, the percentage of the sab course is 8.7% and the frequency is 29.
The respondents from the sap course is 7.2% with a frequency of 24. The saa course is
5.1% with a total of 17 respondents. 4.8% with 16 frequency owned by sas courses. Sae
course is 4.5% and the frequency of respondents is 15 people. Lastly, for the
respondent's course which saw is 2.4% and the frequency of respondents with the
number of 8 respondents.

Furthermore, for the level of education of respondents at the Universiti Malaysia
Kelantan, City Campus. The highest level of education is a degree which is 95.2% and
316 frequencies of the respondents. Next, the level education of master’s & Ph. D is
4.8% equivalent to 16 respondents. This is clearly shows that the Universiti Malaysia
Kelantan, City Campus has a high number of students to continue their studies in the
degree level compared to Master’s & PhD.

Also, we can analyse the residence into four group which is rented house, residential
college, own house and others. The researcher found that rented house is the highest
when the percentage is 63.0% with 209 frequency of respondents. Next, residential
college is 33.4% and also with 111 respondents. Besides that, researcher can see that
3.0% and 10 frequency of respondents is living in their own home. Lastly, for the others
percentage of residence is 0.6% and 2 respondents. So, we can say that many of the
students who live in rented houses prefer to use e-learning methods.

The result of the analysis respondent about the types of internet access. For the
percentage 41.9% and 139 frequency of respondents is by mobile data. Meanwhile, the
wifi is 58.1% and 193 total of respondents. This can be concluded that more students
like to use internet types such as wifi to continue online learning activities.

Then, for the monthly expenses for internet, the highest monthly expenses for internet
is RMS50 to RM100 with 43.7% and 145 frequency of respondents followed by below
RM50 with 43.1% or 143 respondents. Meanwhile, RM101 to RMI150 have a
percentage 11.7% and 39 respondents. Lastly, the total respondents that have monthly
expenses for internet RM151 and above were 1.5% and 5 frequency of respondents.
This can be further proven that many of the students spent their monthly expenses for
internet financing of RM50 to RM100. This is to ensure that they can always follow
online learning.
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Lastly, for the distribution of respondents according to devices for e-learning. It
illustrates that the highest percentage of respondents is around 72.6% and the frequency
of respondents is 241 were devices of laptop. Next, for the respondent devices for e-
learning which is tab/ipad have the percentage 16.9% and the respondents is 56. Lastly,
the lowest percentage 10.5% and the frequency of respondents is 35 belongs to
smartphone. As a conclusion, students prefer to use laptops as a tool to continue
learning through e-learning. This is because we find that pictures and words will be
clearer when observed.

4.2 Descriptive Analysis

In Descriptive Analysis, the researcher come out with analysis by using the mean for
every section and to find out the factors influencing the students’ acceptance of E-
Learning at Universiti Malaysia Kelantan, City Campus.

Table 1: Mean of independent variable in students’
acceptance of E-Learning at Universiti Malaysia Kelantan,

City Campus
Variables Mean Standard N
Deviation

Course Effectiveness 4.1536 .50486 332

Lecturer Characteristics 4.2229 .52808 332

System Quality 4.1825 51426 332

Perceived Usefulness 4.2596 .50033 332

The Utility of Available 4.1349 58241 332
Facilities

Students’ Acceptance of E- 4.2651 49474 332
Learning

Table 1 shows the mean of course effectiveness, lecturer characteristics, system quality,
perceived usefulness and the utility of available facilities. According to the table,
perceived usefulness was recorded the highest mean that demonstrates 4.2596 where
the utility of available facilities is the lowest mean which is 4.1349.

4.3 Reliability Analysis

Cronbach’s N Results
Alpha item
s
Independent Course Effectiveness (IV1) 747 5 Good
Variables
Lecturer Characteristics (IV2) 763 5 Good
System Quality (IV3) 745 5 Good
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Perceived Usefulness 134 5 Good
(Iv4)
The Utility of Available 179 5 Good
Facilities (IV5)
Dependent Variables Students’ Acceptance of E- 832 8 Very
Learning (DV) Good

Table 2: Actual Reliability Statistics

The table 2 shows, Cronbach's Alpha for the dependent variable which is students'
acceptance of e-learning is 0.832. It is shown that the following results are "very good".
In addition, the independent variables namely course effectiveness, lecturer
characteristics, system quality, perceived usefulness and the utility of available facilities
also got "good" results because all independent variables exceeded 0.70. Overall, if
Cronbach's Alpha is greater than (.70, each question will be accepted in this analysis.
Because of this, Cronbach's Alpha can take a value between 0 and 1 while values closer
to 1 mean a more reliable scale for the variable

4.4 Pearson Correlation Analysis

The Pearson correlation test is one of the important tests that use to measure the linear
relationship between two numerical variables. The objective of this test is to determine
whether the correlation coefficient is significant and to identify which hypothesis
should accept and reject. If the relationship is significant, the researchers must decide
the level of strength of association is acceptable.

Table 3: Correlation Value

Correlations
V1 V2 V3 1v4 V5 DV
Pearson’s IV1 Correlation 1 761%* 768%* 740%* L682%* 753%*
rho Coefficient
Sig. (2-tailed) .000 .000 .000 .000 .000
N 332 332 332 332 332 332
IV2 Correlation 761%* 1 768%* J137** 724%* J758%*
Coefficient
Sig. (2-tailed) .000 .000 .000 .000 .000
N 332 332 332 332 332 332
IV3  Correlation 768%* 768%* 1 JT15%* T4T7** T73%*
Coefficient
Sig. (2-tailed) .000 .000 .000 .000 .000
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N 332 332 332 332 332 332
IV4  Correlation 740%* I37E* J15%* 1 714%* 788%*

Coefficient

Sig. (2-tailed) .000 .000 .000 .000 .000

N 332 332 332 332 332 332
IV5  Correlation L682%* 724%* T4T** 714%* 1 748%*

Coefficient

Sig. (2-tailed) .000 .000 .000 .000 .000

N 332 332 332 332 332 332
DV  Correlation J753%* J758%* T73%* 788** 748%* 1

Coefficient

Sig. (2-tailed) .000 .000 .000 .000 .000

N 332 332 332 332 332 332

**, Correlation is significant at the 0.01 level (2-tailed).

Table 3 shows the summary of correlation analysis between the independent variables
and dependent variable. Course effectiveness and students’ acceptance of e-learning
shows the correlation value, r=0.753. Secondly, lecturer characteristics and students’
acceptance of e-learning shows the correlation value, r= 0.758. Next, system quality
and students’ acceptance of e-learning shows the correlation value, r= 0.773. Besides
that, perceived usefulness and students’ acceptance of e-learning shows the correlation
value, r=0.788. Lastly, the utility of available facilities and students’ acceptance of e-
learning shows the correlation value, r= 0.748. At the same time, all the independent
variables are significantly correlated to the students’ acceptance of e-learning which is
(p<0.01). Based on the finding, we can see that perceived usefulness is the more
important to the students’ acceptance of e-learning because it has highest value among
other variables. However, all values in the correlation matrix between items are
positive. This can be proved that the variables measured under the same characteristics.
If it has a negative value, it can be interpreted that some variables did not get the correct
reserve score.

4.5  Multiple Regression Analysis

Multiple regressions are used to assess the students’ acceptance of e-learning on course
effectiveness, lecturer characteristics, system quality, perceived usefulness and the
utility of available facilities at Universiti Malaysia Kelantan, City Campus. Throughout
the regression analysis, important assumptions for a valid regression will be validated
to verify that the final models are accurate.
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Table 4: Regression Coefficients and Significance of the Independent Variables

Coefficients
Model Unstandardized Standardized t Sig.
Coefficients Coefficients
B Std. Error Beta
1 (Constant) 395 128 3.09 .002
8
Course Effectiveness 137 .049 .140 2.77 .006
3
Lecturer Characteristics 126 .048 134 2.61 .009
1
System Quality 200 .050 208 3.97 .000
6
Perceived Usefulness .306 .047 310 6.48 .000
9
The Utility of Available 152 .040 .179 3.82 .000
Facilities 5

a. Dependent Variable: Students Acceptance of E-learning

The results from table 4 show the beta path coefficient between course effectiveness
and students' acceptance of e-learning (H1) has a positive and significant relationship at
a p- value of 0.006 (B = 0.137; t=2.773). Besides that, the non-significant beta path
coefficients are lecturer characteristics and students' acceptance of e-learning (H») is
positive and significant at p-value 0.009 (B=0.126 ; t=2.611). Next, the analysis shows
a significant relationship between system quality and student acceptance of e-learning
(H3) at a p-value of 0.000 (B= 0.200 ; t= 3.976). Furthermore, in terms of perceived
usefulness with students' acceptance of e-learning (Hs) also has a significant
relationship at a p-value of 0.000 (B= 0.306 ; t= 6.489). Finally, the beta path
coefficient between the utility of available facilities and students' acceptance of e-
learning (Hs) also has a positive and significant relationship at a p-value of 0.000 (B=
0.152; t= 3.825). All the five variables in the study explained factors influencing the
students' acceptance of e-learning at Universiti Malaysia Kelantan, City Campus.

5 Discussion and Recommendation

Based on this study, there are five independent variables which are course effectiveness,
lecturer characteristics, system quality, perceived usefulness and the utility of available
facilities and a dependent variable which is students' acceptance of e-learning at
Universiti Malaysia Kelantan, City Campus has been tested. Firstly, the independent
variable which is course effectiveness for factors influencing e-learning acceptance has
a strong relationship with students' acceptance of e-learning. Universiti Malaysia
Kelantan students responded that e-learning is a way of learning that provides many
benefits to students because lecturers always provide notes and a variety of clear
information even online learning. This result shows that the effectiveness of the course
followed by the students through e-learning can also create mature thinking among
UMK students.

Besides that, the independent variable that is lecturer characteristics has a positive
relationship with students' acceptance of e-learning. This can be stated that UMK
students can accept the lecturer's delivery method when handling learning in e-learning.
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They understand when lecturers use clearer slides and videos in various visual forms
that can attract students' attention when learning online. Previous studies also found that
lecture characteristics play an important role during learning sessions through e-
learning.

Furthermore, the third factor is system quality that has a strong relationship with
students' acceptance of e-learning. The more system quality increases at Universiti
Malaysia Kelantan, City Campus, more students' acceptance of e-learning increasingly.
In this study, UMK students found that the use of the e-learning system at UMK to
monitor student attendance in e-learning is more efficient than conventional learning.
This is said to be so because they no longer need to mark attendance on books or vice
versa. In fact, it is easier for instructors to monitor attendance when students only need
to scan the attendance bar code and it is automatically accepted by the superiors.

Next, factors influencing e-learning acceptance which is perceived usefulness has a
strong relationship with students' acceptance of e-learning. It also significantly
influences students' acceptance of e-learning at p-value < 0.05. perceived usefulness
through e-learning provides many benefits to UMK students especially those who study
distance learning or those who study part-time when they can save costs to pay tuition
fees such as accommodation costs and so on. This is because they only study online.
However, for UMK students who study through e-learning full-time, they can actually
also save costs in terms of transportation costs to get to class from their place of
residence such as a rented house.

Lastly, the independent variable which is the utility of available facilities for factors
influencing e-learning acceptance has a strong relationship with students' acceptance of
e-learning. The majority of UMK students stated that fast wifi facilities and ICT
equipment such as computers provide facilities for students to continue learning in e-
learning. However, Umk's superiors need to further improve the stability of the internet
in the area around the campus so that the students' learning goes more smoothly and
systematically. The facility of tools at UMK is very important for students to use during
the learning process in e-learning. There are a few recommendations for future
researchers which can help them improving their surveys for their research. The first
recommendation is to expand the study area. This study only focused on students from
Universiti Malaysia Kelantan, City Campus. By expanding the study area, researchers
are likely to get different responses from students from other universities in Malaysia.
Students from different universities may have a different experience of e-learning than
students from Universiti Malaysia Kelantan.

The second recommendation for future researchers is the time required to distribute the
questionnaire and collect data from the respondents is limited. The number of the
respondents should be increased and distributed to students from other universities.
Researchers need to distribute the questionnaire faster since there is a time limit set
before analyzing the data. If the number of respondents is sufficient, the results from
the data analyzed may be more accurate than this study. There are still lots of issues
that can be explored and analysed that are connected to the e-learning. Even if this thesis
still has a lot of room for improvement, it can serve as the basis for future research.
Other researchers may do research on the learning, motivation, or behavioural stages,
this study simply focused on the factors influencing the students' acceptance of e-
learning.
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6 Conclusion

Based on the questionnaire that has been carried out, the researcher has successfully
distributed the questionnaire to 332 respondents who are students of Universiti
Malaysia Kelantan to obtain factors influencing the students' acceptance of e-learning
at Universiti Malaysia Kelantan, City Campus. The results of the researchers obtained
from this study, factors influencing e-learning acceptance namely course effectiveness,
lecture characteristics, system quality, perceived usefulness and the utility of available
facilities significantly influence students' acceptance of e-learning at the Universiti
Malaysia Kelantan, City Campus.

According to such results, perceived usefulness is the highest factor influencing e-
learning acceptance because student satisfaction depends on how they use e-learning.
Students will feel satisfied and enjoy using e-learning when they no longer feel
embarrassed to ask questions to the instructor in online learning compared to
conventional learning. The students feel more comfortable and confident when
expressing suggestions or opinions to the instructor. In addition, lecturer characteristics
is the second highest factor that affects the acceptance of e-learning because the
lecturer's character plays an important role for students through e-learning, for example
lecturers can provide explanations more clearly and understand the problems faced by
students such as problems with the internet. Next, the system quality available on the
e-learning platform can reduce the pressure on students. This is because students can
review and find reference materials at any time and send assignments to the instructor
quickly. A high system quality will indeed increase the acceptance of e-learning around
the world. However, course effectiveness has a significant relationship with student
acceptance of e-learning. This is because the effectiveness of the course through e-
learning is able to generate creative and innovative thinking. Not to mention the utility
of available facilities has a significant relationship with students' acceptance of e-
learning even though it is the lowest factor. Facilities available at the university such as
fast wifi and complete ICT facilities will definitely make students more interested in
using the e-learning platform.

In conclusion, in chapter four, the researcher has presented the results that have been
obtained based on the Statistical Package for the Social Sciences (SPSS) which are
discussed more specifically and systematically and the conclusions have been
implemented based on the results of the study. Next through chapter five, the researcher
has explained every result of the research findings as well as the weaknesses in the
limitations of the study when conducting the research has also been stated by the
researcher in a more thorough and organized manner. In fact, recommendations for
future studies are also explained in more detail for the use of future researchers.
Therefore, the researcher hopes that all the information provided throughout this
research can help further expand the use of e-learning among students because it is very
potential and effective if given special attention.
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Abstract:

This study aims to examine the awareness of green logistics among Small and Medium
Enterprises in Kota Bharu. There is great concern among traders about Malaysia's
deteriorating environmental cleanliness. The objective of this study is to identify and
analyze the level of awareness of traders in the use of green logistics. This study uses
quantitative research, as many as 300 questionnaires have been distributed to
participants. Data collection was done by contacting the participants through an online
survey through social media and SPSS software was used to analyse thedata collected
from the respondents. The results of the study show a positive relationship between
knowledge, advertising, government, and the environment that contribute to the
awareness of the concept of green logistics among Small and Medium Enterprises in
Kota Bharu. Implications and recommendations are also given to future researchers
who will conduct studies like this soon..

Keywords: Awareness, green logistics, knowledge, advertising, government, environment

1 Introduction

The term "green logistics" is defined as a set of supply chain management practices and
strategies that reduce the ecological and energy footprint of goods distribution, which
focuses on material handling, waste management, packaging, and transport. This
ecological system carries various meanings. It is a logistics subsystem because it is
oriented to the logistics process mainly to the process of collection, storage, and
transportation. Solutions can be created with ecological activities that do not burden the
environment and social waste (Stolka and Kubicka, 2018). There is an increasing
awareness of the environmental commitment of corporations because these
commitments enhance competitive advantage. Customers in developed economies
initially valued environmentally sustainable products more. Nowadays, most of the
information is available on the internet. Consequently, consumers in developing
economies are increasingly becoming aware of the environmental performance of
corporations (Qayyum, Jamil, and Sehar, 2022). A business or organizational
commitment is considered green marketing. Green marketing that is considered in a
commitment or business means the development of goods and services that are safe and
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environmentally friendly. More efficient use of energy and pollution prevention can be
done by using recyclable and biodegradable packaging. entrepreneurs have been in the
business world for a long time or young entrepreneurs, they need to focus on business
or green entrepreneurship which is much better. Many firms are interested in green
marketing. This green marketing is safer, and most business companies use this
importance as their marketing strategy and compete more healthily among other
business companies. (Eugine Tafadzwa Maziriri, 2020). As a result, it has been
determined that the state's primary function is to protect the environment. A collection
of sustainable rules and procedures aimed at minimizing the environmental damage
brought on by the operations of this industry are referred to as eco- logistics or green
logistics. This idea of logistics has an impact on how systems, equipment, and structures
are set up for the movement, distribution, and storage of commodities. The definition
itself demonstrates that the present generation' economic advancement and civilization
should not be made at the expense of the environment's devastation and the depletion
of non-renewable resources for the benefit of future generations, who have a right to
their own advancement.

1.1 Research Objectives

This research was done to evaluate the awareness of green logistics among SMEs in
Kota Bahru, Kelantan. The research objectives for this study are i) to evaluate the
relationship between knowledge and awareness of green logistics among SMEs in Kota
Bharu, Kelantan; ii) to determine the relationship between advertising and the
awareness of green logistics among SMEs in Kota Bharu, Kelantan; iii) to study the
relationship between government regulation and the awareness of green logistics among
SMEs in Kota Bharu, Kelantan; and iv) to investigate the relationship between the
environment and the awareness of green logistics among SMEs in Kota Bharu,
Kelantan.

2 Literature Review
2.1 Previous Studies

From the previous studies, the researcher found out that there was few research that had
been conducted based on this study’s purposes. There had been a lot of investigation
and analysis consummated with a different scope of the study and the target population.

2.1.1 Green Logistic

Green logistics refers to supply chain management practices and strategies that reduce
freight distribution’s environmental and energy footprint. It focuses on material
handling, waste management, packaging, and transport (Rodrigue, 2020). Simply put,
green logistics refers to any business practice that aims to make operations more
sustainable. It is also known as eco-logistics, and it builds on the foundation established
by traditional logistics. The emphasis in traditional logistics is on operations, with no
regard for the environment. The goal of green logistics is to improve both business
operations and organizational sustainability. Green Supply Chain Management is the
implementation of green properties into existing Supply Chain Management, which
fully integrates environmental considerations into a traditional way of Supply Chain
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Management. Another point of view in Green Supply Chain Management is that the
industry has been gradually shifting towards eco-friendly supply chains by
incorporating green technologies into their manufacturing, product design, and
distribution processes (Choong, 2015). Awareness of green logistics is derived from
awareness and green logistics. The term of awareness is the state or capacity to observe,
feel, or be cognizant of events, objects, or sensory patterns. In this term, awareness of
green logistics is the knowledge, perception or concern about supply chain management
practices and strategies that reduce the environmental and energy footprint of freight
distribution.

2.1.2 Knowledge

Knowledge is a valuable strategic asset. It is a collection of skills, experiences,
capabilities, and insight that an organization creates and relies on collectively. It has an
impact on all activities within and outside of the organization. Knowledge is also a
systematic approach to capturing and utilizing an organization's collective expertise to
create value. Effective knowledge enables the creation, transfer, and application of
knowledge at various levels in a coherent and productive manner. The knowledge base
can be defined as the organization's understanding of what customers want to be
combined with the employee's skills. Using this knowledge correctly can help
organizations run more efficiently, reduce organizational risks, and maximize
opportunities. This is referred to as the knowledge advantage. Knowledge consists of
consideration of aspects in selection, organization, and comparison of the idea’s value
(Rajendran, 2019). Knowledge can also be defined as the stage of an idea's evaluation
from several levels by an organization's judgment; in short, knowledge can be used as
a tool to make a positive or negative judgment about any idea. Organizational
perception is an example of knowledge, and it is an important tool for assisting
organizations in determining or deciding on implementation activities (Rajendran,
2019).

2.1.3 Advertising

Advertising, according to the Advertising Association of the United Kingdom, is a
method of communicating with users of a product or service. Advertisements are paid-
for messages that are intended to inform or influence those who receive them. Although
advertising is always present, some people are unaware of it. In today's world,
advertising uses every available medium to spread its message. Television, print
(newspapers, magazines, journals, etc.), radio, press, internet, posters, clothes, events,
colors, sounds, visuals, and even people are examples of such media (endorsements).
There is also green advertising, which many businesses have used. Green advertising is
an advertisement that promotes a company's products or services, ideas, or capabilities
in reducing environmental damage and pollution (Santoso, 2016).

2.1.4 Government Regulation

Regulation is broadly defined as the imposition of rules by the government, backed
up using penalties, with the goal of changing the economic behavior of individuals
and firms in the private sector. There are various regulatory instruments or targets
available. Prices, output, rate of return (in the form of profits, margins, or
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commissions), information disclosure, standards, and ownership ceilings are just a few
examples. Regulations may also be enacted to protect suppliers from the unstable
output and low-price conditions, as well as to promote employment and a more
equitable distribution of income. Malaysia's government has recognized climate
change and international green efforts. In April 2009, the Malaysian government
established a new ministry, the Ministry of Energy, Green Technology, and Water
(KeTTHA). KeTTHA's primary goal is to promote high-impact research and
development (R&D) of green technologies in Malaysia (Choong M. C., 2009).

2.1.5 Environment

development, and survival. The naturally occurring physical environment on which
humanity is completely dependent in all its activities. Environmental functions refer to
the various uses to which these surroundings are put for economic purposes. Because
of the increased environmental activities of humans and industrial companies,
Malaysia's environmental problem has become more severe. Individuals around the
world are improving their quality of life because of the rapid development of
economics, globalization, and technological progress. Despite the profound
consequences of such changes, the environmental damage is devastating, necessitating
industrial action to save the planet. Factories generate massive amounts of waste,
recyclable materials pollute land and water, and greenhouse gas emissions have a
significant impact on climate change. As a result, freight transportation is one of the
largest contributors to carbon dioxide (Chen, 2020).

2.2 Hypothesis Statement
There are four (4) hypotheses developed for the study:

HI1-There is a relationship between knowledge and the awareness of green logistics
among SMEs

H2-There is a relationship between advertising and the awareness of green logistics
among SMEs

H3-There is a relationship between government regulation and the awareness of green
logistics among SMEs

H4 -There is a relationship between environment and the awareness of green logistics
among SMEs
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2.3 Conceptual Framework

Independent Variable Dependent Variable

Knowledge
Environmentf — Awareness
of Green
I oaicticc
Government
Advertising

3 Research Methodology

3.1 Research Design

The researchers have used descriptive and correlation methods that are under non-
experimental research. A correlation study tries to examine connections or associations
between variables without introducing an intervention, while descriptive research
would give an account of the features of people, groups, or situations that may form the
first stage of a more complicated design. Because quantitative research is a strategy for
testing objective theories by examining the relationship between variables, the
researchers would employ it. The instrument that would use in these researchers was a
questionnaire.

3.2 Data Collection Method

For this research, the primary data was obtained and collected using questionnaire. The
questionnaire was distributed online to the respective respondents.

3.3 Study Population

A population is related to any specific class of people or group of people or non-human
beings such as objects, educational institutions, time units, and geographical regions.
The population of small and medium enterprises (SMEs) is around 46,618 in Kelantan.
It can be collected in the Economic Census 2016: Profile of Small and Medium
Enterprises (reference year 2015), Department of Statistics, Malaysia.
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3.4 Sample Size

A sample size is a subset of the population. By studying the samples, the researcher
was able to show a general conclusion to the population of interest. A sample is a
subset of a larger population of people, objects, or items selected for measurement
(De Winter, Gosling, & Potter, 2016). To get the correct sample size, we utilize the
table from Krejci and Morgan. 384 respondents were chosen as respondents based on
a known population's sample size.

3.5 Sampling Techniques

In this study, a non-probability sampling technique was used. This sampling technique
employs randomization to ensure that every member of the population has an equal
chance of being included in the selected sample. It is also known as random sampling.
One of the non- probability techniques used to conduct the survey is simple random
sampling. Every element has an equal chance of being chosen as the part sample in this
technique. It is used when no prior information about the target population is available.
This method enables the researcher to choose respondents based on their convenience
and accessibility without any complications.

4 Data Analysis and Findings

4.1 Pilot Test

A pilot test was done to determine the feasibility and the validity of the instrument used.
30 test respondents were given the survey, and the results being analyzed using the
Cronbach’s Alpha method. The dependent variables i.e., the awareness of green
logistics resulted in Cronbach’s Alpha Coefficient of 0.904 which is good in terms of
strength of association, and thus deemed reliable. For the independent variables consist
of environment, government regulation, knowledge, and advertising, the result of
Cronbach’s Alpha Coefficient was 0.870, 0.870, 0.885, and 0.885 respectively which
is good in terms of strength of association. Thus, the internal consistency of this
section’s questions is good and reliable.

4.2 Frequency Analysis

The contextual profile of 384 respondents has been collected in this research. The
percentage of gender respondents was female with 57.3% (N=220), and 42.7% (N=164)
respondents were male. From the 384 respondents 41.1% (N=158) are Indian with
Malays and Chinese representing8.1% (N=31). The respondents aged 20 to 30 represent
50.3% (N=193) in the age distribution and it was also the highest percentage compared
to respondents aged 50 and above. Respondents aged 50 and above represent only 5.5%
(N=1). Lastly, for SMEs sector, the highest percentage in food and beverage with 42%
(N=161) and the lowest was in mining and quarrying with 10.4% (N=40).

4.3 Descriptive Analysis

There were four variables consisting of one dependent variable (Green logistics
awareness) and four independent variables (Knowledge, Advertising, Government
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Regulation and Environment). Each variable consists of five items. The five items on
‘green logistics awareness’ resulted in means 4.23, 4.17, 3.96, 4.17 and 4.43 for each
respective item. This demonstrates that the SMEs mostly agreed to the items on the
awareness of green logistics. For the ‘environment’ variable, each respective item
resulted in means of 4.41, 4.48, 4.49, 4.54, and 4.46. The items for the ‘government
regulations’ variable end up with the means of 4.44, 4.49, 4.52, 4.45, and 4.47. For the
‘knowledge’ variable, the means are 4.45, 4.5, 4.46, 4.5, and 4.5. And finally, for the
variable ‘advertising’, the means are 4.39, 4.45, 4.42, 4.42, and 4.48 respectively. The
overall means for items of the variables indicated that the respondents mostly agreed
with the said items.

4.4 Normality Test
Using the Kolmogorov-Smirnova and the Shapiro-Wilk data normality test, the analysis
showed that the normality table test has a significance value of 0.000 for all dependent

and independent variables.

4.5 Pearson Correlation Coefficient Analysis

Table 1.0: Pearson’s Correlation Coefficient Analysis

Hypothes Hypothesis Statement Result Pearso Significan N
is n t Value
Correlati
on
H1 There is a relationship between
knowledge and the awareness Accept 0.707 0.000 3
of green logistics among SMEs. ed 8
4
H2 There is a relationship between
advertising and the awareness of Accept 0.774 0.000 3
green logistics among SMEs. ed 8
4
H3 There is a relationship between

government regulation and the

awareness of green logistics Acc(;:pt 0.810 0.000 g
among SMEs. ¢ 4
H4 There is a relationship between
environment and the awareness Accept 0.813 0.000 3
of green logistics among SMEs. ed 8
4

Table 1.0 shows results indicating that there is a relationship between knowledge and
awareness of green logistics among SMEs, with a significant p-value of 0.000. The
correlation coefficients v a 1 u e i s 0.707 indicates that there is a strong positive
relationship between the two variables. association is tenuous. It proves that driving too
fast contributes to accidents on the road. Thus, hypotheses H1 is accepted. Hypothesis
H2 also can be accepted due to significant p-value of 0.000. The correlation coefficients
value of 0.774 indicates that there is a strong positive relation between advertising and
the awareness of green logistics. With a significant p-value of 0.000, hypothesis H3 can
be accepted. The relationship between the government regulation and the awareness of
green logistics is strong and positive with a correlation coefficient value of 0.810.
Lastly, the correlation coefficients value of 0.813 indicates a strong positive
relationship between environment and the awareness of green logistics. With a p-value
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0f 0.000, hypothesis H4 thus can be accepted.

5 Recommendation

The findings for this study indicated that there is a relationship between knowledge,
environment, government regulations, and advertising with the awareness on green
logistics among the SMEs in Kota Bharu. The respondents from the various SMEs in
Kota Bharu show an agreement that the is a relationship between the independent
variables and the dependent variable. Thus, since the awareness of green logistics is
closely related to knowledge, environment, government regulations and advertising,
increased efforts on these four variables can be a catalyst in building more awareness
in regards of the green logistics. Future research may be conducted in other area
throughout Malaysia to see if they are any similarity of responses from other SMEs on
the relationship between the variables under study. Other possible variables may also
be applied or added to variables under this study to further enhanced the understanding
on the awareness of green logistics among the SMEs. However, on a different note,
awareness alone does not translate into the acceptance of green logistics among the
SMEs. Thus, future research may also be conducted to explore the acceptance of green
logistics among SMEs and the factors that may lead to that acceptance.

6 Conclusion

The research was conducted by soliciting responses through using questionnaire on the
respective respondents from the sample SMEs in Kota Bharu, Kelantan. The study
provided an outlook of results based on data collected from the respondents, enabling
researchers to interpret and classify the findings as to whether the outcome meets the
objectives of this study. The findings of this study indicates that the respondents from
the SMEs did acknowledge that environment, government regulations, knowledge, and
advertising does have significant, strong, and positive relationship on the awareness of
green logistics among the SMEs in Kota Bharu. Thus, based on the findings, it can be
concluded that the independent variables knowledge, environment, government
regulations and advertising does have a significant, strong, and positive impact on the
awareness of green logistics among SMEs in Kota Bharu, Kelantan.
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Abstract:

The purpose of this study is to explore the quality of logistic service and customer satisfaction
in J&T Kota Bharu. A field study of a multidimensional event or process is followed by a
succession of methodical data gathering and analysis steps in this qualitative method.
Historically, logistics have always served as a support function for production and
consumption. Among the most significant factors for customer satisfaction in the courier
services industry is the quality of service. In order to keep customers happy and recommend
your business to others, customer satisfaction should be the top priority of every business. It is
unfortunate that little data is available about the specific concerns of courier service providers
in a particular country. In this study, qualitative data was collected through interviews with the
people who often uses J&T. From the interview, the researchers find out that most of the
customers were satisfied with J&T. To summarize, the purpose of this research was to identify
the factors influencing customer satisfaction in J&T Kota Bharu in terms of quality logistics
and customer satisfaction. The general conclusion of this analysis was evaluated using a
qualitative method, which is an in-person interview. The researchers collected the data from 5
respondents to complete this report.

Keywords: Quality service of logistics, customer satisfaction, logistics capabilities, privacy
concern, perceived security.

1 Introduction

Historically, logistics have always served as a support function for production and
consumption. Among the most significant factors for customer satisfaction in the
courier services industry is the quality of service. In order to keep customers happy and
recommend your business to others, customer satisfaction should be the top priority of
every business. It is unfortunate that little data is available about the specific concerns
of courier service providers in a particular country.

To thrive in the business competition, logistics companies should maintain their service
quality maintenance. Among the companies providing logistics services, J&T Express
is one of them, which could be document shipping or delivering goods that can compete
with other senior companies. Many Malaysians select J&T Express Malaysia from a
long list of other courier companies to handle their courier needs (Estiana Asri, 2021).
Hence, this is why we choose J&T for our research and to analyse the quality of logistics
service and customer satisfaction in J&T in Kota Bharu. J&T has grown rapidly since
its founding in 2015, they already expanding into Malaysia, Vietnam, the Philippines,
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Thailand, Cambodia, Singapore, China, Mexico, Brazil, Saudi Arabia, the UAE and
Egypt by 2022 (Retailasia, 2022). In addition to shipping documents and packages, J&T
Express provides a number of other services. Whenever a customer ships with J&T
Express, they will not have to go to the J&T office. They use IT to provide the pick-up
service (Nor Athierah, 2018). With its advanced IT management systems, J&T Express
is currently one of Malaysia's top courier services. Through the availability of 2 the
fastest, most convenient and efficient claim processes, the company has enhanced its
express delivery services and customer service qualities.

Haron, Bakar, Haron and Hui (2017) highlighted the fact that 38% of online buyers
were unhappy with their purchases because of delivery issues brought on by courier
providers. Client satisfaction strongly influences customer loyalty. Most consumers
prefer to frequent service providers who have ensured positive experience with minimal
or no risk in their shopping encounter. The majority of customers choose to use service
providers who can (Kaura, Prasad and Sharma, 2015). Businesses may have the
opportunity to not only address the issues that have arisen, but also turn them into
positive experiences by adopting appropriate and effective tactics or being attentive to
consumer complaints. Effective complaint management thereby positively affects
previously unsatisfied customers, specifically through improved repurchase behaviour
and greater service utilisation. (Zena & Hadisumarto, 2012). Kaura, Prasad and Sharma
(2015) offered additional aspects of service quality, such as information technology,
tangibility, and employee conduct.

According to Department of Statistics Malaysia Official Portal, in the third quarter of
2021, Malaysian establishments earned RM279.0 billion through e-commerce, a 17.1%
increase over the previous quarter. A positive growth trend was maintained with 4.3%
quarter-on-quarter. RMS801.2 billion was generated from e-commerce in
JanuarySeptember, a 23.1 percent increase over the previous year. This is the data of
performance ecommerce in Malaysia. In addition, it was estimated that 86.2 percent of
establishments in 2019 used computers, as well as 85.2 percent used the internet.
Interestingly, the percentage of people using the computer in 2020 was 80.0%, and the
percentage of those using the internet was 89.6%. This is the data of usage of
information and communication 3 technology. Which this data, we can see that from
2019 to 2021, there are enhancement of people in Malaysia using online purchase and
using many courier services in Malaysia.

Furthermore, with so many logistics companies that offered courier service, people
need to choose the best courier service to deliver and take care their product. In addition,
with the rise of number of people using ecommerce, there will surely more people using
courier service and it can be problem for them to choose with one of the courier services
that offer the best customer satisfaction. Hence, we decided to find out about the quality
of logistics and customer satisfaction when using one of the courier services specifically
in Kota Bharu, Kelantan to make sure people in Kota Bharu can have more information
about the courier so they can make better choice while using digital ecommerce. To
summarize, the purpose of this research is to identify the factors influencing customer
satisfaction in J&T Kota Bharu in terms of quality logistics and customer satisfaction.
The general conclusion of this analysis will be evaluate using a qualitative method,
which is an in-person interview. The researchers will collect data from 5 respondents,
as stated in section 3.5, and the results will be extracted and explained in the following
chapter.
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1.1 Problem Statement

According to Department of Statistics Malaysia Official Portal, in the third quarter of
2021, Malaysian establishments earned RM279.0 billion through e-commerce, a 17.1%
increase over the previous quarter. A positive growth trend was maintained with 4.3%
quarter-on-quarter. RM801.2 billion was generated from e-commerce in January-
September, a 23.1 percent increase over the previous year. This is the data of
performance ecommerce in Malaysia. In addition, it was estimated that 86.2 percent of
establishments in 2019 used computers, as well as 85.2 percent used the internet.
Interestingly, the percentage of people using the computer in 2020 was 80.0%, and the
percentage of those using the internet was 89.6%. This is the data of usage of
information and communication technology. Which this data, we can see that from 2019
to 2021, there are enhancement of people in Malaysia using online purchase and using
many courier services in Malaysia.

1.2 Research Question
The research questions as followed:

i.  What are the factors that can lead customer satisfied with J&T Kota Bharu?
ii. ~ What is the quality of logistics that can improve customer satisfaction?

1.3 Research Objective
The objective of this research is to find factors that can improve customer satisfaction
in J&T Kota Bharu.

There were 2 objective that were conducted in this study:

i.  To identify whether the quality of logistics service of J&T in Kota Bharu is
excellent or vice versa

1.  To determine whether the customer of J&T in Kota Bharu is satisfied which the
courier or vice versa.

1.4 Scope of the Study

This study focuses on the quality of logistics service and customer satisfaction in J&T
in Kota Bharu. The reason that the researcher wants to focus on this issue because they
are many courier services in Malaysia and what of it was J&T express which has growth
rapidly in Malaysia, so we want to find out whether J&T give satisfaction to customer
or otherwise. The data collection was conducted to customer who already use the J&T
service specifically in Kota Bharu, Kelantan. This study finds out about what are the
most important things that customer values in courier services. The study would be
done through interviews of people who already use the J&T services. By this strategy,
the researcher will be able to know the awareness of the quality of logistics service and
also get to know about what are the things that people value that can make them satisfied
with the services.

1.5 Significant of the Study

This study was designed to find the quality of logistics service and customer satisfaction
in J&T in Kota Bharu. Which this finding, it gave the chance to the company to improve
their quality of logistics in J&T in Kota Bharu. This research also can become as
reference for other logistics company in Malaysia to improve their quality of services.
For the customer, for those who like to shopping online or always use the courier service

103



5t MULTIDISCIPLINARY RESEARCH ON THE ENTREPRENEURSHIP
AND BUSINESS COLLOQUIUM 2022/2023

would know more about J&T service in Kota Bharu and they already knew about
courier services.

In this section, we present a brief synopsis of the research proposition and the research
process. The content has research background, problem statement, research questions,
research objective, the scope of the study, the significant of the study and lastly the
definition of terms that used in this study.Our focus is on a literature review. This review
will assist the researcher in understanding the quality of logistics services and customer
satisfaction in J&T Kota Bharu, Kelantan. By understanding the study’s area critical
issues, the researcher gained deeper insight into the topic. Furthermore, it clarifies the
research framework and examines the organization and relationship of each study.

We focus on research methodology, research design, and data collection techniques It
also includes the study’s population, sample size, and sampling techniques. This chapter
also discusses research instrument development, variable measurement, and data
analysis procedures. We will discuss and briefly describe the researcher's data
collection results. The questionnaire data was analyzed by the researcher. To collect
data, we need to interview a few people who have used J&T express in the past.

Finally, we will conclude this report. The key findings of this study were presented, and
the study's findings were discussed and interpreted. The study's implications and
limitations were also examined in the context of how the quality of logistics service was
and what made the customer satisfied when using J&T in Kota Bharu, Kelantan. We
will conclude the chapter with recommendations for further research.

2 Literature Review

Researchers have also looked at the calibre of logistics services and customer
satisfaction in J&T in this chapter. The capacity to deliver products in accordance with
customer needs serves as a benchmark for the logistics services quality (Yang et al.,
2010). Customer satisfaction and firm success have been linked in a number of
empirical researches, including those by Mentzer et al. (1999, 2001), Panayides and So
(2005), and Saure et al (2008). Customer satisfaction and service quality are two ideas
that are sometimes used interchangeably. Customer satisfaction is an important factor
to consider when assessing the quality of service. Even more challenging than defining
service quality is figuring out how satisfied customers are. Service quality, according
to Caceres & Paparoidamis (2007) and Gorla, Somers & Wong (2010), comes before
customer satisfaction. Therefore, it stands to reason that customer happiness is a direct
result of service excellence. There is no denying, however, that both of these
components — service quality and customer satisfaction — are widely acknowledged as
the key determining criteria in upholding long-lasting and fruitful commercial
partnerships (Jayawardhena, 2010; Hoang, Igel, & Laosirihongthong, 2010; Rahman,
2008).

2.1 Quality of Logistics Service

In order to better understand how firms, integrate a quality and performance
management system with their upstream suppliers and downstream customers, Huo et
al. (2016) expanded from the supply chain quality management concept to the concept
of supply chain quality integration. 9 In the logistics and supply chain management
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sectors, service performance has been identified as a critical factor in generating value
and establishing a competitive advantage (Stank et al., 2003; Mentzer et al., 1999,
2001). In particular, Rafele (2004) proposed a framework for measuring logistic service
performance, emphasizing three logistics quality dimensions which are tangible
components, fulfilment methods, and informative actions. Stank et al. (2003) classified
logistics service performance into operational and relational dimensions. Numerous
studies have examined business to business interactions and the outsourcing of logistics
services in connection to measurement methodologies, with a focus on logistics service
quality and its impact on customer satisfaction. The total cost of relationships in
logistics outsourcing decisions was studied by Maltz and Elleram in 1997. In their
analyses of the connections between the theories of total quality management and
supply chain quality management and the outsourcing of logistics services, Rahman
(2006), Gotzamani et al. (2010), and Kuei et al. (2011) highlighted the connection
between outsourcing, logistics service quality, and operational or financial
performance. While several authors used the Kano model to evaluate logistics service
quality (Sohn et al., 2017; Gustavsson et al., 2016; Mikulic and Prebezac, 2011),
Kilibarda et al. (2016) applied the SERVQUAL technique to logistics and freight
forwarding, demonstrating the consistent convergence of total quality management and
supply chain management measurement systems.

Customer satisfaction and service quality are related ideas that have been extensively
discussed in the last 20 years in the literature on quality management and supply chain
management and supply chain management. Logistics service quality is likely to be
relevant to assess logistics service quality dimensions, firms’ responses to customer
demands, and resulting customer value and customer satisfaction in the modern
business environment, despite the fact that existing research appears to have
underplayed 10 the role of total quality management in customer-related outcomes. So,
taking into account the interaction between the consumer, producer, and logistics
service provider, we investigate the theoretical factors that link logistics service
performance, quality, and customer happiness.

The most important element of marketing to increase customer happiness is service
quality in logistics. It is interesting to examine the broad range of logistics firms. The
study’s objective is to evaluate a logistics company’s level of customer service in order
to raise satisfaction and retention rates.

2.2 Customer Satisfaction

Bryne and Markham (1993) found that just 10% of businesses obtained customer
satisfaction using logistical services in early 1990s research. Since enhancing the
quality of the logistics service had a favourable effect on customer satisfaction, these
authors warned logistics managers of the significance of logistics service quality. Using
the concept of nonconformity of expectations, Sharma et al. (1995) described how
customer satisfaction is produced when the performance of the logistical service meets
or exceeds the client’s prior expectations. According to these writers, the following
characteristics have the most influence on customer satisfaction: product availability,
after-sales service and support, effective logistics service communication,
documentation, and delivery time.

Customer experience is a multifaceted concept with strong roots in marketing.
Customer experience is described as a “customer’s cognitive, emotional, behavioral,
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sensory, and social responses to a firm’s offers during the customer’s complete buying
journey” by Lemon and Verhoef (2016, p.71). Although the significance of the
customer journey has been emphasized for decades, the rapidly changing retail
environment has increased scholarly interest in the topic (Grewal and Roggeveen,
2020). A set of touch points connected to the provision of a service from the consumer’s
perspective make up the customer journey (Zomerdijk and Voss, 2010). Pre-buy,
purchase, and post-purchase are frequently conceptualized as the three main stages of
the customer experience in the literature (Lemon and Verhoef, 2016; Shavitt and
Barnes, 2020). Customer experience has not historically been treated as a separate
construct in academic literature; rather, academics have looked at related but more
narrowly focused variables.

The idea of service quality, which emerged from the creation of service marketing
(Parasuraman et al., 1988), provides an early attempt to map the customer journey and
throws insight on the context in which experiences from (Lemon and Verhoef, 2016).
Businesses must monitor client responses to their offers in order to manage the
customer experience. Measuring customer happiness, which is regarded primarily as
the outcome of comparing delivered performance with customer expectations, has
become the norm in marketing (Oliver, 1980). As a result, customer satisfaction may
be seen as a result of the customer experience, offering a crucial foundation for the
complete comprehension and measurement of the construct. Customer loyalty and
consumer satisfaction are positively correlated, which suggests that the more satisfied
a customer is with a service provider, the more committed they are to that service.
However, the relationship between customer happiness and customer loyalty is
hampered by two important limitations. When customer satisfaction reaches a certain
level, customer loyalty will grow 12 exponentially. Customer loyalty will, however,
dramatically decline when customer satisfaction starts to fall below a certain threshold.
The customer satisfaction indicators of transportation and distribution management
were discovered through an analysis of customer satisfaction variables in the
transportation of an online retailer. In order to generate customer satisfaction indicators
for transportation and distribution, the documentary analysis is used (Qin & Muangpan,
2021). Using content analysis, the ideas covered in the literature review were e-
commerce, satisfaction enhancement, service quality measurement, and transportation
and distribution concepts.

Customers who are not pleased with the informational offerings on a website will not
make any purchases from that site (Cyr, 2008). According to research (Sabiote et al.,
2012; Szymanski & Hise, 2000; Tzeng et al., 2020), websites that provide high-quality
content positively and considerably boost consumer satisfaction. According to Park and
Kim’s findings from 2003, the quality of products information has a greater impact on
consumer satisfaction than the quality of service information. Websites that provide
high-quality information encourage customer loyalty. According to Wang et al. (2009),
only information quality has a direct and significant impact on customer loyalty,
whereas the perceived value of company-supported online communities has a direct and
significant impact on customer trust.
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3 Research Methodology

3.1 Sample Size

In this study, qualitative data was collected through interviews with the people who
often uses J&T. The observation of connections and the development of theories to
provide explanations are the foundations of an inductive qualitative method. According
to Rowley (2012), interview can be conducted in groups or individually and are
intended for qualitative research to gather the opinions, attitudes, experiences,
processes, behaviours, or predictions to gain a better understanding of facts. We chose
qualitative method because the objective of this research is to explore the factors
influencing customer satisfaction in J&T Kota Bharu. We think that qualitative method
is more appropriate.

This study was done to find out how satisfied locals with J&T Kota Bharu's logistical
services and customer satisfaction. Interviews will conduct by the researcher as a
qualitative method. Primary information will gather through online research resources.
The information gathered will help the researchers determine the connection between
the caliber of the logistic service and local inhabitants' customer satisfaction.

3.2 Research Design

This study was done to find out how satisfied locals with J&T Kota Bharu's logistical
services and customer satisfaction. Interviews were conducted by the researcher as a
qualitative method. Primary information was gathered through online research
resources. The information gathered to help the researchers determine the connection
between the calibre of the logistic service and local inhabitants' customer satisfaction.

3.3 Data Collection Method

Primary and secondary data are utilized for data acquisition. Primary data is information
that has been obtained for the first time, usually for study reasons, through personal
experiences or documentary evidence. It is sometimes referred to as raw data or first-
hand knowledge. Therefore, secondary data is information that has already been
gathered and documented by some researchers for reasons other than the current
research issue. Data obtained from a variety of sources, including government
publications, censuses, internal organizational records, books, journal articles,
websites, and reports, among others, is available.

People who commonly use J&T as their courier service provided primary data for our
study using a purposive sampling technique. We select these responders because we
thought they could offer us reliable and trustworthy information.

3.4 Study Population

Ideally, all respondents who have relevant information about the case were interview
for this research. The researchers collected the data from the responders and used it to
know it is J&T are the excellent courier in Kota Bharu or not. This is frequently not
possible for a variety of reasons, and a method of selection must be devised. The target
population for this research is residents in Kota Bharu. There are 319, 600 residents in
Kota Bharu, Kelantan. Due to people’s busy schedule and lack of time, we only took 5
respondents to interview. The researchers took the data from the interview. All the data
was collected from the responders who use J&T as their courier service.
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3.5 Purposive Sampling

Purposive sampling is a group of non-probability sampling techniques in which units
are chosen based on characteristics of the respondents. In qualitative method, purposive
sampling is common. It is especially useful when researchers need to find information-
rich cases or make the most of limited resources, but it is vulnerable to research biases
such as exploring the data. For the sampling size, the researchers took 5 respondents to
know the quality of logistics service and customer satisfaction in J&T Kota Bharu.

3.6 Interview Protocol

Furthermore, this study used face-to-face conversations with the people who
frequently use J&T as their courier service.

Quality of Logistic Service and Customer Satisfaction in J&T Kota Bharu
The interview begins with the following:
e An introduction to the interviewer
e A consent form and confidentiality agreement that includes a description of the
project
e Reminding participants that this is an exploration and that there are no right or
incorrect answers

Section 1- Start with background questions.
e What is your name?
e How old are you?
e What is your occupation?

Section 2- Questions about Logistic Service and Customer Satisfaction in J&T Kota
Bharu
1. Why do you choose J&T as your courier service?
2. How satisfied are you with J&T service?
3. Does J&T deliver goods in good condition?
4. Which type of shipping do you use most often?
5. Do you agree with the pricing that J&T offered?
6. Do you satisfy with treatment from J&T staff?
7. Do you think the J&T’s package tracking system can be easy to be access?
8. Would you recommend to other people to use J&T as their courier service?
9. Does J&T provide boxes and wrapping bubbles to ensure the goods are safe?
10. Do you have any bad service experience in J&T?

3.7 Procedure for Data Analysis

The entire interview was recorded for this study. The interview was later will be
simplify to a manageable size, with only the essential structure remaining, and the
results are presented in this study’s empirical section. Thematic analysis is a method
for analyzing qualitative evidence. a collection of publications, such as transcripts of
interviews, is referenced in the phrase follow (Cauficld 2019). Researchers thoroughly
scrutinize data to find recurring patterns, themes, and areas of interest. The analysis of
non-numerical data, such as text, audio, and video, can be done using this method.
Identification, coding, generating, reviewing, defining and naming, and writing are the
six processes that make up this process
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4 Data Analysis and Findings

The purpose of this chapter is to explain the qualitative data collection methods,
describe the analytic techniques used, as well as present the findings from this phase of
the research study. A complete discussion of the findings with links to our research
objective and research question will be included in Chapter 1. Details information about
the research participants is contained in Chapter 3.

4.2 Discussion Based on Research Questions

4.2.1 What are the factors that can lead to customer satisfied with J&T Kota Bharu?

According to the interview protocol, there were six questions regarding to the research
question which is about what are the things that makes customer satisfied with J&T
Kota Bharu. Based on the data collected from the interview, we can find out the quality
of logistics services that provide by J&T. Below are the data collected from the
interview.

The first question that we ask the interviewee regarding our research question is “why
do you choose J&T as your courier service?”. We received various answers from our
interviewee.

Interviewee 1: “Price is reasonable, near at home and can track the parcel
through online”

Interviewee 2: “J&T service is better than another courier service”

Interviewee 3: “They deliver goods in good condition always”

Interviewee 4: “Fast delivery, near at the university”

Interviewee 5: “Fast delivery”

We can see that people choose J&T courier service because the price is reasonable
and can track the parcel easily. Moreover, one of our interviewees even compare J&T
service with other courier services and said J&T is better. According to the data
collected, J&T deliver goods in good condition and has the fast delivery service.

The second question is, “What is your comment about J&T courier service?”. Our
interviewee replied:

Interviewee 1: “They do excellent services such as deliver our goods on time”
Interviewee 2: “Their prices are affordable and fast delivery.”

Interviewee 3: “They provide quality service, and their drivers are experienced
person and I enjoy the process.”

Interviewee 4: “I’m very satisfied with their courier service as they always
deliver goods in good condition”

Interviewee 5: “Their services are good as they always deliver the item safely”
According to the data collected from our interviewee, we can conclude that J&T has
fast and delivery on time and the customers believe the drivers are experienced. This
comments from the interviewee indicates that’s J&T is providing excellent service.
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Next, we ask the interviewee to explain about what they think about the pricing that
J&T offered. Because it’s one of the key elements to make customers satisfied with
J&T courier service. Below is the reply from interviewee.

Interviewee 1: “I think that their prices are affordable, and everyone can afford
to pay.”

Interviewee 2: “It’s cheap compared to other courier services.”

Interviewee 3: “I think that it has good quality with cheap price.”

Interviewee 4: “I think that they offer with reasonable price.”

Interviewee 5: “In my opinion, the price is moderate, but I expect for more
discounts for many orders.”

The pricing of J&T courier service is affordable, cheap, reasonable, and moderate
according to the data collected from the interviewee.

Apart from that, we also asked our interviewees that “How was your experience with
the way you treated by J&T staff?”. Because we think that the way customers treated
by J&T staff is an important aspect of customer satisfaction.

Interviewee 1: “They treated me in appropriate way like how they should.”
Interviewee 2: “They treated me in a good way because they were very kind and
friendly.”

Interviewee 3: “It was a good experience they are very friendly as I see them
frequently.”

Interviewee 4: “They treated me with a very polite way and their communication
skill is very good.”

Interviewee 5: “I had a great experience with the way they treated me. For
example, the staff help me to carry my heavy parcel.”

According to the data collected, we can conclude that the staff treat the customer in a
good way. For example, they are friendly, kind, polite and their communication skill is
good. Moreover, the staff even help to carry heavy parcels of the customers.

In addition, we also asked “What is your recommendation to other people about J&T’s
courier service?”, because customers will only recommend if they are satisfied. Here
are the replies from the interviewee:

Interviewee 1: “I would recommend others to choose J&T as their courier
service because they have so many branches everywhere.”

Interviewee 2: “For those who would like to send fragile good for example glass
and medicine, I would recommend J&T because they know the correct way to
handle the goods.”

Interviewee 3: “My recommendation to others is, there is not any cases on J&T
about their service and they are trustworthy.”

Interviewee 4: “I will recommend J&T because they will contact us when they
are nearby so it will be easy for us to receive the parcel.”

Interviewee 5: “I would recommend J&T because they deliver goods and good
condition”.

It is clear that all of our interviewee recommends J&T courier service to others. This is
because, J&T has so many branches in Malaysia, they handle goods in a proper way
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and trustworthy. They even contact the customers before the delivery so that it is easy
to deliver the parcel. Lastly, they also deliver goods in good condition.

Last but not least we also ask our interviewees about their good or bad experience in
J&T. Here are the replies from the interviewee:

Interviewee 1: “So far there is no bad experience. The good thing is they deliver
my parcel on time.”

Interviewee 2: “The good experience is they deliver my fragile good in good
condition. And there is no bad experience.”

Interviewee 3: “There is no bad experience. For the good one I would say that
once they deliver my expensive parcel which is gold ring safely in good
condition.”

Interviewee 4: “The good experience that I had is once I send a fish to my friend
and it arrived safely and no bad experience.”

Interviewee 5: ““I experience all good experiences and not the bad one. Because
J&T services are excellent.”

According to the data collected, we can analyze that there is no bad experience
experienced by the customer. The good experiences are, parcel delivered on time,
fragile parcels arrived safely and overall, the services are excellent. So, based on this
data the researchers can conclude that all the interviewees that has been interviewed
were satisfied with the J&T service.

4.2.2 What is the quality of logistics that can improve customer satisfaction?
According to the interview protocol, there were four questions regarding to the research
question which is about the quality of logistics that can improve customer satisfaction.
Based on the data collected from the interview, we can find out the quality of logistics
services provide by J&T. Below is the data collected from the interview.

The question that we asked is, “Do you think that J&T deliver goods in good condition?
If yes, why?”. Below are the replies from the interviewee.

Interviewee 1: “I think yes because, so far there is no complaints from my
customers about the packaging”

Interviewee 2: “Yes, I think they do. Because the goods received in good
condition without any damage.”

Interviewee 3: “Yes, because I receive my medicines and insulin injection in
correct temperature.”

Interviewee 4: “It is good. Because I used to send flowers on festive seasons
through J&T service.”

Interviewee 5: “I think yes because many people use J&T courier service, and
they are trustworthy.”

Based on the data collected, it is proven that all types of goods such as documents,
packages, letters, fragile and more are delivered in good condition. Secondly, we ask
the interviewees about the type of shipping that they use more often. The replies from
the interviewees are below.
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Interviewee 1: “The Standard Delivery”

Interviewee 2: “The Standard Delivery”

Interviewee 3: “The Standard One”

Interviewee 4: “The Standard Delivery”

Interviewee 5: “The most type of shipping that I often use is Standard delivery”

Based on the data collected, all of the interviewee uses the Standard Delivery. Thus,
majority of the customer uses Standard Delivery in J&T courier service. The next
question that we ask our interviewees is, “Do you think J&T’s package tracking system
can be easy to be access? If yes, what type of device do you use to log in to the system?””.
It seems that J&T tracking system is easy to access.

Interviewee 1: “Yes, it is. It is easy to use and its accurate. I will use my
handphone”

Interviewee 2: “Yes, it is. It is easy to track. Usually, I will use my computer”
Interviewee 3: “It is easy for me to use in my phone.”

Interviewee 4: “Yes, it is. The system is just good to access by any device.”
Interviewee 5: “Yes, it is. The tracking system can be easy to be access with my
tablet.”

According to the data collected, we believe that J&T tracking system can be easy to be
access with all the devices. Last but not least, we ask that “What do you think that J&T
do to ensure that the goods delivered are safe?”. As J&T always deliver goods in good
condition, we need to know how. Below are the opinions from our interviewees.

Interviewee 1: “They do provide boxes and wrapping bubbles, so that our goods
are safe throughout the process.”

Interviewee 2: “For some of the fragile items such as food products and
medicines they provide dry ice to make sure the goods are in good condition by
the time it deliver.”

Interviewee 3: “I think that the J&T staffs are well trained to handle different
type of goods such as documents, packages, letters including fragile items.”
Interviewee 4: “They provide boxes and wrapping bubbles. They also have
fragile sticker to stick it on the parcel so it will be safer.”

Interviewee 5: “They use an effective way to distribute goods in good condition.
For example, they transport limited goods at a time so that the parcels are safe”

It seems that J&T courier service sort out ways to deliver goods in good condition.
Thus, J&T can improve customers satisfaction.

In a nutshell, for the research question which is What is the quality of logistics that can
improve customers satisfaction?’, we can identify the answer from the data collected
through the interview. Based on the data, it is clear that the customers believe that the
logistic quality of J&T is satisfying.

5 Discussion and Conclusion
This research is concluding in following part. There are four sections in this part. A

general synopsis of the study is provided in the first section, which is followed by a
discussion of the findings and their conclusions. The study's conclusions are then

112



5t MULTIDISCIPLINARY RESEARCH ON THE ENTREPRENEURSHIP
AND BUSINESS COLLOQUIUM 2022/2023

followed by link with previous studies, limitation of study and recommendations for
additional investigation.

The following conclusion is limited to the quality of logistics service and customer
satisfaction in J&T Kota Bharu. Furthermore, if these conclusions are applied to other
situations, they may result in incorrect assumptions. Nonetheless, these conclusions are
applicable to the used

5.1 Link with Previous Studies

J&T Express has to maintain and increase service quality such as on-time delivery of
the parcel, delivery to a correct and respective address, good condition of the parcel,
and friendly attitude of delivery drivers. The customers feel satisfied and pleased when
the perceived service quality reaches or exceeds their expectations.

Moreover, with those examples of service quality improvement, J&T Express will gain
more customer loyalty and have a higher potential to obtain more new customers that
try on their service due to the reason that those satisfied customers will continue using
the service and may recommend it to their families and friends. Besides, J&T Express
can strengthen its reputation and enjoy more competitive advantages in the market. All
this research findings are supporting to our research.

The increasing development of the business world necessitates goods management in
order for J&T to operate their service. This is because a number of companies, including
J&T are expanding in the shipping industry. Punctuality is another factor that has a
significant impact on a success of a shipping company in the business of shipping goods
(Gonroos, 1994; Phillip Kotler, 2000; Lovelock, Wirtz, 2013). Customers expect their
shipments to arrive on time and according to the estimated schedule from the start. This
is especially important for customers who have a number of business interest related to
the items they send it.

Lastly, the process of sending goods or products is frequently handled by courier
services, and it also happens quickly. This is due to the fact that people who want or
require delivery services for goods or products for practical purposes, particularly
logistics courier services that have adapted to the business world with application
technology, compete with similar competitors and require good prices and services to
create customer satisfaction. A price is a value established as a standard for goods
(Kotler and Amstrong, 2008) define price as the amount of money exchanged for a
delivery service. service quality Customers are encouraged to form strong bonds with
the logistics company as a result of this incentive. According to the Tjiptono & Chandra,
2011) a presentation of products or services based on the size applicable at the location
where the delivery is at least the same as desired and expected by customers is referred
to as service quality.

5.2 Limitation of Study

Any study procedure, including this one, is subject to limitations. Throughout the study
process, it is crucial that we work to reduce the range of scope of constraints. The
technique of data collecting, the dearth of precise information from respondents, and
the time-consuming procedure were some of the study's drawbacks.
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In order to disseminate the questionnaire, we look for persons in Kota Bharu who we
can interview. This method has the disadvantage that the respondents might not
comprehend the study because there are some find it is complicated. Respondents
preferred to quickly grasp the substance of the questionnaire because it was time-
consuming. As a result, it was difficult to convey more about this research to
respondents while completing the survey.

Finally, finding the right respondents and gathering the data for this study take time.
Due to their hectic schedules, it's possible that some respondents forgot about the
interview even after we contacted them. As a result, we must get in touch with the
responders to provide an update. As a result, gathering the data takes time, and in order
to gather enough information to satisfy the sample size requirement, we might need to
approach random respondents.

5.4 Recommendation for Future Research

The study provides initial empirical findings from the research which is quality of
logistics service and customer satisfaction in J&T Kota Bharu. customer satisfaction is
determined by the quality of services provided by J&T. Furthermore, the current
findings may be used to review and identify what quality logistics services are available
in J&T Kota Bharu in order to achieve high customer satisfaction. As we can see in
previous chapter, J&T has provided numerous facilities, benefits and other benefits in
order to satisfy customer.

Other than that, the quality of service in J&T can have an impact on customer
satisfaction. As a result, the researchers are advised to conduct a similar study in another
state of Malaysia and, if possible, increase the sample size to generate more information
from the large population. Customers of J&T can refer to this study to learn more about
J&T while also exploring more about J&T.

5.5 Conclusion of the Study

In a nutshell, we conducted the data analysis from the interview in person and we
succeed to find out what are the reason that the customer satisfied with the quality
service of J&T. Besides, the service that J&T has provided to the people are very
excellent and most of the people who use the J&T service were satisfied

The concept discussed in this study is to improve the quality of logistics service and
customer satisfaction in J&T Kota Bharu. This study also serves as a foundation for
future research and attracts more people to help adjust the research in the future. It will
be interesting to see how the concept is validated throughout the case study. Future
research is required to validate the findings of this study.
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Abstract:

The purpose of this research is to investigate the drivers for the acceptability of solar-wind
hybrid systems in logistics transportation. This research adopted a prolonged theory of planned
behaviour (TPB) by encompassing five variables, which are economic concern (EC), health
concern (HC), environmental concern (ENC), social concern (SC), and surrounding concern
(SUC). A quantitative research approach was implemented to examine the drivers that
influence solar-wind hybrid systems. The adopted questionnaire from the previous studies was
used as a survey instrument. Aside from that, primary data were gathered from a sample size
of 361 students of University Malaysia Kelantan. The data in this research were analysed using
Statistical Package of Social Science (SPSS) software. Findings confirmed that the economic,
health, environmental, social, and surrounding concerns were positively significant for the
acceptability of a solar-wind hybrid system in logistics transportation. This research identifies
critical or dominant limitations in order to nurture future generations. Therefore, this study
investigated the relationship between the economic, health, environmental, social, and
surrounding concerns and the acceptability of solar-wind hybrid systems in logistics
transportation.

Keywords: Acceptability of Solar-Wind Hybrid System, Economic Concern, Environmental
Concern, Health Concern, Social Concern, Surrounding Concern, Theory Planned Behavior

1 Introduction

Solar and wind energy systems are renewable energy sources that exist everywhere.
Currently, the price of fossil fuel is getting more expensive because it is the main source
of energy in the world. The growing demand for energy causes its supply to become
increasingly limited (Bhandari et al., 2014). The Malaysian government has planned
the use of renewable energy to reduce greenhouse gas emissions by 2050 in the
Eleventh Malaysia Plan (Teoh et al., 2020). In addition, the Malaysian government has
introduced the Fit Tariff (FiT) programme as an initiative to develop the use of
renewable energy since 2011 (Alam et al., 2016). Hence, this research was initiated to
examine the acceptability of solar-wind hybrid systems in logistics transportation.
Moreover, the increased use of non-renewable energy sources causes public health and
environmental problems (Tascioglu & Keser, 2019). Therefore, using renewable energy
sources can help improve public health and reduce global warming.
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Although these solar-wind hybrid systems studies were conducted in different countries
like Nepal (Thapa et al., 2020), Pakistan, Malaysia, India, Iraq, Bangladesh, Nigeria,
Kenya, and Zimbabwe, the preference for these hybrid systems is still sporadic
(Babaremu et al., 2022). The benefits, risks, costs, and opportunities of the hybrid solar-
wind generation of power have been discussed in the previous study (Chen et al., 2010).
Yet, the drivers for the acceptability of solar-wind hybrid systems have not been
described or analysed.

However, the purposes of this research comprise three features, which are:
i.  To investigate the relationship between economic and environmental concern
with acceptability of solar-wind hybrid system in logistics transportation.
ii. To investigate the relationship between social and health concern with
acceptability of solar-wind hybrid system in logistics transportation.
iii.  To investigate the relationship between surrounding concern and acceptability
of solar-wind hybrid system in logistics transportation.

This pivotal topic under the solar-wind hybrid system needs to be explored thoroughly.
This study is conducted to accumulate the perspectives of University Malaysia Kelantan
students and simultaneously analyse the relationship between these drivers for the
acceptability of a solar-wind hybrid system in logistic transportation. This study was
designed using a quantitative research approach. An online survey technique is used to
gather the information by providing a questionnaire. The scope of this research is
restricted to 361 student volunteers from the University of Malaysia Kelantan, aged 19
to 28. The students were contacted through their university mail. This research period
will persist once 361 student volunteers have responded.

2 Literature Review

2.1 Theory Planned Behaviour

The Theory of Planned Behavior (TPB) is a model of socio-psychological concept that
claims the actual behaviour of a person in performing a particular deed is precisely
guided (Yazdanpanah et al., 2015). This theory uses diverse constructs that foretell the
individual’s restraint over behaviours, and encompasses attitude, subjective norm, and
perceived behaviour control (Wall et al., 2021). Hence, this theory is appropriate to
apply in this research for the purpose of investigating the acceptability of a solar-wind
hybrid system.

2.2 Acceptability of Solar-Wind Hybrid System in Logistic Transportation

The acceptability of solar-wind energy deployment in infrastructure or transportation
still evokes questions among citizens around the world (Yazdanpanah et al., 2015).
They also stated that acceptability is precisely associated with TPB, where it
emphasises an individual’s behaviour, including attitudes, preferences, perceptions,
moral norms, and intention. Generally, logistics transportation heavily relies on fossil
fuels (Herold & Lee, 2017). Yet, it affects the environment tremendously due to
emissions of greenhouse gases (Steen, 2017).
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Guo and Kang (2016) suggested that a solar-wind hybrid system works well as a
substitution for fossil fuels. Solar energy can be converted via solar panels, while wind
energy can be converted via wind turbines in order to generate electricity (Abdali et al.,
2018). The radiation from the solar cells and mechanical energy from the wind turbine
are converted into electrical energy in the converter and subsequently stored in batteries
(Abdali et al., 2018). All of these electrical energies are transmitted to energy
management systems and eventually directed to the driving system (Guo & Kang,
2016).

It turns out to be a perfect solution for the disruption of solar energy at night and during
the winter season, as there is no radiation from solar during that time (Lakatos et al.,
2011). Unlike solar energy, wind energy is mostly abundant at coastal areas all day
(Chandramouly & Raghuram, 2017). As stated by Lakatos and colleagues (2011),
plentiful electrical energy can be generated via wind energy during the winter and early
spring, while electrical energy is produced abundantly during the summer via solar
energy. All of these issues indicate that a hybrid of solar and wind energy really
complements each other in order to provide continuous and highly efficient electricity.

2.3 Economic Concern

According to Tasgioglu and Keser (2019), nowadays energy prices are increasing due
to political developments in the world. Therefore, the price of fossil fuels is also
increasing and becoming more limited, making it necessary to find other alternatives
with high efficiency to replace them. Moreover, with excessive consumption of fossil
materials and the economic impact that occurs, renewable energy has become a cost-
effective source of energy (Nazir et al., 2020). Furthermore, using renewable energy is
the best way to save on production costs. Theoretically, reduce energy bills (Folk,
2019).

Although the cost of installation and maintenance of renewable energy is high, solar-
wind energy plays an essential role in electricity generation, and wind energy is clean
energy that contributes to normal energy production (Sani et al., 2019). Nevertheless,
installing renewable energy is expensive, but it is cheap to use. This is because the use
of solar-wind hybrid systems does not require fuel (Folk, 2019). Eliminating fuel costs
can indirectly reduce the cost of electricity, making renewable energy prices more
stable in the long term. Solar and wind power are cost-effective because they are low-
cost energy sources nowadays.

H;: Economic concern positively influence acceptability of solar-wind hybrid system in
logistics transportation.

2.4 Health Concern

According to Khan et al. (2021), the use of domestic lignite in large quantities has a
damaging effect on human health. solar and wind energy have an essential role in the
reduction of greenhouse gas emissions and in protecting human health. In addition, the
minimization of damaging gases such as carbon dioxide, sulphur dioxide, and nitrogen
oxides can reduce deaths due to cardiovascular problems. The use of green energy or
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biofuels is encouraged as an alternative to fossil materials and can reduce carbon
emissions (Khan, 2019). Besides, solar and wind power do not release excess air
pollution that can harm human health. Accordingly, polluted air and water due to the
lack of clean energy technology have a negative impact on human health (Buonocore
et al., 2016). Furthermore, reducing fossil fuels has proven to save more lives. Based
on a study conducted in 2013 in the United States, 200 000 premature deaths occur due
to air pollution every year, and 52 000 of those deaths are caused by power generation,
as stated by Heger (2015).

H3: Health concern positively influence acceptability of solar-wind hybrid system in
logistics transportation.

2.5 Environmental Concern

Environmental concern is one of the constructive elements that impacts the solar-wind
hybrid system (Hamed & Alshare, 2022). This concern includes climate change and
global warming, as they directly affect the environment (Shaheen & Lipman, 2007).
According to Perera and Nadeau (2022), global warming and climate change occur due
to the utilisation of fossil fuels. The combustion of hydrocarbons in fossil fuels like
petroleum produces carbon dioxide (Blasing et al., 2005). In 1997, the sectors in the
European Union (EU) contributed 28% of the carbon dioxide emissions in transport,
the highest percentage in emitting greenhouse gases (Steen, 2017). He also stated that
83% of carbon dioxide emissions resulted in greenhouse gas effects.

Apart from the emission of carbon dioxide (CO.), the fossil fuels utilised for internal
combustion energy in transportation also release nitrous oxide (N20O) and methane
(CHa4) (Shaheen and Lipman, 2007). As these gases are continuously emitted into the
atmosphere, their atmospheric concentrations increase proportionally too (Ehhalt et al.,
2001). The atmosphere acts as a blanket shield, trapping all of those gases beneath it
(Kweku et al., 2018). They also added that the trapped gases formed another layer of
blanket underneath the atmosphere. These layers of gas gripped the other greenhouse
gases and transmitted them back to the earth (Kweku et al., 2018). Hence, it warms or
heats the earth (Ehhalt et al., 2001).

Hj3: Environmental concern positively influence acceptability of solar-wind hybrid
system in logistics transportation.

2.6 Social Concern

In 2018, there were 11 million employed in the renewable energy sector worldwide,
and simultaneously, there were 32% of women working in the renewable energy sector,
which was 22% higher than the global oil and gas industry (Job Creation, 2019).
According to Gordon (2020), there are expected to be 100 million job opportunities in
the renewable energy sector by 2050. Meanwhile, jobs related to renewable energy
could increase to 42 million new jobs by 2050 (Gordon, 2020). There are a few sectors
related to jobs in renewable energy, such as solar photovoltaic (PV), hydropower,
geothermal, wind, solid biomass, biofuel, and biogas (Job Creation, 2019). Among the
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different sectors in renewable energy employment, the one with the most employment
is solar photovoltaic (PV), which has 3.6 million jobs (Gordon, 2020).

Hy:  Social concern positively influence acceptability of solar-wind hybrid system in

logistics transportation.

2.7 Surrounding Concern

According to Jenkins et al., (2019), that wind-solar hybrid systems have numerous
advantages, such as reliability and lower maintenance requirements. Additionally, as
they are abundant locally and are cost-free, renewable energy sources help cut down on
pollution emissions. A hybrid solar-wind power plant generates electricity using both
wind and solar insolation (Podder et al., 2015). They stated that the radiation from the
sun and the speed of the wind change every year, resulting in none of the devices being
able to provide consistent power on their own. Their research indicates that a hybrid
system with storage components or another medium would be able to provide power

continuously and accurately.

Hs:  Surrounding concern positively influence acceptability of solar-wind hybrid

system in logistics transportation.

Economic Concern

Health Concern

Environmental Concern

Social Concern

Surrounding Concern

AcceAcceptability of Solar-
Wind Hybrid System in
Logistic Transportation

Figure 1: Research Model Framework

3 Methodology

3.1 Research Design

A quantitative method was utilised by the researchers in this study. It is a process of
gathering and analysing measurable information or data (Apuke, 2017). In this study, a
survey was used to collect data via online. The researcher targeted students from the

University of Malaysia Kelantan as respondents.

3.2 Data Collection Methods

The primary data was collected based on the respondent’s perspectives. The
respondents will answer the questionnaire via Google Form, which is a closed-ended
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question. The questionnaire connected to the objective of this study was distributed to
361 students.

3.3 Study Population

According to Hu (2014), the population of a study is the subgroup of the chosen people
from the sample that is drawn. In this research, the researchers are focusing on
undergraduate students at the University Malaysia Kelantan in Pengkalan Chepa,
Kelantan, which consists of 6000 students (Universiti Malaysia Kelantan, 2022).

3.4 Sample Size

The size of the sample is described as an approximation of the figure of replicates that
will be a fragment of the study (Kaur, 2017). Therefore, in this research, the sample
was around 361 respondents from the population of 6000 students. According to Krejcie
and Morgan (1970), the proposed model of 361 was extracted by utilising this
formulation:

s =X2NP(1—-P) + d?(N —1) + X2P(1— P)

3.5 Research Instrument

The previous study’s research question is used in this study. A simple random sampling
was used as the sampling method to gather data for this analysis, which was based on
questionnaires. Sections A, B, and C comprise of three sections of the questionnaire
used in this study. The details, or demographics, of the respondents are covered in
Section A. Next, Section B discusses the dependent variable, while Section C discusses
all those five independent variables. The five-point Likert scale is used throughout
Sections B and C of the questionnaire.

3.6 Measurement of Variables

The dependent variable for the acceptability of the solar-wind hybrid system, which
was closely associated with the Theory Planned of Behavior (Yazdanpanah, et al.,
2015), possessed three dimensions, which are intention, attitude, and moral norm, using
the indicator developed by Ajzen (2002). Eshchanov et al. (2013) measured the first
variable, economic concern, by using Kiling et al. (2009) indicator, that has two
dimensions, which are perception and preference in choosing energy. They also
measured the second variable, health concern, which has a dimension, that is
perception, using the same indicator.

The environmental concern, which acts as the third independent variable measured by
Nabhar et al. (2022) by using the indicator developed by Islam (2008), consists of two
dimensions, which are perception and attitudes towards the application. Djurisic et al.
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(2020) measured the fourth variable, social concern has a dimension, which is
perception, using the indicator developed by Ullman and Bentler (2003). The
surrounding concern, which acts as the fifth variable measured by Eshchanov et al.
(2013) by using the indicator developed by Kiling et al. (2009), consists of one
dimension, which is perception.

3.7 Procedure for Data Analysis

According to Kelley (2022), data analysis is the process of providing valuable data and
statistics, which are typically interpreted in graphs, tables, charts, and other visual
representations to reduce the risks associated with construction decisions. Researchers
can examine the link between the dependent and independent variables by using data
analysis. Pilot test, descriptive analysis, Pearson correlation and multiple linear
regression were employed in the data analysis for this study.

4 Result and Data Analysis

4.1 Hypotheses Testing (Pearson Correlation Analysis)

Hypotheses testing can be defined as enabling the drawing of inferences or conclusions
about population parameters by utilising data from a research sample (Singh & Singh,
2015). In this research, the Pearson correlation coefficient has been implemented in
order to measure the linear relationship among two variables. The outcome of the
correlation coefficient analysis indicates that independent variables correlate with the
dependent variable to identify the hypotheses, whether the hypotheses are accepted or
rejected.

Table 2: Pearson Correlation between Dependent and Independent Variables

Correlations
SW EC HC ENC SC SucC
Pearson 1 734%* .849%** 872%* 851%* 496%*
SwW Correlation
Sig. (1-tailed) .000 .000 .000 .000 .000
N 361 361 361 361 361 361
Pearson 734%* 1 749%* 795%* .802%* 275%*
Correlation
EC Sig. (1-tailed) .000 .000 .000 .000 .000
N 361 361 361 361 361 361
Pearson .849%* 749%* 1 874%* .890** .653%*
Correlation
HC Sig. (1-tailed) .000 .000 .000 .000 .000
N 361 361 361 361 361 361
Pearson 872%* J795%* 874%* 1 943%* A478%*
Correlation
ENC Sig. (1-tailed) .000 .000 .000 .000 .000
N 361 361 361 361 361 361
Pearson B51%* .802%* .890%** .943%* 1 A485%*
Correlation
SC Sig. (1-tailed) .000 .000 .000 .000 .000
N 361 361 361 361 361 361

123



5t MULTIDISCIPLINARY RESEARCH ON THE ENTREPRENEURSHIP
AND BUSINESS COLLOQUIUM 2022/2023

Pearson 496%* 275%* L653%* 478%* 485%* 1
Correlation
SUC  Sig. (I-tailed) .000 .000 .000 .000 .000
N 361 361 361 361 361 361

**, Correlation is significant at the 0.01 level (1-tailed)

Ho= Economic concern does not influence acceptability of solar-wind hybrid system in
logistic transportation.

Hi = Economic concern positively influence acceptability of solar-wind hybrid system
in logistic transportation.

The first hypothesis is that an economic concern would positively influence the
acceptability of a solar-wind hybrid system in logistic transportation. The r value of
acceptability of solar-wind hybrid system in logistic transportation and economic
concern is 0.734. This value indicates that economic concern is high positive correlated
with acceptability of solar-wind hybrid system in logistic transportation (r=0.734,
p<0.01). The significant value of this hypothesis is 0.000, which is less than 0.01. It
resulted in the failure to reject the hypotheses. In brief, the hypotheses are accepted.

Ho = Health concern does not influence acceptability of solar-wind hybrid system in
logistic transportation.
Hi = Health concern positively influence acceptability of solar-wind hybrid system in
logistic transportation.

The second hypothesis is that the health concern would positively influence the
acceptability of a solar-wind hybrid system in logistic transportation. The r value of
acceptability of solar-wind hybrid system in logistic transportation and health concern
is 0.849. This value indicates that health concern is high positive correlated with
acceptability of solar-wind hybrid system in logistic transportation (r=0.849, p<0.01).
The significant value of this hypothesis is 0.000, which is less than 0.01. It resulted in
the failure to reject the hypotheses. In brief, the hypotheses are accepted.

Ho = Environmental concern does not influence acceptability of solar-wind hybrid
system in logistic transportation.
H: = Environmental concern positively influence acceptability of solar-wind hybrid
system in logistic transportation.

The third hypothesis is that an environmental concern would positively influence the
acceptability of a solar-wind hybrid system in logistic transportation. The r value of
acceptability of solar-wind hybrid system in logistic transportation and environmental
concern is 0.872. This value indicates that environmental concern is high positive
correlated with acceptability of solar-wind hybrid system in logistic transportation
(r=0.872, p<0.01). The significant value of this hypothesis is 0.000, which is less than
0.01. It resulted in the failure to reject the hypotheses. In brief, the hypotheses are
accepted.

Ho = Social concern does not influence acceptability of solar-wind hybrid system in
logistic transportation.

Hi = Social concern positively influence acceptability of solar-wind hybrid system in
logistic transportation.
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The fourth hypothesis is that the social concern would positively influence the
acceptability of a solar-wind hybrid system in logistic transportation. The r value of
acceptability of solar-wind hybrid system in logistic transportation and social concern
is 0.851. This value indicates that social concern is high positive correlated with
acceptability of solar-wind hybrid system in logistic transportation (r=0.851, p<0.01).
The significant value of this hypothesis is 0.000, which is less than 0.01. It resulted in
the failure to reject the hypotheses. In brief, the hypotheses are accepted.

Ho = Surrounding concern not influence acceptability of solar-wind hybrid system in
logistic transportation.

Hi = Surrounding concern positively influence acceptability of solar-wind hybrid
system in logistic transportation.

The fifth hypothesis is that the surrounding concern would positively influence the
acceptability of a solar-wind hybrid system in logistic transportation. The r value of
acceptability of solar-wind hybrid system in logistic transportation and surrounding
concern is 0.496. This value indicates that surrounding concern is low positive
correlated with acceptability of solar-wind hybrid system in logistic transportation
(r=0.496, p<0.01). The significant value of this hypothesis is 0.000, which is less than
0.01. It resulted in the failure to reject the hypotheses. In brief, the hypotheses are
accepted.

4.2 Multiple Linear Regression

Regression analysis is performed to determine the correlation between two or more
variables and identify which independent variables have a high influence on the
dependent variables (Uyanik & Giiler, 2013).

Table 3: Model Summary of Multiple Regression Analysis

Model Summary
Model R R Square Adjusted R Square Std. Error of the Estimate
1 .891° .794 791 3273536

a. Predictors: (Constant), Surrounding Concern, Environmental Concern, Economic
Concern, Health Concern, Social Concern

Based on the Table 3, the value of R? is 0.794. This value indicates the independent
variables of economic, health, environmental, social, and surrounding concerns

contributed 79.4% of factors to turnover intention.

Table 4: Anova of Multiple Regression Analysis

ANOVA?
Model Sum of Squares df Mean Square F Sig.
1 Regression 146.374 5 29.275 273.187 .000°
Residual 38.042 355 .107
Total 184416 360

a. Dependent Variable: Acceptability of Solar-Wind Hybrid System in Logistics Transportation
b. Predictors: (Constant), Surrounding Concern, Environmental Concern, Economic Concern, Health
Concern, Social Concern
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The result shows a significant impact on the acceptability of a solar-wind hybrid system
in logistics transportation (F (5, 355) = 273.187, p<0.000) with an R? of 0.794, which
is shown in Table 4.

The equation of regression:
Y = Bo + Bixy + BaXa + Baxz + Paxy + Psxs + €

Y = Acceptability of solar-wind hybrid systems So=10.894
x1= Economic concern L1=0.048
x> = Health concern £2=10.300
x3= Environmental concern p3=0.444
x4= Social concern p4+=0.024
xs= Surrounding concern Ss=0.003

Hence, the equation becomes
Y = 0.894 + 0.048x; + 0.300x, + 0.444x5 + 0.024x, + 0.003x5

Table 5: Coefficients of Multiple Regression Analysis

Coefficients®

Unstandardized Standardized

Coefficients Coefficients
Model B Std. Error Beta t Sig.
1 (Constant) .894 .099 9.053 .000
Economic Concern .048 .038 .056 1.278 202
Health Concern .300 .059 .346 5.103 .000
Environmental Concern 444 .067 498 6.618 .000
Social Concern .024 .073 .027 328 743
Surrounding Concern .003 .024 .004 11 911

a. Dependent Variable: Acceptability of Solar-Wind Hybrid System in Logistics Transportation

This research was conducted to predict the acceptability of a solar-wind hybrid system
in logistics transportation based on the economic, health, environmental, social, and
surrounding concerns. A multiple regression analysis has been utilised in this research
to test the hypothesis. The result shows how strong each independent variable’s impact
is on the dependent variable, which was described by an unstandardized beta.

According to Table 5, the most influential independent variable in determining the
acceptability of a solar-wind hybrid system in logistics transportation was
environmental concern, where it shows ($=0.444, p<0.05), as the p-value is 0.000,
which is less than 0.05. Thus, environmental concern is a significant predictor of the
acceptability of solar-wind hybrid systems in logistics transportation.

The second leading indicator is known as a health concern (f=0.300, p<0.05) and
followed by an economic concern (=0.048, p<0.05), with the acceptability of solar-
wind hybrid systems in logistics transportation having p-values of 0.000 and 0.202,
respectively. It shows that health concerns have a p-value that is less than 0.05, while
economic concerns show a p-value that is greater than 0.05. Hence, health concerns are
a significant predictor, while economic concerns are an insignificant predictor.

In addition, the outcome of multiple linear regression shows that social concern
(B=0.024, p<0.05) and surrounding concern ($=0.003, p<0.05) had no impacts on the
acceptability of solar-wind hybrid systems in logistics transportation, as the p-values
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are 0.743 and 0.911, respectively, which are greater than 0.05. Thereby, social and
surrounding concerns are an insignificant predictor of the acceptability of solar-wind
hybrid systems in logistics transportation.

5 Discussion and Conclusion

5.1 Key Findings

Relationship between economic and environmental concern with acceptability of solar-
wind hybrid system in logistics transportation.

Based on Table 5, the multiple linear regression shows that the economic concern is an
insignificant predictor while environmental concern is a significant predictor. The
economic concern is an insignificant variable in the acceptability of solar-wind hybrid
systems in logistics transportation. According to Halkos and Gkampoura (2020), non-
renewable energy sources are much more valuable to economic growth compared to
renewable energy sources. Besides, environmental concern is a significant variable in
the acceptability of solar-wind hybrid systems in logistics transportation. Therefore, the
researchers conclude that there is an association between economic and environmental
concerns with the acceptability of solar-wind hybrid systems in logistics transportation
as long as the research objective and question are fulfilled.

Relationship between social and health concern with acceptability of solar-wind hybrid
system in logistics transportation.

According to Table 5, the multiple linear regression results show that the social concern
has an insignificant value while the health concern has a significant value. A social
concern is an insignificant variable in the acceptability of solar-wind hybrid systems in
logistics transportation. Besides, the respondents lack knowledge about using clean
energy sources, which will create more employment or jobs for citizens in order to
reduce unemployment (Owusu & Asumadu-Sarkodie, 2016). Thereby, the researchers
conclude that there is an association between health and social concerns with the
acceptability of solar-wind hybrid systems in logistics transportation due to the
satisfaction of the research objective and question.

Relationship between surrounding concern and acceptability of solar-wind hybrid
system in logistics transportation.

As shown in Table 5, the multiple linear regression results show that the surrounding
concerns have an insignificant predictor. The surrounding concern is an insignificant
variable in the acceptability of solar-wind hybrid systems in logistics transportation.
Moreover, respondents believed that surrounding concerns were unimportant for
renewable energy due to their statement that clean energy would harm either plants,
animals, or nearby humans (Eshchanov et al., 2013). Hence, the researchers conclude
that there is an association between surrounding concerns and the acceptability of solar-
wind hybrid systems in logistics transportation due to the completion of the research
objective and question.
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5.2 Discussion

Hypothesis 1
Economic concern positively influences acceptability of solar-wind hybrid system in
logistics transportation.

As aforementioned, the foremost research hypothesis is that economic concern
positively influences the acceptability of solar-wind hybrid systems in logistics
transportation. According to the result shown in Table 2, there is a high positive
correlation between the independent variable, which is economic concern, and the
dependent variable, which is the acceptability of a solar-wind hybrid system in logistics
transportation. As a result, the findings indicate a positive relationship between
economic concern and the acceptability of solar-wind hybrid systems in logistics
transportation.

This positively significant value might be due to the association of economic concerns
with the solar-wind hybrid system in logistics transportation. Temiz Din¢ and Akdogan
(2019) stated that economic concerns have a significant positive value in terms of
renewable energy. They too mentioned that the use of renewable energy improves
economic growth and that the government should account for its energy policies in
order to promote renewable energy. Hence, the authorities or citizens would prefer to
pay more for the acceptability of solar-wind hybrid systems in order to raise national
income. Economic concern has a significant influence on the acceptability of solar-
wind hybrid systems in logistics transportation. Thus, hypotheses for economic concern
are accepted and supported.

Hypothesis 2
Health concern positively influences acceptability of solar-wind hybrid system in
logistics transportation.

As aforenamed, the second research hypothesis is that health concerns positively
influence the acceptability of solar-wind hybrid systems in logistics transportation. The
result in Table 2 shows that there is a high positive correlation between the independent
variable, which is health concern, and the dependent variable, which is the acceptability
of a solar-wind hybrid system in logistics transportation. As a result, the findings
indicate a positive relationship between health concerns and the acceptability of solar-
wind hybrid systems in logistics transportation.

This positively significant value might be due to the attribution of health concerns with
the solar-wind hybrid system in logistics transportation. Majeed et al. (2021) stated that
health concerns have a significant positive value in terms of renewable energy
consumption. They too stated that this kind of attribution will enhance human health
and prevent chronic disease by utilising clean energy resources. Therefore, countries
that use solar-wind hybrid systems will produce healthier citizens for current and future
generations. Health concerns have a significant influence on the acceptability of solar-
wind hybrid systems in logistics transportation. Thus, hypotheses for health concerns
are accepted and supported.
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Hypothesis 3
Environmental concern positively influences acceptability of solar-wind hybrid system
in logistics transportation.

As aforesaid, the third research hypothesis is that environmental concern positively
influences the acceptability of solar-wind hybrid systems in logistics transportation.
The Pearson correlation test was prompted to assist in identifying the environmental
concern associated with the acceptability of solar-wind hybrid systems in logistics
transportation. Based on the findings in Table 2, there is a high positive correlation
between the independent variable, which is environmental concern, and the dependent
variable, which is the acceptability of a solar-wind hybrid system in logistics
transportation. The result of this research indicates a positive association between
environmental concern and the acceptability of a solar-wind hybrid system in logistics
transportation.

This positively significant value might be due to the integration of environmental
concerns with the solar-wind hybrid system in logistics transportation. According to
Wall et al. (2021), environmental concern has a significant positive value in terms of
renewable energy technology adoption. This type of integration will encourage anxiety
about pollution, environmental issues, and the improvement of environmental
conditions through the use of renewable energy (Wall et al., 2021). As a result,
environmental concern encourages positive behaviour in incorporating renewable
energy such as solar-wind hybrid system, into logistics transportation on a daily basis.
Environmental concern has a significant influence on the acceptability of solar-wind
hybrid systems in logistics transportation. In brief, hypotheses for environmental
concern are accepted and supported.

Hypothesis 4
Social concern positively influences acceptability of solar-wind hybrid system in
logistics transportation.

As previously mentioned, the fourth research hypothesis is that social concern
positively influences the acceptability of solar-wind hybrid systems in logistics
transportation. As shown in Table 2, there is a high positive correlation between the
independent variable, which is social concern, and the dependent variable, which is the
acceptability of a solar-wind hybrid system in logistics transportation. The result of this
research indicates a positive association between social concern and the acceptability
of a solar-wind hybrid system in logistics transportation.

This positively significant value might be due to the association of social concerns with
the solar-wind hybrid system in logistics transportation. Wall et al. (2021) stated that
social concern has a significant positive value in terms of renewable energy adoption.
This kind of association will prevent defections in generating employment or job
opportunities in order to develop and expand the citizens’ knowledge (Wall et al.,
2021). Therefore, adoption and acceptance of solar-wind hybrid systems will eventually
lead to the production of high-quality and skilled labour in the renewable energy sector.
Social concern has a significant influence on the acceptability of solar-wind hybrid
systems in logistics transportation. In brief, hypotheses for social concern are accepted
and supported.
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Hypothesis 5
Surrounding concern positively influences acceptability of solar-wind hybrid system in
logistics transportation.

As above-mentioned, the endmost research hypothesis is surrounding concern
positively influences the acceptability of solar-wind hybrid systems in logistics
transportation. In accordance with a result in Table 2, there is a low positive correlation
for the independent variable, which is surrounding concern with the dependent variable
of the acceptability of a solar-wind hybrid system in logistics transportation. The
outcome shows a low connection between surrounding concerns and the acceptability
of a solar-wind hybrid system in logistics transportation.

This positively significant value might be due to the awareness and knowledge
regarding the solar-wind hybrid system in logistics transportation. These kinds of
strengths and certainties in awareness and knowledge might result in being unworried
about the benefits of the solar-wind hybrid system. Moreover, Szakaly et al. (2021)
stated that the surrounding concerns possess significant value in terms of renewable
energy. According to them, 90% of populations have high levels of knowledge and
understanding of clean energy resources. Therefore, the authorities should devote more
resources to the acceptability of solar-wind hybrid systems in order to nurture
renewable energy in the community. Surrounding concerns have a significant impact
on the acceptability of solar-wind hybrid systems in logistics transportation. Overall,
the hypothesis for surrounding concerns is accepted and supported.

5.3 Implications of the Study

This research explains the perspective of University Malaysia Kelantan students on
solar-wind hybrid systems in logistics transportation. It can serve as a starting point for
further research into renewable energy use as well as encourage future research. As
well, future research should examine the impact of renewable energy on logistics
management in Malaysia as a whole.

The use of solar-wind hybrid systems can be further expanded with future research. The
researcher should expand the study further. Furthermore, the use of renewable energy
supported by the local government can help the government save money and use
renewable resources more efficiently. Therefore, the government should play a role in
further developing the use of renewable energy in order to save on fuel costs.

5.4 Limitations of the Study

This research is currently yielding numerous benefits in various ways, yet the
limitations are still a bone of contention. These impediments will encourage future
research to advance in order to provide a better outcome. The most significant
challenges encountered in this research were the broad independent variables, time
constraints, and inexpert respondents.

First and foremost, the broad independent variable acts as a predominant restriction in

this study. The subcategorization of each independent variable into smaller groups
provides better insights as they are more exact. Besides, the suggested question was
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performed in English from the beginning to the end, which demonstrates a lack of
interest in responding to the question. Unfortunately, this kind of complication will lead
to abnormal data.

5.5 Recommendation

There are several recommendations for future researchers to help them improve their
studies on their research topic. First, the researchers have limited time to distribute the
questionnaire and collect data from respondents. Hence, there is a limitation on the total
number of respondents that the survey requires.

The next recommendation is to target the right population to answer the questionnaire.
A solar-wind hybrid system is not a common thing in Malaysia. Therefore, students at
UMK may not be familiar with this study. The researchers recommend that future
researchers target populations that have knowledge about solar-wind hybrid systems
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Abstract:

The goal of the study was to evaluate green supply chain management practises and the
awareness among food and beverage retailers in Kelantan. In this research, researchers looked
into the connections between green manufacturing, green purchasing, green packaging and the
awareness of green supply chain management among food and beverage retailers in Kelantan.
This study also has chosen manufacturer, wholesaler, or other distributor as respondents to
complement this study. In collecting respondent data, an online questionnaire form has been
used because it is easy to connect, obtain and analyze data from all over Kelantan. Non-
probability sampling has been applied in this study because the populations are unknown. In
order to accomplish the objective of this study, a quantitative method will be used. Reliability,
descriptive, correlation and multiple linear regression analysis have been used in this study.
The result of the analysis confirmed that only two independent variables have a relationship
with the dependent variable. It showed a positive and significant correlation exists between
green manufacturing and green packaging with the awareness among food and beverage
retailers in Kelantan. Besides, this study has identified some limitations of this research. As a
result, recommendations have been made for additional investigation. Future researchers can
therefore identify the strategies to enhance this problem for future study.

Keywords: green manufacturing, green purchasing, green packaging, awareness of green
supply chain management, food and beverage retailers in Kelantan.

1 Introduction

Supply Chain Management (SCM) presents a significant issue for both businesses and
distribution networks. According to Lee (2015), these issues are brought on by global
environmental rules, green consumerism, and climate change. Food waste disposal in
landfills causes methane gas to be released into the atmosphere, which contributes to
environmental pollution and global warming. GSCM offers advantages by utilising
techniques like recycling, replication, and active supplier chain management. The need
to include sustainably and green, practises into supply chain management (GSCM) has
been highlighted by the general increase in environmental concern.
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GSCM is one of the strategies to battle the ongoing conservation concerns in Malaysia
and attain a risk-free and clean environment. The Malaysian Environmental Quality
Act, which was first passed in 1974, has undergone periodic revisions and now includes
eighteen new laws to permit duties of evaluation on sewage, clean air, and industrial
leakage. The adoption of green and environmentally friendly concepts in the service
sector, rather than the industrial sector, has recently been under the spotlight.

The relationship between GSCM and the food retail industry is gaining attention since
it serves as a key industry that is most suited to reduce environmental impacts. The
intention of this study is to provide a response to the matter of how GSCM practises
and raises awareness towards food and beverage retailers in Kelantan. The target group
was Kelantan's food and beverage retailers who adopted GSCM practices. Once
retailers integrate green supply chain strategies into their current supply chains,
communities may have healthier natural ecosystems.

2 Literature Review

2.1 The Awareness of Green Supply Chain Management among Food and
Beverage Retailers

The awareness of green supply chain management among food and beverage sellers in
Kelantan involves applying environmental considerations to all aspects of supply chain
management. Being environmentally friendly is just one aspect of GSCM. It also serves
as a key commercial value driver and sound business strategy. Supply chain
management is a significant element that has a direct impact on productivity and
competitiveness. By lowering costs, going green in the supply chain can help the
company compete better with other sellers. Being sustainable is the same as considering
a product or organization's social, economic, and environmental impact. The old-
fashioned method of managing a supply chain is no longer effective in the modern
world nowadays. Most of retailers not alert about the green of supply chain management
in their business. For the government to compete internationally in the nation's
industrial sector, green supply chains are also crucial.

2.2 Green Manufacturing

Green manufacturing is about designing products using design for environment
principles and using eco-efficient processes. This means delivering them to the
customer with the least amount of environmental impact. Mendler et al. (2005) claim
that green manufacturing can satisfy the needs of the current generation without
imperilling capacity of future generations. Seliger et al. (2008) argue that green
manufacturing, its application, and resource recovery is crucial issues for governments
and industries everywhere. Businesses are now expected to use these techniques to
create safer consumer goods and more environmentally friendly workplaces. Since the
introduction and adoption of ISO 14001 in 1996, strict product and process
specifications have been mandated. The production of food contributes significantly to
resource consumption, which has a striking environmental impact. Researchers are
looking into ways to address the growing concerns regarding eco- environmental
practises in the foodservice sector. Based on this research, the positive relationship
between green manufacturing and the awareness among food and beverage retailers in
Kelantan can be proof that this GSCM element can improve environmental effect in
this food and beverage industry. Hence, the study suggests the following hypothesis:
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H1: Green manufacturing has a significant positive relationship with the awareness of
green supply chain management among food and beverage retailers.

2.3 Green Purchasing

The production of food is one of the most challenging environmental issues that the
world is now facing (iGPS 2019). Applying green purchasing can increase business
efficiency and enhance its public image. Based on the previous study from Thoo &
Izzati (2015), these businesses could have an advantage because their green supply base
offers lower costs, higher quality, and concern about environmental aspects. Tritoset
al., (2013) states that buying organization with a green supply chain initiative will pay
attention to the green practices of their suppliers, especially small and medium-sized
enterprises. In response to this, the adoption of green purchasing is crucial (Jones 2019).
In view of that, the following hypothesis is suggested:

H?2: Green manufacturing has a significant positive relationship with the awareness of
green supply chain management among food and beverage retailers.

2.4 Green Packaging

Mothersbaugh, A. (2021) defines green packaging as sustainable packaging that uses
materials and manufacturing methods to reduce energy use and environmental impact.
Pune (2022) predicted that the global food green packaging industry will grow due to
increased environmental awareness and plastic packaging use. Food companies utilise
green packaging because it can be reused, recycled, and biodegrades. Keller, D. (2019)
found that product packaging materials can impact market performance, including
F&B. Packaging design can affects brand awareness, product protection, product
presentation, and consumer communication. Gonzalo (2021) found that sustainable
development addresses social issues such as climate change, the environment, resource
efficiency, and raw material availability. One of the most important strategies is the
promotion of "green packaging," which refers to the utilisation of environmentally
friendly materials and designs for the product's packaging. Taking head of this study,
the third hypothesis is stated as follows:

H3: Green packaging has a significant positive relationship with the awareness of green
supply chain management among food and beverage retailers.

2.5 Conceptual Framework

The Awareness of Green Supply Chain Management among Food Beverage Retailers
in Kelantan.
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INDEPENDENT VARIABLES DEPENDENT VARIABLES

Green Manufacturing

Awareness Of
Green Supply Chain

i

Green Purchasmg Management
Among F&B
Fetailers in
Kelantan
Green Packaging

Figure 2.1: The Conceptual Framework for Dependent Variable and Independent
Variable

3 Research Methodology

The research of this study has used sampling facilities as the primary source in
collecting data from respondents. The questionnaire consisted of the following five
sections: A, B, C, D and E. The respondent's demographic information is included in
Section A's demographic profile. A few demographics of the respondents were age,
race, ethnicity, gender, education, and employment status. The researcher can target the
audience using this area. Following Section B, a question based on the awareness of
green supply chain management among food and beverage retailers in Kelantan as
dependent variable will be presented. This section discusses the green supply chain
management practises of food and beverage retailers in Kelantan. In Section C, the first
independent variable is green manufacturing; in Section D, the second independent
variable is green purchasing; and in Section E, the third independent variable is green
packaging. Section B to E will be using a five-point Likert scale that is measured with
1 = Strongly Disagree and 5 = Strongly Agree. Therefore, the questionnaire used the
Likert scale, 1 = Strongly Disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, and 5 =
Strongly Agree.

The purpose of this study is to evaluate the relationship between the awareness and
green supply chain management practices which is the independent variables such
green manufacturing, green purchasing and green packaging among food beverage
retailers in Kelantan. As a sample strategy, probability sampling was selected for the
analysis. The study by Shukla stated that depending on the goal of their research,
researchers can choose from a variety of sampling techniques. According to Hair et al.
(2010), the sample size was at least five times of items to be analyzed if researchers
cannot find the number of populations. This research requires 115 completed
questionnaires (5% 34 items to be analyzed). Nevertheless, 200 questionnaires will be
distributed to the respondents of food and beverage retailers in Kelantan.

Table 1: Rule of Thumb of Cronbach’s Alpha Coefficient Size

Coefficient Alpha Range, Strength of
a Association
>0.90 Excellent
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0.80 to <0.90 Very Good

0.70 to <0.80 Good

0.60 to <0.70 Moderate
<0.60 Poor

Source: (Hair et al., 2003)

The rule of thumb for Cronbach's Alpha Coefficient size is shown in Table 1. This table
was used to look at how consistent and reliable the questionnaires were. Correlation
Analysis was also used to look at the strength and direction of the relationship between
the two variables in this study. Table 2 shows the general rules for using the Correlation
Coefficient to figure out how dependent variables and independent variables affect each
other (Kumar et al., 2013).

Table 2: Rules of Thumb of Correlation Coefficient

Coefficient Strength of Association
Range
>0.90 Very Strong
0.80 to <0.90 High
0.70 to <0.80 Moderate
0.60 to <0.70 Small but definite
relationship
<0.60 Slight, almost negligible

Source: Samouel et al. (2003)

Multiple Linear Regression Analysis was used to predict the value of a variable based
on the values of two or more variables in order to get useful data for this study.
Presented below are the equations for Multiple Linear Regression for this study:

Awareness of Green Supply Chain Management among Food and Beverage
Retailers= B, + f. (Green Manufacturing ) + 5. (Green Purchasing)
+ B. (Green Packaging)

4 Finding and Discussion

Table 3: Demographic profile of respondents

Demographic Gro Frequency Percent
profile up (0] (%)
Gender Mal 8 43.0
e 6 57.0
Fem 1
ale 1
4
Age (years old) 18-25 6 34
26-35 9 .5
36-45 3 17
46-55 4 .0
Above 55 5 28
6 .0
3 16
3 .5
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8 4.
0
Race Mala 9 47
y 5 5
Chin 4 22
ese 5 5
India 4 21
Othe 3 .5
IS 1 8.
7 5
Academic SPM 2 13
Qualificati STPM / 6 .0
on DIPLO 4 23
MA 6 .0
Degree 9 49
Master 9 .5
Degree PhD 2 10
1 5
8 4.
0
Occupation Level First-level 9 65.3
Middle- 8 73.3
level 1 86.7
Top-level managers 2
2
0
Period of time Less than 1 year 6 30.5
with the retailer A year to less than 3 years 3 1 22.0
years to less than 5 years 5 4 16.5
years to less than 10 years 10 4 20.5
years or more 3 10.5
3
4
1
2
1
Current Y 1 80.0
environmental e 6 10.0
management S 0 10.0
system N 2
0 0
In progress 2
0
Retail Certification ISO 14001 1 60.0
Others 2 40.0
0
8
0

Among the 200 respondents, most were female respondents (57.0%), while the male
respondents were 43.0%. The Malays dominated the data collection, with 47.5%. The
majority of the respondents were degree holder (49.5%) and mostly is the first-level
occupation. The longest period of time with the retailer was less than a year (30.5%)
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and 80.0% of them has current environmental management system. Lastly, 60.0% of
the respondents use ISO 14001 retail certification.

Table 4: Result of Reliability Coefficient Alpha for the Independent Variables and

Dependent Variable
Variables No of items Cronbach’s Alpha Strength
Awareness of GSCM 6 0.953 Excellent
Green Manufacturing 7 0.948 Excellent
Green Purchasing 8 0.954 Excellent
Green Packaging 5 0.953 Excellent

The reliability of the questionnaires was analyzed using reliability analysis. Before
being delivered to 200 respondents via the online survey method, the pilot test was
conducted with 30 respondents.

Table 5: Pearson Correlation Analysis

Awareness Green Green Green
of GSCM Manufact Purchasing Packaging
uring
Awareness of Pearson 1 0.853™ 0.828" 0.790™
GSCM Correlation
Sig. (2- 0.000 0.000 0.000
tailed)
N 200 200 200 200
Green Pearson 0.853™ 1 0.808™ 0.798™
Manufacturing Correlation
Sig. (2- 0.000 0.000 0.000
tailed)
N 200 200 200 200
Green Pearson 0.828™ 0.808™ 1 0.734™
Purchasing Correlation
Sig. (2- 0.000 0.000 0.000
tailed)
N 200 200 200 200
Green Pearson 0.790™ 0.798" 0.734™ 1
Packaging Correlation
Sig. (2- 0.000 0.000 0.000
tailed)
N 200 200 200 200

Pearson’s correlation coefficient was used to examine the statistical relationship
between independent variables and awareness of GSCM among food and beverage
retailers in Kelantan. Based on Table 5, the correlation between independent variables
is shown in table 5. The table above highlighted figure shows the correlation, or r,
between each independent variable. There is only one relationship between the
variables which is between the dependent variable and green manufacturing the value
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is bigger than 0.85. However, here is no relationship between other variables because
none of them are bigger than 0.85. The independence assumption then was met.

Table 6: Multiple Linear Regression

Standardize
Unstandardized d
Model Coefficients Coefficients

T S

B Std. Beta ig

Error .
1 (Constant) -.150 0.173 - 0.3
867 87
Green Manufacturing 0.470 0.091 0.424 5.19 <.0
Ivr) 2 01
Green Purchasing 0.282 0.089 0.246 3.16 .00

Iv2) 2 2
Green Packaging 0.283 0.063 0.261 4.50 <.0
avs) 8 01

a. Dependent Variable: Awareness of GSCM (DV)

Table 6 shows the table of Coefficients. It explained which independent variables were
individually predictor of dependent variable. According to the table 4.83, the factors

such as green manufacturing and green packaging were significant since their p-values

less than 0.05. However, the coefficients of green purchasing value were 0.002 greater
than 0.001. Thus, green purchasing was not significant to estimate the awareness of

GSCM among food and beverages retailers in Kelantan.

5 Discussions

Table 7: Summary of Correlation Analysis

Hypothesis Significant Correlation Conclusion
Value Value
1 0.000 0.853 Significant, High
positive correlation
2 0.000 0.828 Significant, High positive
correlation

3 0.000 0.790 Significant, High
positive
correlation

Based on table 7 above shows the results of correlation analysis to determine the
relationship between the dependent variable which is the awareness of GSCM among
retailers in Kelantan and green manufacturing, green purchasing and green packaging,
which are independent variables. The result above show that the independent for green
manufacturing, green purchasing and green packaging have a very high relationship

with the dependent variable.
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Where, the value of correlation coefficient for green manufacturing is 0.853 which is
significant and high positive correlation. According to Mendler et al. (2005) supported
that green manufacturing can satisfy the needs of the current generation without
imperiling the capacity of future generations to satisfy their own needs. Next, the value
of correlation for green purchasing is 0.828 where is significant and have high positive
correlation. As per Thoo & Izzati (2015), stated that by using materials that are long-
lasting, recyclable, and reusable, "green" purchasing strives to reduce the amount of
damage done to the environment during the manufacturing process Meanwhile, the
value of correlation coefficient for green packaging is 0.790 which is significant and
also high positive correlation. Based on Pune (2022) also said that the fast-growing food
and beverage industry is expected to drive the growth of the food green packaging
market.

Table 8: Multiple Linear Regression Summary

Hypothesis Significant Significant
Value Result

Green Manufacturing has an influence to
the awareness GSCM among food and
beverage 0.000 Significant
retailers in Kelantan.

Green Purchasing has an influence to the
awareness GSCM among food and
beverage retailers in 0.002 Not

Kelantan. Significant

Green Packaging has an influence to the
awareness GSCM among food and
beverage retailers in 0.000 Significant
Kelantan.

According to table 8 above, only two hypotheses had been accepted because there were
less than thealpha 0.001. In conclusion, it can be concluded that green manufacturing
and green packaging have influence the awareness of GSCM among food and beverage
retailers in Kelantan. Hence, the equation for this study was:

Awareness of GSCM=-0.150 + 0.470(green manufacturing) + 0.283(green
packaging)

It can be concluded that green manufacturing and green packaging predicted the
dependent variable which is awareness of GSCM among food and beverage retailers in
Kelantan.

5.1 Implication of the Study

Hence, by going through the overall finding of the study, some of the important
implications should be emphasized among food and beverages retailers. First of all, the
implications of this study on green manufacturing towards food and beverage retailers
in Kelantan are the retailers would be able to consider on how to use their environmental
initiatives as a competitive advantage. Retailers would be able to cut expenses and
waste by improving operational efficiency. Meanwhile, green purchasing also brings
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an important implication towards food and beverages retailers because the majority of
empirical study on environmental and green purchasing issues only focused on a
manufacturer's own internal operations and activities.

Last but not least, green packaging brings a big implication among food and beverage
retailers because food companies might switch to eco-friendly packaging as a means to
protect the environment and win over customers who care about the environment. The
food and beverage industry are projected to be the greatest consumer of green packaging
across all food and beverage retailers, with the worldwide green packaging market
forecast to increase at a rate of roughly 8% over the next five years.

5.2 Limitation of the Study

Discovering a limitation can be an important opportunity to identify new literature gaps
and describe the need for further research. The first limitation of this study is the
difference in the perspective of the respondents. Besides that, this study only focuses
on the dependent variables which is the awareness of GSCM and three independent
variables which is green manufacturing, green purchasing, and green packaging.

The next limitation is the small experimental group such as the researcher only focused
on food and beverage retailers where is only 200 respondents who answered this
questionnaire which the researcher prepared on google form and the respondents
answered this questionnaire on the online platform. The last limitation is the
researcher's lack of time to find respondents is very limited.

5.3 Recommendation of the Study

After completing this study, the researchers found space for improving future study
quality. First of all, as respondents respond, the researcher has the opportunity to assist
and inform a target respondent by offering a clarification of each question to ensure that
they rank on the correct scale. This is to make sure respondents completely contribute
to answering the questionnaire by having the information to answer the question.

Next, for researchers to get accuracy in data collection, the time constraint is the biggest
challenge. Future research may expand the time to sort the actual data and examine only
the perfect random scale that has been addressed. The time frame of conducting the
survey should be extended for the researchers to get sufficient time to distribute and
collect from many respondents.
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Abstract:

The topic of this research is Factors that influencing efficiency of the humanitarian logistics
supports during flood disaster relief in Selangor, Malaysia. The purpose of this research is
identify how the factors which is collaboration, communication, accessibility, and coordination
influences efficiency of the humanitarian logistics supports during flood disaster relief in
Selangor, Malaysia. The sample size of this study is 384 respondents. A quantitative method
used to gather the respondent’s data. A Pearson correlation coefficient have used in this
research to analyse correlation and coefficients and identify the factors that influencing
efficiency of the humanitarian logistics supports during flood disaster relief. The Statistical
Package for Sciences (SPSS) version 26 was used for data analysis. From the findings of this
research, it shows that collaboration, communication, accessibility, and coordination have a
positive significant relationship with efficiency of the humanitarian logistics supports during
flood disaster relief. Furthermore, it also shows that coordination factor influences more on
efficiency of the humanitarian logistics supports during flood disaster relief than other factors.
Therefore, all four hypothesis of this research is accepted. From the outcome of this research,
limitations of this study and recommendations are included in this study to give a better idea
for future researchers related to studies involving the factor influences more on efficiency of
the humanitarian logistics supports during flood disaster relief.

Keywords: Collaboration, Communication, Accessibility, Coordination, efficiency of the
humanitarian logistics supports during flood disaster relief

1 Introduction

In this study, the researcher has been investigating the Factors that influencing
efficiency of the humanitarian logistics supports during flood disaster relief in Selangor,
Malaysia. Humanitarian logistics refers to the focused organisation of transporting and
storing goods in places affected by natural disasters or other localised emergency
circumstances in order to benefit the citizens and environments there (Sundram, 2021).
Humanitarian logistics activities can be situated among disaster preparedness and
disaster response in the disaster management cycle (Fadzline Tamyez et al., 2019).
Humanitarian logistics commonly involve in a disaster which is flood.

Floods are frequently induced in coastal regions by heavy rainfall, quick snowmelt, or
a severe storm which cause from a tropical cyclone or tsunami (World Health
Organization, 2022). Selangor is one of the states in Malaysia which affected due to
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flood. According to Bernama (2021c¢), several regions in the Klang Valley, including
Hulu Langat, Kuala Langat, Shah Alam, Klang, Hulu Selangor, Kuala Lumpur,
Petaling, and Bentong, Mentakab, and Temerloh in Pahang, were "submerged" beneath
water as a result of the floods, which happened after two days of nonstop, torrential
rain. Nearly 400,000 people had to be evacuated due to the floods in Malaysia which
involves 50 deaths along in December 2021, which also caused an estimated financially
around RM6.1 billion damages (Serina Rahman, 2022).

Throughout a flood disaster, many supporters step forward to help. NGO is the main
backer. In addition to NGO, Malaysia's Armed Forces have expertise in flood rescue
operations in part because of the East Coast's flooding occur almost every year,
especially in both Kelantan and Terengganu (Nazari, 2021). Cash donations are made
by donors; money contributions are gathered by collectors from clients, staff, and
vendors; A company -provide offers its products and services without charge (Negi,
2022). As per Prime Minister Datuk Seri Ismail Sabri Yaakob in 2021, The National
Disaster Management Agency (NADMA) is collaborating with the Social Welfare
Department and other organisations to distribute food (Augustin, 2021). As we can see,
there are a variety of supporters who were involved in the flood disaster and
encountered several hurdles in overcoming the crisis.

1.1 Problem Statement

In Malaysia, the concerns have already been apparent, with frequent floods in the
densest portions of Kuala Lumpur and Selangor demonstrating a lack of preparation,
inadequate administrative coordination, and insufficient measures to fight the problem's
core causes, such as deforestation and pollution (Wong, 2022). The magnitude of the
crisis may overwhelm to government agencies and any other stakeholder groups. As a
result, humanitarian aid and response activities may be inadequate and ineffectual
(Mazrul Hisyam Ab Malik, 2022).

The humanitarian logistic teams have challenges in handling the delivery of goods like
as food, clothing, medication, machinery, and manpower, all of which must be
delivered rapidly in order to optimise victim survival rates. Humanitarian logistics in
Malaysia is inadequate whenever there are no clear lines of command in organising the
response from higher levels of government and when the local response at the region is
insufficient." Because of these flaws, the inventory of resources—including emergency
buses, trucks, boats, earthmoving machinery, emergency energy generators, and mobile
telecommunications equipment—cannot be made accessible when it is needed (Mimi
Suriani Mat Daud, 2019).

Humanitarian help was sometimes delayed owing to unstable roads, restricted access,
and weak traffic flow, all of which occur whenever a disaster. For example, an
earthquake or flood occurs (Halizahari et al., 2021). Additionally, there are five key
obstacles to handling flood disasters: a lack of expertise, a lack of necessary power,
organisational collaboration, a labour shortage, resources for coordination, insufficient
funding, and communication difficulties (Muzamil et al., 2022).

1.2 Research Objectives

1. To examine the relationship between the Collaboration and efficiency of the
humanitarian logistics supports during flood disaster relief.
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2. To examine the relationship between Communication and efficiency of the
humanitarian logistics supports during flood disaster relief.

3. To examine the relationship between Accessibility and efficiency of the
humanitarian logistics supports during flood disaster relief.

4. To examine the relationship between Coordination and efficiency of the
humanitarian logistics supports during flood disaster relief.

1.3 Scope Of The Study

First, consider the study's population. The number of respondents to be questioned is
also limited according to the specific population. Secondly, the geographical area is
also the scope of the study. Selangor state is the scope for the study to be taken. In
addition, the data will be done through the utilization of questionnaire as a survey within
specific period in Selangor, Malaysia.

2 Literature Review

2.1 Underpinning Theory

The underpinning theory that had been used in this study is Resources Based View. The
resource-based view (RBV) is a concept that emphasises the importance of resources
in achieving enhanced firm performance (Jurevicius, 2021). In the RBV model, there
are two categories of assets which is tangible assets and intangible assets. The tangible
assets are indeed the firm's measurable physical resources. Resources that belong to
organisations but do not have a physical existence are known as intangible assets
(Saviom, 2022). The factors that influence the efficiency of the humanitarian logistics
supports during flood disaster which is collaboration, communication, accessibility, and
coordination are consider as the intangible assets. This is because those factors do not
have any physical presence but will occur impact to the efficiency of the humanitarian
logistics supports during flood disaster. RBV contends that a company may thrive not
just by having tangible assets but also by properly utilising intangible assets, which
enable it to gain a long-term competitive edge. Technology is indeed an intangible asset
that heavily relies on knowledge, much of which is implicit information (Nasab et al.,
2013). For example, communication and coordination is a factor that more related to
technology because both factors can maintain progress if it has standard level of
technology.

2.2 Previous Studies

2.2.1 Efficiency of the Humanitarian Logistics Supports During Flood Disaster Relief

Governments or authorities, the military, aid agencies, donors, and non-governmental
organisations (NGO) are all participants in humanitarian logistics (Daud et al., 2016).
NADMA was established as a prior agency committed to disaster management after the
country experienced a worst monsoon flood in December 2014, affecting 541,896
people and causing estimated damages of RM2.6 billion (Hadi, 2022). NADMA take
initiative to provide information regarding flood disaster in advance to aware the related
citizens and other humanitarian logistics supporters.

Apart from that, The Malaysian Armed Forces (MAF) is ready to tackle the monsoon
season, particularly in regions prone to floods (Bernama, 2022b). Whenever it comes
to humanitarian aid activities, MAF does not take the lead, but rather assists civil
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authorities in providing humanitarian assistance (Kumar, 2015). According to
International Federation of Red Cross and Red Crescent Societies (IRFC) (2022), The
Malaysian Army and Navy have dispatched boats as well as heavy machinery such as
tractors and trucks to clear the muddy route and convey flood-affected residents to the
relief centre.

NGOs contribute a crucial role during flood disaster in Selangor. According to Tan
(2021), there are various of NGOs which helped the victims during flood disaster in
Selangor, Malaysia. For instance, The Malaysian Red Crescent Society raises
contributions to assist flood victims in Selangor, particularly Klang, Shah Alam, and
Hulu Langat. The Hope Branch seeks financial assistance in order to collect basics such
as dental health kits, face masks and etc for distribution to individuals in Hulu Langat
and Shah Alam. Moreover, NGOs seeks helps from donor in term of financially. A
donor is someone who donates something that is of value to another person or group,
usually a charity (Vocabulary, 2022). According GlobalGiving (2022), Malaysia Flood
Relief Fund had collected RM 76,262 from 204 donor within 11 months.

2.2.2 Collaboration

Collaboration problems have been noted as a significant barrier in the administration of
humanitarian programmes. According to Johor Bharu Civil Defence Force Disaster
Operations representative Captain (PA) Osmirizan Melan, collaboration is crucial, in
order to organise a swift reaction team to deliver relief to the victims at Selangor (Aida
Ahmad, 2022).

Due to security concerns and a lack of confidence, there has been relatively little
collaboration among the government and non-governmental organizations (Yagub,
2014). Many Selangor citizens confront that donor should collaborate with NGOs
instead of government. Abdul Latiff Ahmad, special duties minister and chairman of
the National Disaster Management Agency (NADMA), has been criticised by an NGO
for neglecting to handle the severe flooding that has affected numerous regions (FMT
Reporters, 2021). This kind of dissatisfaction could lead to a humanitarian logistic
supporter to not collaborate with another humanitarian logistic supporter during flood
disaster. The duties and obligations of government agencies in assisting non-
governmental organisations (NGOs) in delivering humanitarian help are not well
defined under present legislation. Based on National Disaster Management Agency
(NADMA), there is only one system or instrument in place to coordinate those NGOs
and their diverse capabilities and capacities (Hisyam et al., 2020).

Most humanitarian logistics supporters range greatly in terms of their goals, capacities,
mandates, skills and expertise, values, and organisational cultures. It can be challenging
to establish areas of collaboration with such variability (Papier, 2021). Without waiting
for a command from the National Disaster Management Agency (NADMA), the
Malaysian Armed Forces jumped into action on Friday, assisting in the evacuation of
flood victims to relief centres as extensive flooding devastated five states over the
weekend. According to the source, the Selangor government was likewise hesitant to
involve the military (Free Malaysia Today (FMT), 2021). This statement shows that
Malaysian armed force made their own decision to help the victims without collaborate
with NADMA or with the Selangor government. Due to majority humanitarian logistics
supporters have authority to take decision by their self, they hesitate to collaborate with
other organization or supporter.

151



5t MULTIDISCIPLINARY RESEARCH ON THE ENTREPRENEURSHIP
AND BUSINESS COLLOQUIUM 2022/2023

2.2.3 Communication

Any communication problems may result in stakeholders' or NGOs' being unable to
understand how collaboration works, which would lower their satisfaction with
humanitarian efforts (Mazrul Hisyam Ab Malik, 2022). The citizen volunteers and
emergency responders were largely affected by communication overload. Local
authorities disregarding warnings, poor communication, and unusual rainfall all led to
the failures in handling the enormous floods that ravaged Selangor last month, Prime
Minister Ismail Sabri Yaakob told the Dewan Rakyat today (Writers, 2022 ).

During the recent floods in Selangor, 343 telecommunication towers providing mobile
connection for 2G and 4G services were damaged (KKMM Minister, 2021). Due to
communication failure, many people were trapped on key routes, uninformed of the
dangers that halted traffic and floodwaters, some of which were car-deep, might ended
up cutting them off or take their automobiles away (Rashid, 2021). According to
Khamarrul Azahari Razak, when there is a need to provide back - ups for information
exchange during disasters among local communities, district councils, and the state
disaster operations command centre, where the social media app such as WhatsApp
cannot be depended when electricity supply is interrupted and mobile phone batteries
are running low (Lim, 2022).

The second mode of communication is indeed the Government Integrated Radio
Network (GIRN). All government agencies participating in the ‘response' phase will
communicate via GIRN. However, GIRN frequently jams during flood relief when
many officers are utilising it (Mabahwi & Nakamura, 2020). Retired Malaysian Army
Colonel Azlan Iskandar claimed that the main problem in most situation during disaster
in Selangor, Malaysia was communication because individuals who were more
accessible or had better communication would be able to get aid earlier than others who
were less accessible or had poorer communication. Before incident like these occur, a
communication system that the populace can utilise in an emergency must be built
(Bernama, 2021b).

2.2.4 Accessibility

Humanitarian logistics supports during flood disaster relief will need accessibility to
complete their service. Route might be viewed as the key component of accessibility.
According to Bernama (202 1a), [Izham Hashim, the Selangor state executive councillor
for infrastructure, claimed that 38 slopes and landslide instances were recorded in five
areas under local councils, and that a totalling of 284 federal and state highways in
Selangor were impacted by the floods. When the road was damaged by the flood
disaster, the humanitarian logistics support team would encounter difficulties due to
landslides or slopes. NGOs, Malaysian army, firefighter, and relief team face challenges
due to unavailable routes and limited accessibility for transport. The rescue teams in
Selangor had difficulty continuing their efforts owing to several limits, according to
Prime Minister Datuk Seri Ismail Sabri Yaakob. He further claimed that these obstacles
included difficulty for rescue boats entering flooded regions due to inaccessible
pathways. As a result, the relief team cannot accomplish their rescue mission without a
proper method, and they must find another approach to assist the sufferer (Bhuiyan et
al., 2022).

The Malaysian army was actively involved in assisting flood victims in Selangor,
however owing to unfamiliarity with the places, it was difficult for them to approach
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the districts without hesitation. Brigadier Jen Noorrul Azril Ariffin, operations
commander of the Armed Forces Taman Sri Muda command post was one of the most
difficult problems, he said, was operating our assets at night time and lacked local
knowledge of the location (Taman Sri Muda, Selangor) and need guides to assist boats
(Zack, 2021). The humanitarian logistics supports were not able to request additional
backup vehicles necessary to carry out the rescue effort successfully because of their
lost connectivity to the flood-affected regions (Yazid et al., 2017). This justifies that
accessibility become the main struggle of humanitarian logistics supports during flood
disaster relief in Selangor, Malaysia

2.2.5 Coordination

A major problem in humanitarian logistics was also found to be a lack of coordination,
which might have several negative effects, such as inefficient assistance distribution,
rivalry for scarce resources among participants, and overcrowding on transportation
networks (Negi, 2022). An inflow of NGOs can overload government agencies and
municipal disaster response systems if there is insufficient coordination, which can
sometimes worsen the situation (Osa, 2003).

According to Zet (2021), NADMA plainly failed to use existing government
infrastructure to combat the potentially fatal flood that is expected in the West Malaysia
region. This statement explains that these are a crucial example of Nadma struggles to
coordinate properly the facilities provided by government during the flood disaster. The
58-year-old from Batu Tiga, Shah Alam, claimed the lack of adequate coordination
among the National Disaster Management Agency (Nadma), the Selangor Department
of Irrigation and Drainage (DID), and the people on December 19 led to the flood's
widespread destruction (Solhi, 2021).

Apart from that, there are numerous numbers of people from NGO who are interested
in helping people during flood disaster in Selangor but without proper coordination
most of the individual gathered in one location cause lack of volunteers to help at other
districts in Selangor. As an example, according to Bernama (2022a) Datuk Seri
Amirudin Shari stated that the Hulu Langat region was discovered to be congested
yesterday after many employees and volunteers were gathered there.

Datuk Seri Ismail Sabri Yaakob agreed that there had been a few delays and other flaws
in Selangor's flood relief operations. Taman Sri Muda in Shah Alam, Selangor, is one
of the worst-affected areas following the weekend's severe floods in the Klang Valley.
Civilian boats carrying supplies just arrived yesterday, but according to Siti, one of the
victims, they were uncoordinated, causing issues with distribution. Due to the improper
coordination by related humanitarian logistic supporter, most people at Taman Sri
Muda in Shah Alam, Selangor suffer without food for 48 hours (Yap, 2021).

2.3 Hypotheses Statement

H1: There is a relationship between Collaboration and efficiency of the humanitarian
logistics supports during flood disaster relief.

H2: There is a relationship between Communication and efficiency of the humanitarian
logistics supports during flood disaster relief.
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H3: There is a relationship between Accessibility and efficiency of the humanitarian
logistics supports during flood disaster relief.

H4: There is a relationship between Coordination and efficiency of the humanitarian
logistics supports during flood disaster relief.

2.4 Conceptual Framework

INDEPENDENT VARIABLE (IV)

Collaboration H1

DEPENDENT VARIABLE (DV)

= = H2 =
Communication Efficiency of the

humanitarian logistics
supports during flood
disaster relief

\/

Accessibility |13

Coordination H4

Figure 1: Conceptual Framework of factors that influencing efficiency of the

humanitarian logistics supports during flood disaster relief

3 Research Methodology

3.1 Research Design

In this study, a quantitative research design was used to estimate the relationship
between the dependent variable and the independent variable. This study uses
quantitative techniques. This is because they are more objective in studying and
understanding the link between independent variables and factors that influence the
efficiency of the humanitarian logistics supports during flood disaster relief in Selangor,
Malaysia.
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3.2 Data Collection Methods

Primary data collection prior aim is to gather information that is as accurate and
comprehensive as feasible (Maione, 2022). The example of Primary data is Surveys,
investigations, questionnaires, focus groups, interviews, and etc (Formplus Blog,
2022c). The aim of data collection was to identify the Factors that influencing efficiency
of the humanitarian logistics supports during flood disaster relief in Selangor, Malaysia.
A questionnaire will be distributed using Google Form.

3.3. Study Population

According to the Department of Statistics Malaysia Official Portal (DOSM) (2022), the
current population of Selangor citizens on 21 Nov 2022 are 7,091,519 people. The
population targeted for this study is residents of Selangor who are male and female
between 18 to 60 years old.

3.4 Sample Size

Since the population of Selangor had exceed the maximum number of populations in
Krejcie and Morgan sample size determination table which is N = 1000000, the
researcher had conducted manual way to determine the sample size by using the formula
of Krejcie & Morgan. Based on the outcome of the calculation, the sample size is
estimated as 384.

The calculation for sample size

n = sample size
N =7001519 People
e=003
X2=3 841
p=05

3.841 = 7091519 = 0.5 * (1-0.5) a= 0800631.11075

((0.05)2 x (7091519 — 1)) + (3.841 x 0.5 x (1-0.5)) 17729.75525
_ 6800631.11975 /
n= a= 384079

17728.795 + 0.96025

n=

Figure 2: Calculation for sample size

3.5 Sampling Techniques

To accomplish the study's goal, a non-probability sampling technique called
"Convenience sampling" was adopted. The primary goal of this sampling method was
to select representatives at random based on their accessibility and proximity to the
respondent. The sample was assigned randomly to 384 respondents. Therefore, Due to
the time constraints and huge sample size, convenience sampling is the best strategy for
this investigation.

3.6 Research Instrument Development

This study found that both quantitative and descriptive methodologies employ
questionnaires as their primary research tool. It is a list of inquiries used to gather
responses' private information as well as statistically significant data.
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3.6.1 Questionnaire Survey

In this study, gathering exact data in the most reliable manner is a questionnaire's main
objective. The questionnaire which is google form will be distributed by the researcher
to the respondent, which will be Selangor residents. It will be disseminated via social
media networks including Telegram, Instagram, and WhatsApp.

3.6.2 Questionnaire Design

The questionnaire will be designed in two languages (Dwibahasa), English and Malay,
to make it easier for respondents to comprehend and respond correctly. In this research,
the questionnaire will be distributed to 384 respondents. The questionnaire has been
expanded to six main sections whereas Section A, Section B, Section C, Section D,
Section E and Section F. The questionnaire from Section B through F are uses a Likert
scale measurement. A scale from 1 to 5 is used to express the level of consent.

3.7 Measurement Of The Variables

There are four types of measurement variables which is nominal, ordinal, interval, and
ratio variables (Formplus Blog, 2022a). In this study, the researcher uses three scales
of measurement which is nominal, ordinal and interval.

3.7.1 Nominal Scale

Nominal scale is known as measuring scale in which an object is only identified or
classified using numbers (QuestionPro, 2022b). In this survey, the nominal scale is
categorised in Section A. The nominal scale that is used in this survey is gender.

3.7.2 Ordinal Scale

The Likert scale, an agreement scale employed in this study's questionnaire to gauge
respondents' level of agreement with various assertions, was utilised (Scribbr, 2022).
Formerly, researchers used a five-point scale which is strongly agree, agree, neutral,
disagree, strongly disagree. Five points in this research which is range from strongly
agree = 5, agree = 4, neutral = 3, disagree = 2 and strongly disagree = 1.

3.7.3 Interval Scale

Interval data known as an integer which is a data type that is calculated along a scale
with each point being situated at an appropriate interval from the other (QuestionPro,
2022a). The researcher's interval scale was employed to denote the respondents' ages in
this study. In Section A, this scale was used.

3.8 Procedure For Data Analysis

The statistical programme Statistical Package for the Social Sciences (SPSS) 26.0 was
used to examine the data for this investigation. The ability to analyse data using methods
such the Pearson correlation coefficient, normality test, descriptive analysis, and
reliability test makes this programme useful.

3.8.1 Pilot Test

Pilot testing includes a number of procedures that let assess the many facets of the
researcher's project in advance Formplus Blog (2022b). To further clarify, the research's
required subgroups will be tested in the pilot test. In order to conduct a pilot test, 30
sets of questionnaires are indeed being given out to the intended respondents.
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3.8.2 Descriptive Analysis

Descriptive Analysis, it enables the researchers to condense a big quantity of data and
create a straightforward explanation of the facts the researchers analyse (Trochim,
2022). Additionally, it entails the creation of tables for measures of central tendency
such as the mean, median, and mode, as well as variability measurements such as
variance, standard deviation, minimum and maximum variables, skewness and kurtosis
(Hayes, 2022).

3.8.3 Reliability Test

The reliability test is in charge of evaluating and determining the validity and reliability
of the scale (Statistics, 2021). Cronbach's Alpha reliability test was employed by the
researchers to demonstrate the suitability of the test and scale. The internal reliability
of a test or scale is also measured by Cronbach's alpha, which has a scale from 0 to 1.
The figure below shows range of reliability and its coefficient of Cronbach’s alpha.

No Coefficient of Cronbach’s Alpha Reliability Level
1 More than 0.90 Excellent
2 0.80-0.89 Good
3 0.70-0.79 Acceptable
4 0.6-.69 Questionable
5 0.5-0.59 Poor
6 Less than 0.59 Unacceptable

Source : (Mohd Arof et al., 2018)
Figure 3: Range of reliability level and its coefficient of Cronbach’s alpha

3.8.4 Pearson correlation coefficient

The Pearson correlation coefficient (r) often used metric for determining a linear
relationship. It is a number ranging from -1 to 1 that indicates the direction and strength
of a link between two variables (Turney, 2022). Correlation analysis is extremely
effective in determining the functional relationship among two variables. The
relationship can often be classified as positive, negative, or zero. The rule of thumb for
correlation coefficient is shown in figure below.

Negative Positive
Direction Direction
Zero or No Correlation
o 0
A Very Weak or Negligible Correlation [l
0.10 0.202R<+0.20 +0.10
0.20 +0.20
Weak Correlation, but to be considered
-0.30 | -0.20>R >-0.35 +0.20 <R < +0.35 H— +0.30
-0.40 — Fair or Moderate Correlation H— +0.40
-0.35zR>-0.50 +0.35 R < +0.50
0.50 +0.50
ol Strongly considerable high correlation =S
& -0.50 2R >-0.70 +0.50 <R < +0.70
0.70 +0.70
-0.80 — [T~ +0.80
Very strongly considerable correlation
-0.70 2R >-1.00 +0.70 <R < +1.00
-0.90 —— H— +0.90
-1.00 +1.00
Perfect

Negative Correlation Positive

Source: (Senthilnathan, 2019)
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Figure 4: Usefulness of Correlation Analysis

3.8.5 Normality Test

Primary sources should be cited using footnotes, identified in the text by consecutive
numbers in superscript, like this'. The footnotes themselves should appear at the foot
of each page in Times New Roman, 9 points. There is no need to also include primary
legal sources in the ‘References’ section at the end of the paper which should be
restricted to sources cited using the APA latest edition style.

The citation of secondary sources / references to other publications should use the
Harvard referencing style. The full bibliographic description of the cited work should
also appear in a ‘References’ section under the final main heading of the paper as
described at the end of this document.

4 Data Analysis and Findings

4.1 Demographic Profile Of Respondents

The demographic profile starts with gender which is male with 61.2 % and female with
38.8% respondents which showed male respondents are more than female. Next, it
followed up with age which 18-25 years old is stated 34.6%, the age group 26-33 years
old is 41.1%, 34-41 years old with 9.1% and 42-49 age and 50 years old above stated
the same percentage which is 7.6%. Then marital status shows that single respondents
are 63.0%, married are 33.6% and others are 3.4%. Followed by Educational
Background. SPM or STPM which stated 12.5%, diploma stated 39.3%, bachelor’s
degree which is 38.5% respondents, master’s degree with 6.8% and doctoral degree
which is 2.9%. Finally, race where Malay respondents are 55.7%. the second race group
is Indian which stated 25.8% and Chinese race come up with 15.6% and others with
2.9%.

4.2 Validity and Reliability Test
Table 1: Reliability test for each variable

Variable Content Cronbach’s Sum N
Alpha of (Sample
Items Size)
Dependent Efficiency of the Humanitarian Logistics 0.848 5 384
Variable Supports During Flood Disaster Relief
Independent Collaboration 0.855 5 384
Variable
Independent Communication 0.883 5 384
Variable
Independent Accessibility 0.885 5 384
Variable
Independent Coordination 0.886 5 384
Variable
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It is important to use the Cronbach’s alpha to measure the reliability test of this study.
Cronbach’s alpha value is considered good when it is 0.7 < a > 0.9, the Cronbach’s
alpha value for dependent variable which is efficiency of the humanitarian logistics
supports during flood disaster relief is 0.848. Cronbach’s alpha value for independent
variables which are collaboration is 0.855, for communication is 0.883, for accessibility
is 0.885 and for coordination is 0.886.

4.3 Hypotheses Testing (Pearson Correlation Analysis)

Table 2: Pearson Correlation Coefficient

Correlations
MEAN _ MEAN _ MEAN _ MEAN _ MEAN _
D COL COM ACC COR
MEAN_D Pearson 1 .695™ 7147 7627 .806™
Correlation
Sig. (2-tailed) .000 .000 .000 .000
N 384 384 384 384 384
MEAN_CO Pearson .695™ 1 743 .706™ .680™
L Correlation
Sig. (2-tailed) .000 .000 .000 .000
N 384 384 384 384 384
MEAN_CO Pearson 714 743" 1 .805™ 517
M Correlation
Sig. (2-tailed) .000 .000 .000 .000
N 384 384 384 384 384
MEAN_AC Pearson 762 706™ .805™ 1 .832™
C Correlation
Sig. (2-tailed) .000 .000 .000 .000
N 384 384 384 384 384
MEAN CO  Pearson .806™ .680™ 751 .832% 1
R Correlation
Sig. (2-tailed) .000 .000 .000 .000
N 384 384 384 384 384

**_ Correlation is significant at the 0.01 level (2-tailed).

There is a significant and good correlation between efficiency of the humanitarian
logistics supports during flood disaster relief and collaboration because the P value is
0.000 where P < 0.005 considered statistically significant. The relationship between the
variables is 0.695 which is relatively have moderate positive relationship between the
independent variable and dependent variable. Other than that, there is a significant and
strong correlation between efficiency of the humanitarian logistics supports during
flood disaster relief and communication. r is 0.714 and the P value is 0.000 which is P
< 0.005. There is a significant and strong correlation between efficiency of the
humanitarian logistics supports during flood disaster relief and accessibility because the
P value is 0.000 where P < 0.005 and r is 0.762. Lastly, there is also a significant and
strong correlation between efficiency of the humanitarian logistics supports during
flood disaster relief and coordination because the P value is 0.000 where P < 0.005
considered statistically significant and r is 0.806.
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Table 3: Summary of Hypotheses

Code Hypothesis Status

HI There is a relationship between collaboration and efficiency of the Accepted
humanitarian logistics supports during flood disaster relief.

H2 There is a relationship between communication and efficiency of the Accepted
humanitarian logistics supports during flood disaster relief.

H3 There is a relationship between accessibility and efficiency of the Accepted
humanitarian logistics supports during flood disaster relief.

H4 There is a relationship between coordination and efficiency of the Accepted

humanitarian logistics supports during flood disaster relief.

5 Discussion and Conclusion

From the previous chapter, the first objective of this research is to examine the
relationship between the collaboration and efficiency of the humanitarian logistics
supports during flood disaster relief. The first research question is What is the
relationship between the collaboration and efficiency of the humanitarian logistics
supports during flood disaster relief? The hypothesis of this variable is there is a
relationship between collaboration and efficiency of the humanitarian logistics supports
during flood disaster relief. The findings of this study showed that there is a moderate
positive relationship between collaboration and efficiency of the humanitarian logistics
supports during flood disaster relief with a correlation coefficient of 0.695 and P value
is 0.000 which is P < 0.005. So, collaboration has positive significance influence on
efficiency of the humanitarian logistics supports during flood disaster relief. From this
discussion, it indicates that this research objective is achieved and hypothesis 1 (H1) is
accepted.

The second objective of this research is to examine the relationship between
communication and efficiency of the humanitarian logistics supports during flood
disaster relief. The second research question is What is the relationship between
relationship between the communication and efficiency of the humanitarian logistics
supports during flood disaster relief? The hypothesis of this variable is there is a
relationship between communication and efficiency of the humanitarian logistics
supports during flood disaster relief. The findings of this study showed that there is a
high positive relationship between communication and efficiency of the humanitarian
logistics supports during flood disaster relief with a correlation coefficient of 0.714 and
P value is 0.000 which is P < 0.005. So, communication has positive significance
influence efficiency of the humanitarian logistics supports during flood disaster relief.
From this discussion, it indicates that this research objective is achieved hypothesis 2
(H2) is accepted.

The third objective of this research is to examine the relationship between accessibility
and efficiency of the humanitarian logistics supports during flood disaster relief. The
third research question is what is the relationship between relationship between the
accessibility and efficiency of the humanitarian logistics supports during flood disaster
relief? The hypothesis of this variable is there is a relationship between accessibility
and efficiency of the humanitarian logistics supports during flood disaster relief. The
findings of this study showed that there is a high positive relationship between
accessibility and efficiency of the humanitarian logistics supports during flood disaster
relief with a correlation coefficient of 0.762 and P value is 0.000 which is P < 0.005.
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So, accessibility has positive significance influence on efficiency of the humanitarian
logistics supports during flood disaster relief. From this discussion, it indicates that this
research objective is achieved hypothesis 3 (H3) is accepted.

The fourth objective of this research is to examine the relationship between
coordination and efficiency of the humanitarian logistics supports during flood disaster
relief. The fourth research question is what is the relationship between relationship
between the coordination and efficiency of the humanitarian logistics supports during
flood disaster relief? The hypothesis of this variable is there is a relationship between
coordination and efficiency of the humanitarian logistics supports during flood disaster
relief. The findings of this study showed that there is a high positive relationship
between coordination and efficiency of the humanitarian logistics supports during flood
disaster relief with a correlation coefficient of 0.806 and P value is 0.000 which is P <
0.005. So, coordination has positive significance influence on efficiency of the
humanitarian logistics supports during flood disaster relief. From this discussion, it
indicates that this research objective is achieved hypothesis 4 (H4) is accepted.

5.2 Conclusion and Future Research

This study was focused to examine in-depth investigation on factors that influencing
efficiency of the humanitarian logistics supports during flood disaster relief in Selangor,
Malaysia. This study had accomplished the objectives to identify the independent
variables of efficiency of the humanitarian logistics supports during flood disaster
relief, which is collaboration, communication, accessibility, coordination and identify
the relationship between factors and efficiency of the humanitarian logistics supports
during flood disaster relief.

Due the value of the Cronbach alpha coefficient of all independent variables and
dependent variable is more than 0.7, the study of the whole variables met the minimal
requirement for the reliability analysis. Meanwhile, the findings from the Pearson
correlation coefficient analysis shows that collaboration, communication, accessibility,
and coordination have positive significance relationship with efficiency of the
humanitarian logistics supports during flood disaster relief. According to the results of
the hypothesis test, all of the HO are rejected, however H1, H2, H3, and H4 have been
accepted in this study. Most importantly, this research showed that the humanitarian
logistics supports are concern about the factors that influencing their efficiency during
flood disaster relief and accept that these are the few of the prime factors that become
an issue for them. This study also indicates that humanitarian logistics supports in
Selangor, Malaysia is willing to overcome those factors that influence their efficiency.

Humanitarian logistics supports or future researchers can use the outcome of this study
to determine factors that influencing efficiency of the humanitarian logistics supports
during flood disaster relief and crucial information’s regarding flood disaster in
Selangor, Malaysia. This is because it able the humanitarian logistics supports in
various region to realize the depth of the issue and struggles faced by the humanitarian
logistics supports that involved in Selangor, Malaysia. The findings in this study can
indirectly help provide information to government or the public to understand
humanitarian logistics supports contributions and struggles to aid the victim during
flood disaster issue. This is because, without us realizing about humanitarian logistics
supports, there will be lack of appreciation for their efforts and contribution to the
society. In summary, this research can help the humanitarian logistics supports gain a
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wide knowledge and researchers from other countries can also use the data for their
usage.

Future researchers should utilize both qualitative and mix method to gather data. When
a researcher able to utilize both methods, they may gain deeper understanding about the
relationship of the factors influence efficiency of the humanitarian logistics supports
during flood disaster relief. In addition, the future researcher should increase the sample
size, population, cover other districts and states to achieve a more reliable and
representative study result. Future researcher also needs to expand the limitation of the
research to whole people of Malaysia as this research only focuses people on Selangor.
Lastly, Researchers in the future should devote more time to their studies and read more
papers, books, and other sources that may be relevant to the subject. Future researchers
should use other internet platforms to improve their study results to get better results
and to get useful information from other nations research papers and related article as
flood disaster does not only occur in Malaysia perhaps it is an issue often occur in other
countries also.

5.3 Implication and Limitation

The first implication is this research will be beneficial in terms of government support.
This research can assist the government agencies to figure possible and effective ways
to overcome flood disaster problems. The second implication of this study is aimed for
the society. With the knowledge that gained from this study, it can help the public to
make decision and create awareness among them during faced flood disaster by
considering avoiding burden the humanitarian logistics supports. Lastly, this study
could serve as an action plan for future academics who want to learn more about the
humanitarian logistics supports. This research can be a reference to future researcher to
know more depth about the tittle.

Firstly, self-administered survey questionnaires were employed in this study's data
gathering, as well as a single method of collection. Participants may provide careless
replies to the questionnaire if it is influenced by the period. Moreover, the duration to
carry out this study are less, and data collection usually takes a long period of time. Due
to that, data processing has only been carried out within 1 to 2 months. Closed-ended
questions are used to arrange the questionnaire. As a result, our research will yield
limited results.
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Abstract:

Green logistics is known as "green supply chain management,” which can be defined as an
operation by companies that take environmental concerns into account and incorporate them
into supply chain management in order to modify the environmental efficiency of suppliers and
consumers (Lee & Klassen, 2008). From the perspective of sustainable development, green
logistics can be defined as "sustainable production and distribution of goods, taking into
account environmental and social factors as well." The purpose of this research study is to
examine the factors that affect green logistics practises among students’ public universities. A
theoretical framework comprised of various variables such as attitude, personal
responsibilities, and beliefs was investigated to see how it influences the adoption of green
logistics practises among students at public universities. This survey was performed by public
university students using a quantitative analysis methodology, and 381 respondents
participated in the study. The data collected were analysed using the Social Science
Methodological Kit (SPSS). Based on the data obtained from the questionnaire sample, various
types of data processing, such as descriptive, reliable, and Pearson correlation, are carried
out. The findings reveal that the variables considered in the study have a high positive
correlation with green logistics practises among public university students in Kelantan.
According to the findings, personal responsibilities resources appear to have a significant
impact on green logistics activities. The analysis also suggests implications and future research
directions.

Keywords: green logistics, green logistics practices, attitude, personal responsibilities and beliefs.

1 Introduction

Environmental issues have become major concerns all around the world, and companies
are under constant pressure to implement environmentally responsible and friendly
operations. As a consequence, interest in developing green logistics from enterprises,
governments, and the general public is skyrocketing, especially since traditional
logistics cannot meet the demands of modern civilization and have a substantial
environmental impact. Depending on the form of transportation, there are extra
technologically caused repercussions such as the emission of disease-causing air
pollutants, the emission of chemicals that influence the environment, noise emissions,
and traffic accidents that harm humans and animals. As a result, climate change might
be one of the side effects of air pollution, which could lead to widespread and possibly
fatal diseases. Much previous research has focused on the impact of environment on

167



5t MULTIDISCIPLINARY RESEARCH ON THE ENTREPRENEURSHIP
AND BUSINESS COLLOQUIUM 2022/2023

individual illnesses without finding obvious linkages to broader population health
trends (Byass, 2009).

The definition of green logistics, also known as ecological logistics, is "identifying and
mitigating the environmental effects of logistics." These activities are designed to
examine the environmental impact of transportation by reducing energy and material
use. Furthermore, the aims of green logistics differ, but in general, green logistics
focuses on increasing and improving the usage of ecologically friendly technology, as
well as lowering total items moved (Martinsen & Huge-Brodin, 2014). With the rise of
green solutions, the logistics business has moved beyond the traditional logistical
imperatives of efficiency, effectiveness, quick handling, and flow of products (Zailani
et al., 2014). Environmentally conscious customers want the corporation to produce a
product with minimal emissions, requiring suppliers to become green. To summarise,
this environmental problem in the logistics business has remained a pipe dream in
recent years, and implementing green logistics operations will be a daring move for
public spaces. The primary goal of this research study is to investigate the factors that
influence green logistics practises among public university students in order to create a
more sustainable environment. Attitudes, personal responsibilities, and beliefs are three
major factors that may influence public university students' adoption of green logistical
practises.

1.1 Research Question

1. What is the relationship between attitudes affecting the green logistics practices
among Public University students?

2. What is the relationship between personal responsibilities affecting the green
logistics practices among Public University students?

3. What is the relationship between beliefs affecting the green logistics practices among
Public University students?

1.2 Research Objectives

1. To identify the relationship between the attitude and green logistics practices among
Public University students.

2. To identify the relationship between the personal responsibilities and green logistics
practices among Public University students.

3. To identify the relationship between beliefs and green logistics practices among
Public University students.

2 Literature Review

2.1 Green Logistics Practices

Green Logistics practises are becoming more important in logistics systems across the
world. Green logistics practises inside firms, formerly regarded to be proactive
activities, now have an influence on whole value chains and are required to do business.
Businesses are under growing pressure to incorporate green practises into their value-
creation operations. Green logistics practises (GLPs) are initiatives to carry and
distribute environmentally friendly goods in a sustainable manner (Noorliza Karia,
2020). The focus of GLPs, according to Noorliza Karia (2020), is on the complete green
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physical distribution (inbound and outbound logistics), including greening in
transportation, storage and inventory, order processing, materials handling, and
packaging. Controlling the flow of environmentally friendly products and services from
the point of consumption to environmentally friendly providers is part of this. These
prevent logistics companies from inflicting environmental damage. The word "GLP"
refers to a logistical system, transportation and distribution operations, environmental
performance criteria, and measures to reduce environmental damage or negative
environmental consequences. It is a kind of green delivery that may improve
performance in the economy, environment, and society by lowering operational costs,
saving energy, safeguarding the environment, and raising living standards. The GLP
idea strives to spread environmentally friendly goods and products in a sustainable way
with as little or no environmental effect as possible while taking social and economic
aspects into consideration (Noorliza Karia, 2020).

2.2 Attitude

Attitude is a mental or neurological state of readiness that has been organised by
experience and that leads or impacts how a person reacts to all relevant items and
situations (Baker, 1992). Attitude is a simple and effective way to describe repeating
behavioural patterns. According to Kendra Cherry (2019), experiences or upbringing
typically impact opinions. Opinions may change despite their longevity. The attitude of
a person is described as how they perceive and judge something or someone. It is also
known as their proclivity to react positively or negatively to a given concept, item,
person, or event. Vargas-Sanchez et al. (2016), divide it into three categories which are
behavioural in actions or explicit intents toward the object based on "cognitive" and
"emotional" responses, cognitive in perceptions and beliefs, and affective likes and
dislikes, sensations, or provoked emotions. Attitudes are defined by psychologists as
entrenched tendencies to perceive the world in various ways. This might include
assessing individuals, situations, products, or even particular events. These assessments
are either positive or negative; nevertheless, they may also be perplexing at times
(Kendra Cherry, 2022).

Affective responses are distinct from attitudes in that they are not necessarily connected
with a particular thing. The most crucial point to remember is that affect is typically a
solid basis for attitudes. Furthermore, conceptualising attitudes as memories rather than
judgements may exclude the literature on attitude development and change since these
literatures often include the observation of judging outcomes rather than measurements
of memory. As a result, attitudes may be either judgements or memories, or both. An
attitude might alter significantly when seen as an evaluative judgement. To begin, some
individuals have good attitudes, while others have negative views, and still others have
neutral attitudes. Second, the intensity of sentiments varies. For example, one person's
thoughts about the euro may be quite strong, but another's feelings about the same issue
may be very weak.

2.3 Personal Responsibilities

Personal responsibility, according to Ruyter (2002), is being responsible for one's own
needs as well as the wants and wellbeing of others. Personal responsibility is becoming
increasingly popular in the fields of business, politics, law, and health. It is clear that
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many people are curious about why certain people seem unwilling to accept
responsibility for their own acts. A perceived lack of individual personal responsibility
is being blamed for an increasing number of societal issues, rekindling interest in
personal accountability (Reeves, 2004). These rules are commonly used for personal
rewards such as successes, plaudits, goal achievement, being more conscientious,
enhancing quality of life, and so on. This personal potential will pervade every part of
your life and reflect in your surroundings over time, having considerably more of an
influence than you could have anticipated. When you take complete responsibility for
your actions, choices, and ideas, among other things, you are demonstrating personal
responsibility. Personal responsibility may also suggest that you are aware of and
embrace the behavioural rules of society. Personal responsibility empowers you to
influence your choices and your vision of reality. Individual responsibility is crucial
because it helps you to properly organise your life and keeps your mental and physical
health safe. Personal responsibility is shown in how you care for yourself.

2.4 Beliefs

Beliefs are significant because we believe them to be true, and they provide the basis
for how we view and interact with the world (Halligan, 2006). Beliefs, or maybe more
precisely, belief systems, offer the "mental framework" for assessing the environment,
explaining new findings, and developing a shared view of the world (Halligan, 2007).
As a result, beliefs may have significant emotional consequences. Beliefs serve as a
basis for action in addition to representing the environment and providing a framework
for aims and behaviour (Tullett et al., 2013). The definition of believe is the mental
acceptance or conviction of the validity or reality of a concept (Schwitzgebel, 2010).
According to Schwitzgebel, (2010), a belief is a "propositional attitude," which means
it takes a position on the truth of a proposition. As a proposition, it has a specific
meaning that may be embodied in a phrase. Thus, at least two components of beliefs
are assumed validity and representational content (Stephens and Graham, 2004). As a
consequence, beliefs contain fundamental convictions about ideas that people use and
take for granted, such as causes, agents, events, and objects. Beliefs are typically used
to refer to unchanging ontological representations of the cosmos (Connors & Halligan,
2015). This is similar to Stern's (2000) prior study, which revealed that belief influences
environmental behaviour. As a consequence, it has been shown that strong
environmental beliefs are required for pupils to govern their behaviour toward the
environment. Based on interviews with people in the United States and the
Netherlands, Alexander and Dochy (1995) propose a definition of beliefs. People
perceive beliefs as part of a level of perception rather than as knowledge or a solid
reality, according to the research. Brown and Coney's difference between beliefs and
knowledge is supported by these results.

2.5 Hypotheses Statement

H1: There is a positive relationship between the attitude and green logistics practises
among public university students in Kelantan.

H2: There is a positive relationship between personal responsibilities and green
logistics practises among public university students in Kelantan.
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H3: There is a positive relationship between beliefs and green logistics practises among
public university students in Kelantan.

2.6 Conceptual Framework

FACTOR THAT
AFFECTING THE GREEN
LOGISTIC PRACTICES

Attitude

GREEN
LOGISTICS

Personal

Responsibilities

PRACTICES

Beliefs

Figure 1: Conceptual Framework of the study

A study framework was established based on the literature evaluation to explore the
link between the factor that impacts green logistics practises and green logistics
practises among public university students in Kelantan. Figure 1 depicts the suggested
conceptual framework. Attitude, personal responsibility, and beliefs are among the
suggested independent components. The dependent variable is green logistics practises
among Kelantan public university students.

3 Research Methodology

3.1 Research and Design

The word "research design" refers to the entire method to doing research that develops
a clear and logical plan to answer a planned research topic via data collection,
interpretation, analysis, and presentation. A research design is a strategy plan that
explains how a study will go from the research objective or questions through the
results. It is a meticulous planning technique used to gather and analyse data in order to
have a better understanding of a certain topic. The goal of this research was to find out
what variables impact green logistics practises among Kelantan public university
students. The researcher employed the quantitative technique since the empirical
evaluation comprises of numerical measurement and analysis. Online surveys were
used to acquire primary data. The data gathered will aid the researchers in determining
the relationship between attitude, personal responsibilities, and beliefs with the factors
that affect green logistic practises among Public University students in Kelantan via
this research design, which entails the process of developing and organising research
designs.
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3.2 Data Collection Methods

The techniques used to gather data have a significant influence on how they are
maintained and, ultimately, how the study is conducted (Wilcox et al., 2012).
Researchers employed two kinds of data gathering approaches in this study: primary
data collection and secondary data collection. The major data gathering approach
included both solicited and spontaneous data. A stimulus, such as a survey question or
an open inquiry, is used by the researcher to elicit information from the study subject
(Hox & Boeije, 2005). In this study, researchers are collecting data from public
university students in Kelantan using online surveys.

Secondary data collecting techniques rely on data acquired previously by another
researcher or for reasons other than study, such as official statistics, administrative
records, or other accounts maintained on a regular basis by organisations (Hox &
Boeije, 2005). The researchers in this study rely on primary data.

3.3 Study Population

The population of a nation or territory is the total number of people or residents. The
study population is the group of study participants. The study's target demographic is
students at Kelantan's public universities. According to the Ministry of Higher
Education 2021, there are 52,901 public students in Kelantan. Since a result, providing
an online questionnaire using Google Form is critical, as it allows the researcher to
easily share the link with the student. Furthermore, the researcher has enough students
at the public institution to do the study.

3.4 Sample Size

The population variable is referred to by the sample. The sample participant is the
subject, and the sample scale is the total number of individuals in the sample. According
to Krejcie and Morgan (1970), the researcher will calculate sample size using the
population estimating approach presented in Table 3.1. As the population rises, so does
the sample size. The sample size will continue to shrink, eventually remaining steady
at 384 or slightly more. The most essential elements in selecting sample size are the
quality of the analysis and the projected result prior to the commencement of the
investigation. The choice is distinct from the statistical analysis of the analysis, which
is performed using either the confidence interval approach, similar to estimate, or the
significance assessment method. As a consequence of Krejcie and Morgan's sample size
determination, 381 respondents were included as a sample in this research. Students'
availability would make it simpler for researchers to gather information and create
hypotheses. The presence of a large number of students would aid researchers in
gathering information and developing a hypothesis for this study based on the details
of the participants.
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Figure 3.1: sample size determination

3.5 Sampling Techniques

The sampling approach is divided into two parts: chance sampling and non-probability
sampling. Because it is simpler for the researcher, simple random sampling was utilised
to obtain data. Convenience sampling employs non-probability sampling. Convenience
sampling collects information from respondents who are easily accessible to the
researcher (Etikan, Musa, & Alkassim, 2016). A sample picked at random is referred
to as "basic random sampling" or "randomly chosen sample" by the researcher. To
eliminate bias and other undesired consequences, a basic random sample is utilised. The
researcher must ensure that the results are really random. It is a method in which each
element in a population has the same function and is chosen as a sample.

3.6 Research Instrument Development

The researcher collects data for this study by utilising online questionnaires as tools. A
questionnaire is one of the research tools used to assist the researcher obtain information
from respondents (Bhat, 2020). In quantitative research, questionnaires are the most
effective and convenient way to gather information or data. Questionnaires should make
it clear where the information collected will be utilised for research purposes.
Depending on the nature of the research, many methods of measurement, such as a case
study, survey, or questionnaire, might be employed by researchers for their study

(Umoh, 2019).

The questionnaires are divided into three sections: Section A, Section B, and Section
C. Section A spoke on demographic segmentation. A demographic profile is a market
segment based on the age, gender, religion, race, and education of the responder
(Kaushik, 2015). Section B concentrated on all of the independent variables, which
included the researchers' personal duties, attitudes, and beliefs in this study. Section C
also covered the dependent variable, which is the variables influencing green logistics
practises among Kelantan public university students.

Each of the scale items was rated from number 1 with the vocal remark "strongly
disagree" to numeral 5 with the verbal statement "strongly agree." The study observed
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that interpreting the whole array of scale descriptors on a 5-point scale is relatively
simple (Dawes, 2008). Aside from the seven or eleven-point scales, another research
offered a five-point scale to improve data quality (Revilla, Saris, & Krosnick, 2014).

Table 3.2: Likert Scale in Questionnaire of the Research

1 2 3 4 5
Strongly Disagree Disagree (D) Neutral (N) Agree (A) Strongly Agree
(SD) (SA)

A questionnaire was created using instruments created by Kaushik, Agrawal, &
Rahman (2015), Abd Rahman, N., Halim, L., & Ahmad, A. R. (2014) and
Vienazindien¢é, M., Tamuliené, V., & Zaleckiené, J. (2021). There is a division of the
questionnaire into sections A, B, and C. In response to research goals, three components
were generated in the data instrument. In table 3.2, all the elements are simplified and
further clarified in the corresponding section.

Table 3.3 Shows Questionnaire Composition

SECTION DIMENSION NUMBER  OF SOURCES
ITEMS
SECTION A DEMOGRAPIC PROFILE 8 Kaushik, Agrawal & Rahman
(2015)

Factors of affecting green logistics practices

SECTION B Independent variable 5 Abd Rahman, N., Halim, L., &
Personal responsibilities Ahmad, A. R. (2014)
Attitude 5 Abd Rahman, N., Halim, L., &
Ahmad, A. R. (2014)
Beliefs 5 Abd Rahman, N., Halim, L., &
Ahmad, A. R. (2014)
SECTION C Dependent variable 5 Vienazindiené, M., Tamuliené, V.,
Green logistics practices among public & Zaleckieneg, J. (2021)

students in Kelantan.

3.7 Measurement Of The Variables

Variable measurement, also known as scales of measurement, is a technique used by
researchers to assess how accurately variables are recorded (Pritha Bhandari, 2020).
There are four measuring scales: nominal, ordinal, interval, and ratio. The different
levels limit the types of inferential statistics that a researcher may run on their data to
validate or refute their hypothesis, as well as the descriptive statistics that can be used
to get a basic picture of the data (Pritha Bhandari, 2020).

In this research, the nominal and ordinal scales (Likert-scale) for the questionnaire were
employed. The surveys were split into five (5) sections: Section A contains the
respondents' demographic profile, Section B contains questions about independent
factors, and Section C contains questions about dependent variables.
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13.1.1 3.7.1 Nominal Scales

Nominal data inside a variable is labelled using mutually exclusive categories. These
categories cannot be grouped in a logical manner. The nominal level of data is the most
precise and complicated. Because "nominal" implies "in name," this sort of data can
only be labelled. It lacks a rank order, regular number spacing, and a true zero value.
Questionnaires using nominal scales will be utilised in Section A of this research to ask
respondents about their demographic profile, such as gender, age, race, education level,
and which public institution they attended.

13.1.2 3.7.2 Ordinal Scales

Ordinal data, according to Pritha Bhandari (2020), is categorised inside a variable into
categories with a natural rank order. Distances between categories, on the other hand,
are inconsistent or imprecise. Ordinal variables in social science research usually
comprise assessments of views or impressions, as well as categorised or bracketed
demographic data such as social position or income. Likert scales are often employed
in the social sciences to gather ordinal data. Likert scales are made up of four or more
Likert-type questions with a range of answer alternatives for responders to choose from
(Pritha Bhandari, 2020). Sections B and C will use ordinal scales. We also utilised the
amount of agreement to assess respondents' comprehension of green logistics practises
and the variables that influence them.

Table 3.4 Likert Scale

Level of Strongly Disagree Neutral Agree Strongly
agreement Disagree Agree
Scale 1 2 3 4 5

3.8 Procedure For The Variables

Statistical analysis is the process of collecting and analysing data in order to identify
trends and patterns and influence decision-making (Bender, 2014). Statistical analysis
must be rigorously organised from the start of the research process in order to achieve
reliable findings. Following the collection of sample data, the researcher may organise
and summarise the data using descriptive statistics. They may then utilise inferential
statistics to explicitly test hypotheses and estimate population sizes. Finally, analyse
and generalise the findings.

The data collected in this study was analysed using the Statistical Package for Social
Science (SPSS), descriptive analysis, reliability analysis, and Pearson correlation.

3.8.1 Social Science Statistical Package (SPSS)

The SPSS Statistics software programme may be used to conduct statistical analyses.
The initial version of the software, created by Norman H. Nie, Dale H. Bent, and C.
Hadlai Hull, was sold as the Statistical Package for the Social Sciences (SPSS) and
made accessible to the public in 1968. (Bala J., 2016).
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According to Jyoti Bala (2016), the researcher gathers as much evidence as feasible
throughout the research process in order to get an accurate and clear conclusion.
Because analysing a significant quantity of data is undoubtedly a crucial activity,
software is often employed to analyse the obtained data. The researcher will utilise this
programme to get the most accurate data discovery findings possible.

3.8.2 Reliability Analysis

A measuring method's dependability reveals how regularly it measures something.
When the same process is done on the same sample under the same circumstances, the
results should be the same. If this is not the case, the measuring technique may be
unreliable.

According to Chua Yan Piaw (2013), the researcher might use the Cronbach's alpha
internal consistency technique since it is the best index score for assessing the
correlation value between test item scores and the total score of all test items.
Cronbach's alpha reliability will be measured by an alpha value between 0.65 and 0.95,
which is appropriate since a low alpha coefficient is 0.65 or less than 0.65. (Chua Yan
Piaw, 2013).

Table 3.5 Cronbach’s Alpha

Cronbach’s Alpha Internal Consistency
a>0.9 Excellent
0.92a20.8 Good
0.82a=20.7 Acceptable

0.72a 20.6 Questionable

0.6 2a 20.5 Poor

0.5>0a Unacceptable

3.8.3 Descriptive Analysis

According to Pritha Bhandari (2020), descriptive statistics characterise a dataset. A data
set comprises responses or observations from a sampling or population-wide sample.
The first step in quantitative research statistical analysis is to define the answers, such
as the average of one variable, such as age, or the connection between two variables,
such as age and creativity. The descriptive analysis will assist the researcher in
conducting and comprehending all of the variables in the demographic section by using
mean, median, and mode for the variables in this study.
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3.8.4 Pearson Correlation

The Pearson correlation coefficient, sometimes known as r, is the most commonly used
metric for assessing the strength of a linear association. The coefficient of determination
is a number between -1 and 1 that is used to assess both the intensity and direction of
the relationship between two variables (Turney, 2022). The Pearson correlation
coefficient, according to Shaun Turney (2022), is an example of a descriptive statistic,
which implies that it offers a brief overview of the qualities of a dataset. It characterises
the strength of a linear connection between two quantitative variables as well as the
direction of that relationship. Pearson's correlation coefficient is an inferential statistic
that aids in the testing of hypotheses. The researcher may investigate if two factors are

linked.
Table 3.6: Pearson Correlation Coefficient value (1)

Correlation Coefficient Strength Relationship
1 Perfect
0.7<r<lor-0.7<r<1 Strong
0.3<r<0.7 or -0.3<r<0.7 Moderate
0<r<03o0r0<r<-0.3 Weak
0 Zero

4 Data Analysis and Discussion

4.1 Reliability Test

Table 4.6: Results on reliability Cronbach’s alpha for the variables

Variables Number of items  Cronbach’s alpha Number of items Cronbach’s alpha after
before item deletion after item item deletion
deleted
Attitude 5 0.711 5 0.711
Personal 5 0.843 5 0.843
responsibilities
Beliefs 5 0.710 5 0.710
Green logistics 5 0.849 5 0.849
practices

Table 4.6 reveals that the questionnaire's Cronbach's Alpha values were above the
acceptable level (i.e., 0.70), with values ranging from 0.750 to 0.856. The first
independent variable is attitude found to be statistically reliable (5 items: a = 0.711).
The second variable, which is personal responsibilities, showed good reliability (5
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items: a = 0.843). The third independent variable, which is beliefs, showed acceptable
reliability (5 items; a = 0.710), and the dependent variable, which is the green logistics
practices, was found to be good reliable (5 items; a = 0.849). The items in the data were
unchanged as the Cronbach's Alpha value was considered suitable enough for further
analysis.

4.2 Descriptive Analysis

Descriptive analysis refers to the conversion of raw data into a form that will make it
easy to understand and interpret such as rearranging, ordering, and manipulating data
to provide insightful information about the provided data. Descriptive Analysis is the
type of analysis data that helps describe, show or summarize data points in a
constructive way such that patterns might emerge that fulfill every condition of the data.
It measures of central tendency include the mean, median, and mode while measures of
variability include standard deviation, variance, minimum and maximum variables.

4.2.1 Attitude (Independent Variable)
Table 4.13: Attitude of The Respondents

Descriptive Statistics

N Minimum  Maximum Mean Std. Deviation
I use products with a lower environmental impact. 381 1 5 4.58 776
(e.g., biodegradable products, recycled or reduced
packaging)
I'm so satisfied with using green products 381 1 5 4.65 122
I get a lot of benefits from green products from an 381 1 5 4.65 17
individual and community perspective.
I encourage my friends to support companies which 381 1 5 4.66 .691
manufacture green products and use sustainable
packaging
I prefer public transport/carpooling because it 381 1 5 4.69 .660
reduces traffic congestion and reduces harmful
pollutants emissions
Valid N (listwise) 381

Based on the table 4.7 above, the highest mean question is “I prefer public
transport/carpooling because it reduces traffic congestion and reduces harmful
pollutants emissions” which its mean is 4.69. The lowest mean indicates 4.58 which is
“I use products with a lower environmental impact. (e.g., biodegradable products,
recycled or reduced packaging)”.

4.2.2 Personal Responsibilities (independent variable I1)
Table 4.14: Personal Responsibilities of The Respondents

Descriptive Statistics

N Minimu Maximu Mea  Std.
m m n Deviation
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I actively participate in the go gree n program or 381 1 5 4.49 851
green logistics practices.

I wusually post or share about the green 381 1 5 4.44 903
environment on social media.

I share knowledge about green logistics with 381 1 5 4.54 872
each other’s.

I support manufacturing companies or shipping 381 1 5 4.63 712
businesses that use sustainable packaging.

I participated in earth hour by switching off 381 1 5 4.60 .801
lights for an hour once a week.

Valid N (listwise) 381

Based on the table above, respondents have strongly agreed that “I support
manufacturing companies or shipping businesses that use sustainable packaging.”
showing it has the highest mean than the others which is 4.63. Then, the lowest mean
is “I usually post or share about the green environment on social media.” which is 4.44.

4.2.3 Beliefs (Independent Variable 1)

Table 4.15: Beliefs of The Respondents

Descriptive Statistics

N Minimum Maximum Mean Std. Deviation
As a student, do you believe GLP can 381 1 5 4.60 725
make a difference in sustainable
development?
Do you believe that the forest is 381 1 5 4.51 936

guarded by the spirits and gods of the

environment, so we have no right to

destroy the environment?

As a student, can using green modes of 381 1 5 4.63 719
transportation decrease the demand for

fuel and gasoline?

Can this GLP bring awareness to the 381 1 5 4.62 .679
public and organizations?

Will implementing GLP for students 381 1 5 4.62 .687
bring a better future and help minimize
waste and gas emissions?

Valid N (listwise) 381

According to the table, the highest mean is 4.63 which is “As a student, can using green
modes of transportation decrease the demand for fuel and gasoline?” showing that most
of the respondents agreed to the question. Meanwhile, the lowest mean is “Do you
believe that the forest is guarded by the spirits and gods of the environment, so we have
no right to destroy the environment?” indicate the mean is 4.51.
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4.2.4 Intention to Adopt Green Logistics Practices (Dependent Variables)

Table 4.16: Intention to Adopt Green Logistics Practices

Descriptive Statistics

N Minimum Maximum Mean Std. Deviation
Our university intends to adopt 381 1 5 4.59 51
green logistics practices.
Our university management 381 1 5 4.56 785

provides financial support for

developing green practices.

Our university welcomes 381 1 5 4.63 738
students who are genuinely

interested in green logistics.

Our public university encourages 381 1 5 4.61 704
postgraduate/undergraduate

students to propose green

logistics practices.

Our university would highly 381 1 5 4.65 .709
recommend  green logistics

practices for students to adopt.

Valid N (listwise) 381

Based on the table, the highest mean is 4.65 showing the majority is agreed to “Our
university would highly recommend green logistics practices for students to adopt.”
Next, the lowest mean is 4.56 which it has the lowest agreed which is “Our university
management provides financial support for developing green practices”.

4.3 Pearson Correlation

The Pearson Correlation is the most often used statistical phrase to describe correlation.
The full name of the statistic is Pearson Product Moment Correlation (PPMC). It depicts
the linear relationship between two sets of data. The strength and direction of the
relationship between two variables are indicated as numbers ranging from -1 to 1. As
the first variable changes, the secondary variable follows it. The Pearson correlation
method is the most often used methodology for assessing numerical variables. It gives
a value between 0 and 1, with 1 signifying entire positive correlation and 0 denoting
total negative correlation. A correlation value of 0.7 between two variables indicates a
considerable and favourable link between them, according to the following explanation.
A positive correlation indicates that if variable A rises, variable B rises as well, while a
negative correlation suggests that if A rises, variable B falls.

Table 4.17: Pearson Correlation

Correlations
Attitude Personal Beliefs Green Logistics
Responsibilities Practices
Attitude Pearson Correlation 1 758" .846™ 785"
Sig. (2-tailed) .000 .000 .000
N 381 381 381 381
Pearson Correlation 758" 1 .833™ 712
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Personal Sig. (2-tailed) .000 .000 .000
Responsibilities N 381 381 381 381
Beliefs Pearson Correlation .846™ .833™ 1 773"
Sig. (2-tailed) .000 .000 .000
N 381 381 381 381
Green Logistics Pearson Correlation 785" 7127 773" 1
Practices Sig. (2-tailed) .000 .000 .000
N 381 381 381 381

**_Correlation is significant at the 0.01 level (2-tailed).

According to the table, the correlation between the independent variable and the
dependent variable is 0.000 which is significant at the 0.001 level. Therefore, we can
reject the null hypothesis because the p-value is less than a= 0.05. While the Pearson
Correlation Coefficient value for attitude, personal responsibilities and beliefs is 0.785,
0.712 and 0.773 respectively.

4.4 Hypothesis Testing

A statistical hypothesis test is a technique for determining if the available data are
sufficient to support a specific hypothesis. We can make probabilistic claims regarding
population parameters through hypothesis testing. In statistics, hypothesis testing is the
process by which an analyst verifies an assumption about a population parameter. The
analyst's approach is determined by the type of the data and the purpose of the study.
The relationship of hypothesis testing can be determined between independent variables
(Attitude, Personal Responsibilities and Beliefs) with the dependent variables (Green
Logistics Practices). The hypothesis testing result is shown at the table below

Table 4.18: Hypothesis Testing

Hypothesis Direction Significant R-value

H1 There is a positive relationship between the attitude Has a relationship 0.000 0.785
and green logistics practices among public
university students in Kelantan.

H2  There is a positive relationship between personal Has a relationship 0.000 0.712
responsibilities and green logistics practices
among public university students in Kelantan.

H3  There is a positive relationship between beliefs and Has a relationship 0.000 0.773
green logistics practices among public university
students in Kelantan.

5 Conclusion and Recommendation

5.1 Implication of the Study

The purpose of this research was to better understand the variables that influence green
logistics practises among public university students. The findings of this research have
ramifications for attitudes, personal duties, and beliefs.

Attitudes have an impact on green logistical methods; for example, public university
students choose public transportation or carpooling to contribute to environmental
sustainability. Furthermore, personal obligations play a part in logistical practises
among Kelantan public university students. Personal duties such as assisting a
manufacturing firm in using sustainable packaging such as eco-friendly packaging such
as biodegradable forms of packaging would increase the student's obligation to maintain
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a sustainable environment surrounding colleges. Following that, beliefs are part of the
research, and most students believe that utilising a green mode of transportation may
reduce the need for fuel and gasoline since carbon monoxide emissions are minimal.
For example, choosing a green mode of transportation, such as carpooling, may reduce
demand for fuel and gasoline since consumption is low.

Green logistics adoption will also minimise carbon in the supply chain, as well as
carbon emissions and waste management in the supply chain. As a result, implementing
green logistical methods among public university students in Kelantan is critical to
preserving the environment for the future. One of the key causes for green logistics
practises among Kelantan public university students is the air pollution surrounding the
institution. If the air quality surrounding the universities is poor, students get more
stressed in college, making it difficult for them to concentrate during their own revision,
implying that the better the air quality around the universities, the more productive and
focused students will be in their studies.

5.2 Limitations of the Study

These are some of the constraints discovered throughout this research. The study's
primary goal was to investigate the relationship between attitude and green logistics
practises among public university students, as well as the relationship between personal
responsibilities and green logistics practises among public university students and the
relationship between beliefs and green logistics practises among public university
students. Only three independent factors were examined in this study: attitude, personal
responsibility, and assumptions. As a result, it limits the researchers' capacity to
investigate other issues.

Furthermore, the location of this study is a constraint. This survey was done among
public university students in Kelantan using social networking sites. As a consequence,
the findings must be more credible and relevant in order to represent general feedback
on variables influencing green logistics practises among Kelantan public university
students. Since a consequence, the researcher could only depend on a certain objective
size and geographic area to a limited extent, as this may result in a more significant
effect.

In contrast, the third constraint is that, although this research achieved its objectives, it
also had certain unavoidable limits. Krejcie and Morgan's table was used to calculate
the sample size of the responder based on the entire population in order to collect data
through questionnaire. Data processing has taken between 1 and 2 months since then.
More time is needed to complete this research since data collecting takes a long period.
Respondents may misread questionnaire statements because they need extra
interpretation and clarification. Furthermore, since our target respondents are
exclusively public university students in Kelantan, the limited size of the target
population is another constraint of our study.

Finally, the core data for the research was gathered using an online questionnaire. The
researchers were unable to accurately establish the respondents' identities while
completing the questionnaire using this approach. The responders interpreted the
question in different ways and responded accordingly. What some respondents deem
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"neutral" may be considered "agree" or "disagree" by others. As a result, there may be
prejudice and subjectivity that is not recognised.

5.3 Recommendation/Suggestion for Future Study

5.3.1 Theoretical recommendations for future research

This study looked at institutional theory in relation to "factors influencing green
logistics practises among public university students in Kelantan." This study found that
institutional theory characteristics such as attitude, personal duties, and beliefs are
highly connected with green logistics practises (a dependent variable) and have a strong
positive correlation connection. Pearson's coefficient of correlation (r-value) is 0.805,
respectively. In terms of suggestions, public universities should consider the study's
conclusions and be worried about these determining elements. The findings of this
research may be useful in their decision-making process. The research contributes to
understanding how the theory encourages public university students to handle
environmental concerns as a result of external constraints. As a result, institutional
theory has emerged as a prominent study field for explaining environmental behaviours.
Furthermore, it is suggested to explore and investigate another study framework that
would inspire students to embrace green logistics techniques in their working settings.
Natural resource-based view (RBV) theories and resource-based view theories (N-
RBYV) with distinct variables from institutional factors, for example, may impact
comparable dependents at the same time. According to the RBV, personal
environmental responsibility or healthy development may optimise long-term
competitive advantage when its resources are uncommon, unique, precious, non-
substitutable, and non-tradable (Barney, 2001).

5.3.2 Future research methodology suggestions

First, the prospective researcher is advised to enhance the sample size and population
in order to get a more trustworthy and representative study outcome. Only Kelantan
public university students participated in the study. It is suggested that prospective
researchers do relevant studies in diverse industries or states, since this would result in
a varied result. Furthermore, the number of respondents for future research might be
raised to improve data accuracy. Prospective researchers must invest more time to
gathering and analysing data in order to acquire a credible result from a larger number
of replies.

Future studies may obtain a better knowledge of the elements that influence green
logistics practises among Kelantan public university students. Furthermore, future
studies should begin using quantitative analytic approaches. Interviews with
respondents allow the researcher to learn about the elements that influence green
logistics practises. The use of a quantitative method may provide different perspectives
on the relationship between factors influencing green logistics practise adoption among
public university students.

5.3.3 Practical research suggestions for the future

The first practical suggestion is that future studies learn how far students' opinions
toward green logistics techniques have evolved. This is the most important instrument
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for communicating the message of environmental sustainability. To expand and
succeed with environmental movements, first boost the level of education by making
people literate. Otherwise, in poor countries, literacy and education will be impediments
to the adoption of green goods.

Furthermore, the study advises that green ads should enhance customer awareness and
understanding, and then convert this information into buying green goods. As a result,
green advertising benefits the facilitators at the highest levels. Eco-labelling will
increase customer trust and foster a good attitude toward green items.

Furthermore, the researcher suggests that consumers should be willing to change their
eCommerce purchasing habits as an incentive to help reduce their environmental
impact. Because consumer awareness increases their sensitivity to and comprehension
of cultural values regarding environmental protection, environmentally conscious
consumers can also spread environmental sustainability knowledge to their peer groups.
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Abstract:
This study's goal is to learn more about the connections between high-level logistical service
characteristics and customer satisfaction in Kelantan. Factors of high-level logistic service are
one of the most significant determinants of customer happiness. In this topic of study, several
researchers are looking for the elements of high-level logistic service (innovation capability,
customer demand management capability, and information management capability) that have
an influence on customer satisfaction. The research provided in this article is focused on the
link between customer happiness at Kelantan and proclaimed elements of high-quality logistic
service, which, according to the authors, provides value to research in the area of customer
satisfaction in logistics. In order to improve customer satisfaction in Kelantan, the article
addresses the problem of identifying the elements of high-level logistic service that are
essential. This research will look at three aspects of high-level logistic service, specifically
innovation capability, customer demand management capability, and information management
capability, all of which will boost customer satisfaction in Kelantan. There will be an online
survey. The residents of Kelantan will be the population this survey targets. Our team will
conduct a study with 260 participants, and questionnaires will be sent to the intended sample
size using an online social media platform. To accomplish the study goal in this work, we will
make use of a pilot test, frequency analysis, descriptive analysis, reliability analysis, normalcy
test, and Pearson's Correlation Coefficient analysis.

Keywords: Customer satisfaction, innovation capability, customer demand management
capability and iinformation management capability.

1 Introduction

1.1 Background of the Study

Logistics supply chains transport and store goods. Starting with raw materials, the
process continues via manufacture, distribution, and delivery to consumers or to their
original site. Supply chain management plans and manages logistical activities in
factories, distribution centers, and other facilities (Mentzer et al., 2001). Supply chain
management involves making finished products from raw resources and shipping them
to consumers. Supply chain management streamlines supply chain processes, which
benefits customers and partners (Mentzer et al., 2001). Supply chain management
involves managing a large number of suppliers, manufacturers, wholesalers,
distributors, retailers, producers, and sub-suppliers (such as raw material suppliers).
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Many supply chain participants have different relationships. Supply chain management
improves distribution to provide completed products and services to clients on time
(Cardona-Valdés et al.,, 2011). This aim is attained by making completed items
accessible at the right time and place in the right amount. Customer happiness and
service improve sales and profitability. Supply Chain Al momentum. Supply chain Al
is helping provide powerful ideal solution capabilities for more exact production
scheduling, increased performance, high quality, lower costs, output vector, and safer
working surroundings. Technology is replacing human resources and improving
operations under Revolution 4.0. Customers want logistics efficiency and effectiveness,
particularly in logistics operations, due to life's fast pace.

The customer satisfaction as the percentage of customers whose reported experiences
with a firm, its products, or its services exceed established satisfaction standards. This
study examines how high-level logistics services affect customer satisfaction in Kota
Bharu. According to (Bowersox et al., 2008), logistics services may save costs and
provide companies a competitive advantage by improving customer satisfaction.
Logistics underpins global trade and economic prosperity. The logistics sector's
significance to Malaysia's economy is well known. Logistics is crucial to Malaysia's
economy since it enables international commerce. The industry is so important that in
November 2013, when announcing the 2014 budget, Prime Minister Datuk Seri Najib
Tun Razak promised to develop a master plan for the logistics industry to improve the
country's logistics operations from its 2012 ranking of 29th in the World Bank Logistics
Performance Index Report. Logistics firms will benefit from this. Smooth service
department operations will increase customer satisfaction and retention, or the chance
that customers will keep buying from the firm. Quality underpins the service industry's
tremendous expansion (Balachandran & Radhakrishnan, 2005). Given this, it is safe to
say that one of the most important current logistics business success guarantors is the
quality of the provided services, especially since a service is an impalpable act or
process (Chen et al., 2009) that is closely related to meeting clients' needs.

Under Revolution 4.0, technology is replacing humans and improving efficiency. Due
of life's fast pace, customers demanded better logistics, especially reverse logistics.
Customer wants to return damaged goods quickly and cheaply. Internet buyers lack the
expertise to return products. Logistics manages a supply chain's product and service
flow and storage. Logistics moves information together with commodities and services.
The environment's instability and unpredictability in requirements make consumer
fulfillment difficult. Retailers must satisfy client requests for fast, cost-effective
delivery. Logistics is crucial for retail organizations to ensure product flow, timely
delivery, and inventory availability. If things are late or prices increase, customers will
leave and shop elsewhere. To please consumers and boost profits, a company's
performance must be top-notch. Businesses also struggle to gain loyal customers. Client
satisfaction and excellent services are vital for customer retention. A delighted customer
will buy or use the company's services. Loyalty isn't necessarily based on satisfaction.
A customer may be satisfied until a better-priced, higher-quality service arrives. Clients
may like a company but not a service, and vice versa.

Additionally, information is scarce. Product return information is scarce on internet
retailers like Facebook and YouTube. Due to a lack of product return information,
online consumers can't return faulty items. Further studies said that social media buyers
cannot access the return policy since online shops did not provide it. Logistic companies
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need high-level logistic service elements, and logistic students should learn them for
future usage. This research will analyse high-level logistics service characteristics and
customer satisfaction.

1.2 Research Objectives

The main objective of this research is to study the relationship between factors of high-

level logistics services to improve customer satisfaction:

i. To examine the relationship between the innovation capability and customer
satisfaction?

ii. To examine the relationship between the customer demand management capability
and customer satisfaction?

iii. To examine the relationship between the information management capability and
customer satisfaction?

2 Literature Review

2.1 Previous Studies

Scientific research requires past study. Since they are valued, every researcher and
student worries about it. Previous studies address the subject the researcher is studying.
When researching a topic, a researcher must revisit previous studies, evaluate them, and
compare them to their own.

2.1.1 Customer Satisfaction

Customer satisfaction measures a company's customers' happiness with its products and
services. Surveys and reviews may inform product and service development.
Companies must put customers first. This list includes manufacturing, retail, wholesale,
government, service, charity, and internal committees. Companies shouldn't assume
they know consumers' wants. To hear customers, employ consumer surveys, focus
groups, and polling. Client preferences may help organizations improve service. Why
happy consumers matter. Client happiness strongly predicts target audience approval.
High customer satisfaction increases brand loyalty, lifetime value, and favourable
word-of-mouth. Service quality and customer satisfaction have been studied recently
(Rasidah & Bohari, 2014). These studies have improved our understanding of service
quality's dimensional approach. Customer happiness and brand loyalty depend on
service quality. Service quality predicts customer satisfaction, according to many
experts. One research indicated that customer satisfaction affects loyalty more than
service quality. Customer loyalty may need more than service satisfaction.

2.1.2 Innovation capability

Most manufacturers and retailers now value innovative abilities. It is found that firms
can only adapt and grab possibilities via innovation. Transportation and logistics
services are vital in Malaysia, particularly for small and medium-sized companies that
deliberately steer their goods into niche markets. In today's competitive logistics service
market, new talents are essential. Learning-by-doing may help logistics service
providers improve their core expertise, making it difficult for competitors to replicate
and buy. It is also listed service provision and innovation capability as the logistics
industry's primary future issues. Price, dependability, adaptability, on-time

188



5t MULTIDISCIPLINARY RESEARCH ON THE ENTREPRENEURSHIP
AND BUSINESS COLLOQUIUM 2022/2023

transshipment, accurate distribution, damage to delivering, delivery speed, decreased
time delivery, and regeneration for new and improved services are used to assess
logistics providers. Thus, logistics abilities depend most on innovation. Response to
requests on a timely, acceptable day and location, help to clients in addressing newly
appearing difficulties, and correct information that shows logistics businesses' creative
skills compared to their competitors. Logistics companies must provide good service
regardless of location or personnel (Bolton et al., 2004). The business's ability to turn
ideas and information into functioning innovations, fully functional processes, and
advantageous technology raises quality standards and has considerable benefits.
Innovative performance means providing consumers with specific services (Berry &
Parasuraman, 1993). Integrated logistics service providers often work with a company's
property resources; therefore this is their most fundamental expertise.

2.1.3  Customer demand management capability

Demand management planning is a fresh study. Businesses predict demand and prepare
to meet it with products and services using it. Demand management improves
marketing-operations communication. Strategy, capacity, and customer needs are better
aligned. Demand management "provides a key bridge between the marketplace and a
company's internal operations," a 2014 Global Journal of Management and Business
research found. The study described demand management as "the creation of
interactions between operations and marketing with the objective of understanding the
market and taking actions in sync with company strategy, production capacity, and end-
customer needs." Demand management is also known as customer centre logistics
competency or integrating knowledge. To successfully service clients with unique or
diversified demands, a firm must be adaptable and responsive. Consumer wants and
logistical capacities are connected (Teresa & Evangelos, 2015). The order's client needs
drive all logistical processes. Customers want perfect service every time. Organization
clients have different needs than consumer consumers due to their characteristics.
Clients want full solutions, not simply a service result. Business customers desire many
service products. Clients want a stable, long-term source. Customer demands are
secondary, cyclical, and inelastic. If a firm doesn't provide outstanding service,
consumers won't build long-term transport partnerships (Teresa & Evangelos, 2015).

2.1.4 Information management

Cooper et al., (2016) found that in an increasingly information-based economy,
enterprises need information management skills to succeed. Although knowledge
management literature is extensive, little is known about how an organization's learning
culture affects knowledge management outcomes. In the changing logistics and supply
chain management environment, there is little information on how to effectively
implement knowledge management projects. According to recent research, establishing
effective information management methods, creating a learning culture, and investing
in human capital may result in considerable returns on investment, enhanced customer
satisfaction, and a competitive edge (Cooper et al., 2016). Supply chain information
system assessment. The platform's logistics are tight since its cross-sectional
functionalities demand data from many enterprises and functional domains. Supply
chain information systems need electronic connectivity for these reasons. Information
is heavily implemented in all logistic chain links, and it underpins all business activities.
Information management in the logistics system, which supports development and
planning, can only be done via included data processing, which creates supply chain
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channel transparency (Mentzer et al., 2001). Information flow management and control
collects and prepares all electronic data. One strategy to save costs, increase product
and service quality, and rationalize the information systems business. The
reorganization of the observed area improves information flow and quality and reduces
expenses by dedicating resources. Information quality and timeliness affect shipment
times, correctness, and errors. computerizing logistics chain information systems.

2.2 Hypotheses Statement

Hypotheses identify research problems and forecast solutions. It is the foundation of
scientific experiments. Thus, your theory must be careful and comprehensive. In 2021,
experts warned that a little hypothesis error might hurt your research.

H1: There is a positive relationship between the innovation capability and
customer satisfaction at Kelantan

H2: There is a positive relationship between the customer demand management
capability and customer satisfaction at Kelantan

H3: There is a positive relationship between the information management
capability and customer satisfaction at Kelantan.

2.3 Conceptual Framework

(INDEPENDENT VARIABLES) (DEPENDENT VARIABLE)

CUSTOMER DEMAND
MANAGEMENT
CAPABILITY

INNOVATION CUSTOMER SATISFACTION
CAPABILITY e———— AT KELANTAN

INFORMATION
MANAGEMENT
CAPABILITY

Figure 2.1: The Conceptual Framework of the Research
(Independent Variables 1, 2, 3 and Dependent Variable)

3 Research Methodology

3.1 Research Design

Raw data collection, numerical data collection and analysis can be related to
quantitative methods of data collection and evaluation. The information will be
acquired through a sample survey on the local people in Kelantan. A quantitative
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method can be used to swiftly collect a great collection of information for this study
issue. The variables and data collected from the survey will also be used for descriptive
analysis in this study. This method can be utilized to test a wide range of varying
hypotheses by applying a function such as variance or standard deviation.

3.2 Data Collection Methods

The two main categories of data collection techniques are primary and secondary. The
study will use a quantitative data approach due to the primary data collection method.
A questionnaire will be used in the study as a primary data in order to obtaining the data
related to our research topic. We will use online questionnaire by using the Google form
and distributed the questionnaire among the local citizen who lived in Kelantan. The
goals and queries of the study's research will be linked to our online questionnaire. The
online questionnaire will automatically record and save the data evaluation from the
respondent’s in the Google Form account.

3.3 Study Population

Kelantan has a population of 1.93 million people, Kota Bharu, a city with a population
0f 358,000. The 784 residents of Kota Bharu who make use of logistics services are the
primary audience for this research. Those who live in Kota Bharu and who use logistics
services were selected as our target audience because they are representative of the
general population and have the most direct experience with the services we want to
improve. In addition, customers who make use of logistics services have a deep
understanding of both the services themselves and the processes involved in utilizing
them.

Historical

400,000
300,000
200,000

100,000

Figure 3.1 : The number of population living in Kota Bharu

3.4 Sample size

There are a variety of patterns that may be used to represent sample size. The assigned
sample size is the total number of units used in the study's touch or information
combination tests. The sample size for this research will be determined to be 260
people, who will be representative of the whole population. The "N" in the table
indicated the size of the whole population, while the "S" indicated the size of the study
group. The equation of sample size were written below:
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N 5 N 5 N 5
10 10 220 140 1200 201
15 14 230 144 1200 297
20 19 240 142 1400 302
25 24 250 152 1300 306
30 2 260 155 1600 310
35 32 270 159 1700 313
40 36 280 162 1800 317
45 40 290 165 1900 320
50 44 300 169 2000 322
55 43 320 175 220 327
60 52 340 181 240 33
65 36 360 186 2600 335
0 59 380 191 2800 338
5 63 400 196 3000 341
80 66 420 201 3300 346
85 70 440 205 4000 351
90 3 460 210 4300 354
95 76 430 214 5000 357

100 20 500 217 6000 361

110 86 550 226 7000 364

120 92 600 234 8000 367

130 97 650 242 9000 368

140 103 700 248 10000 370

150 108 150 254 15000 375

160 13 800 260 20000 317

170 18 850 265 30000 379

180 123 900 269 40000 380

190 127 950 274 50000 381

200 132 1000 278 75000 382

210 136 1100 285 1000000 384
MNote —Nis population size.  §'is sampe size

Source: Krejeie & Morgan, 1970

Figure 3.2 : The Determining of Population and Sample Size
Equation:

. x2 NP (1-P)
T e?2(N-1)+x2 p(1-P)

x* = 3841 (The table value of chi-square for 1 degree of freedom at the desired
confidence level)

N
Population size =784/ =784
o4
Population proportion = 50%/ =0.5

e
Margin of error = 5%/ =0.05

Output:
_ 3841 X784 x 0.5 % (1—-0.5)

"= 1(0.05)% x (784 — 1)) + 3.841 x 0.5 (1— 0.5)
- 752.836

"= 19575+ 0.96025

n = 258.02

n= 260

Therefore, our population size is 784 people majorly using logistics services, thus a
sample size of 260 is sufficient for our purposes.
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3.5 Sampling Techniques

For this study's population, a sample size of 260 people is required. We'll use a method
called "convenience sampling" to choose some of the responses from among that
massive pool. The preferred sample size is substantial, and this method will facilitate
the researcher's rapid collection of a sample size of 260 respondents. The term
"convenience sampling" refers to a research technique in which information about a
market is gathered from a pool of respondents chosen because they are easy to reach.
Thus, using convenience sampling in this way will guarantee that the primary study
doesn't need any more resources. Since time is of the essence, convenience sampling is
the method of choice given the constraints of time and the urgency of the data collection
task at hand. However, while using (Scheff et al., 2002). criteria for sample size
accumulation, the examiner must always exercise caution. Assuming the level of
accuracy is 0.05 and that alpha is known to be 0.05 under these circumstances.

3.6 Research Instrument Development

The measurement tools in this study, we decided to use questionnaires to gather data in
an effective manner. To avoid any problems and make it simpler for respondents to
understand all the questions, this questionnaire was created and distributed to them in
two different languages, English and Malay. There are various methods for conducting
quantitative, qualitative, and hybrid research. A group discussion interview is a
conversation in which a group of participants or interviewers are presented questions to
determine their opinion or opinions on a certain topic. There are five sections to the
questionnaire (A, B, C, D and E). Each part represents a distinct variable: section A
represents demographic questions, section B represents customer satisfaction questions,
section C represents customization and innovation questions, section D represents
customer demand management capability questions and section E represents
information management capability questions. Element to enhance and perceive by
logistics services to improve customer satisfaction.

3.7 Measurement of the Variables

The distribution of the questionnaire was done at random, the data gathered was
important given the issue related to the study, and using the questionnaire allowed for
immediate feedback. 260 people completed the set of questionnaires, which was
divided into two main sections.

3.7.1 Nominal Scale

Normative Scale With the help of a nominal scale, this research study may classify the
participants into several categories or classes. Simply said, the categories are there to
make it simpler for respondents to select a response from the many groupings.
According to (Sekaran & Bougie, 2016), using SPSS software, the nominal scale offers
practitioners a few quick, normative techniques to evaluate the data. The demographic
responded utilizing the nominal scale is asked to enter gender, race, and education level
and race in Section A.

3.7.2 Interval scale

The Likert scale, which enabled respondents to choose a scale from 1 to 5 to represent
their honest thoughts, was used in sections B through E of the questionnaire. According
to the researcher, the Likert scale might have as many different ranges of values. Due
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to the fact that we sought to examine the connection between the high-level logistic
elements and customer satisfaction in Kelantan, our group decided to utilize just a 5-
level Likert scale as the range. As a result, it is simple to comprehend the scale and less
onerous for the respondent to complete the questionnaire.

3.8 Procedure for Data Analysis

Statistical Programmer for Social Science was the computer programme we used to find
the prior data for this study (SPSS). We used SPSS to calculate the data that was
obtained in a shorter amount of time and to streamline the quantitative analysis in the
simplest way possible. We were able to understand the data used in quantitative
research with the aid of SPSS. The pilot test, frequency analysis, descriptive analysis,
reliability analysis, normality test, and Pearson's correlation coefficient analysis were
all used in the statistical analysis for this study.

4 Data Analysis and Findings

4.1 Pilot Test

The pilot test can help the researcher finish the task of the study and also provides an
opportunity to review the questions, identify any potential issues, and re-plan the
investigation. We had conducted pilot test and distributed 30 sets of sample
questionnaire survey to participants from this community in order to obtain a test of
reliability for the study's target population, which comprises citizens of Kelantan. The
range of the Cronbach's Alpha (a) coefficient provides a clear statement of the strength
of connection in Table 3.2 of Chapter 3. The questionnaire's reliability score should not
be less than 0.6, as this is regarded as having poor reliability. The item's internal
consistency dependability is increased by the value's proximity to 1.

Table 4.1: Result of Reliability Coefficient Alpha for Pilot Test

Variable Number of item Cronbach’s Alpha Internal
Coefficient (a) Consistency
Customer Satisfaction 5 0.936 Excellent
Innovation capability 5 0.940 Excellent
Customer Demand 5 0.944 Excellent
Management Capability
Information Management 5 0.939 Excellent
Capability

Table 4.1 above showed the reliability of pilot test analysis for dependant variable and
independent variables. Based on the table 4.1, all variables were above the a. 0of 0.6. The
questionnaire was therefore approved. There were 5 questions were computed in each
variable. The Cronbach’s Alpha coefficient value (o) was varying. The o for the
dependent variable which is customer satisfaction is 0.936, thus showed the reliability
was excellent. The first o was 0.940 for the independent variable 1 (innovation
capability) which was indicated that was good and reliable. The second a was 0.944 for
the independent variable 2 (customer demand management capability) which was
indicated acceptable and reliable. Lastly, the third a was 0.939 for the independent
variable 3 (information management capability) which was indicated acceptable and
reliable. The overall findings for this research study thereby provided a strong
indication of the strength of relationship.
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4.2 Frequency Analysis

The frequency analysis of the respondents' demographic background. The results of this
survey included 260 respondents. Section A of the data includes inquiries about the
respondents' gender, race, age, and academic qualifications as well as questions about
their demographic profile. Descriptive statistical analysis involving frequency and
percentage were used to examine the demographic profile.

4.2.1 Gender
Table 4.2: Gender of Respondents
GENDER
Item Frequency Percentage (%)
Male 118 454
Female 142 54.6
Total 260 100.0
GENDER

= Male = Female

Figure 4.1: Gender of Respondents

According to table 4.2 above, there were 142 female respondents in this study, making
up 54.6% of the total, compared to 118 male respondents, who made up 45.4%. The
percentage based on the figure 4.1 indicated that there were more female respondents
than male respondents.
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4.2.2 Race
Table 4.3: Race of Respondents
RACE
Item Frequency Percentage (%)
Malay 90 34.6
Chinese 106 40.8
Indian 57 21.9
Others 7 2.7
Total 260 100.0
Race

= Malay = Chinese = Indian = Others

Figure 4.2: Race of Respondents

Based on table 4.3 showed in term of race, the majority of respondents were Chinese,
accounting for 106 respondents (40.8%), followed by Malay, accounting for 90
respondents (34.6%). The third highest respondents came from Indian with 57
respondents (21.9%) and last was others with 7 respondents (2.7%). Therefore, the
Chinese race people had the highest percentage compared to other races based on figure
4.2.
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4.2.3 Age
Table 4.4: Respondent’s age
AGE

Item Frequency Percentage (%)
19 years old and 13 5.0

below
20-29 years old 163 62.7
30-39 years old 35 13.5
40-49 years old 38 14.6
49 years above 11 42

Total 260 100.0

= 19 years old and below = 20-29 years old = 30-39 years old
= 40-49 years old = 49 years above

Figure 4.3: Respondents’ Age

The age of the respondents from our survey was shown in table 4.4 and figure 4.3. The
age category with the biggest percentage of respondents is 20-29 years old, with 163
(62.7%), while the second highest percentage is 40—49 years old, with 38 (14.6%). The
age range of 30-39 years old is the third highest with 35 (13.5%) respondents.
Meanwhile, there were respondents with the age range of 19 years old and below and
49 years old and above with 13 (5.0%) and 11 (4.2%) respondents respectively.

4.2.4 Academic Qualification
Table 4.5: Respondent’s Academic Qualification

ACADEMIC QUALIFICATION

Item Frequency Percentage (%)
SPM 37 14.2
STPM / 51 19.6
DIPLOMA
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DEGREE 142 54.6
OTHERS 30 11.5
Total 260 100.0

Academic Qualification

= SPM = STPM /DIPLOMA = DEGREE = OTHERS

Figure 4.4: Respondents’ Academic Qualification

The respondents' academic qualifications were shown in table 4.5 and figure 4.4. It
showed that the highest number of respondents with 142 (54.6%) were Degree
qualification while the second highest number of respondents with 51 (19.6%) were
STPM or Diploma qualification. Meanwhile, there were SPM qualification and others
which were 37 (14.2%) respondents and 30 (11.5%) respondents respectively.

4.3 Descriptive Analysis

The term "descriptive statistics" may be used to offer straightforward explanations of
statistical measures like the mean and standard deviation that are useful for summing
up large amounts of data. This section will go into the mean and standard deviation for
both the independent and dependent studies, as well as the frequency distributions for
respondent demographics and a selection of questions pertaining to customer service,
insurance, and baggage delivery.

The mean score is a common statistic used in surveys, and it captures how respondents
felt about various aspects of the survey process such as customer service, insurance,
and baggage delivery (customer satisfaction of courier service). To assess the mean
score, we shall consider a variety of possible interpretations. In this study, the
questionnaire's sections B to E's mean and standard deviation (o) were examined.
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4.3.1 Customer Satisfaction

Table 4.6: Descriptive Analysis of Customer Satisfaction

Variables N Mean Std. Deviation
1. Company's professional services and friendly 260 4.36 0.913
behaviors will increase customer satisfaction.
2. Product ordered, delivered, and received in a timely 260 4.36 0.908
manner will increase customer satisfaction.
3. The details provided about service time is appropriate and 260 4.33 0.913
accurate will increase customer satisfaction.
4. Items are shipped in accordance with the orders made will 260 4.35 0.904
increase customer satisfaction.
5. Inform customers if there is a delay in delivery will 260 4.22 0.853

increase customer satisfaction.

Table 4.6 showed the mean and standard deviation of dependent variable (Customer
satisfaction). The mean for variable 1 and 2 is the highest which was ‘Company's
professional services and friendly behaviors will increase customer satisfaction.” and
‘Product ordered, delivered, and received in a timely manner will increase customer
satisfaction.” with mean of 4.36 (c = 0.913,0.908). Meanwhile, variable 5 which was
‘Inform customers if there is a delay in delivery will increase customer satisfaction.’
was the lowest mean with 4.22 (o = 0.853).

4.3.2 Innovation Capability

Table 4.7: Descriptive Analysis of Innovation Capability

Variables N Mean Std. Deviation
1. Increase efficiency through automation to provide 260 4.24 0.929
customers with faster resolutions will increase customer
satisfaction.
2. Using technology to aid fulfillment processes and 260 4.19 0.934
reduce human error will increase customer satisfaction.
3. Logistics innovation helps to saves time. 260 4.26 0.982
4. Warehouse technology to increases order picking 260 4.08 0.960
processes.
5. Innovative helps to keep up with customer needs 260 4.23 0.940

Table 4.7 showed the mean and standard deviation of independent variable
(Innovation Capability). The mean for variable 3 is the highest which was ‘Logistics
innovation helps to saves time.” with mean of 4.26 (o = 0.982). Meanwhile, variable 4
which was ‘Warehouse technology to increases order picking processes.” was the
lowest mean with 4.08 (¢ = 0.960).

4.3.3 Customer demand management capability

Table 4.8: Descriptive Analysis of Customer demand management capability

Variables N Mean Std. Deviation
1. Help customers in resolving cargo transportation 260 4.15 0.903
dispute will increase customer satisfaction.
2. Help customers in contacting insurance companies 260 4.20 0.920
to file claims for compensation will increase customer

satisfaction.
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3. Flexibility in responding to consumer requests will 260 4.13 0.966
increase customer satisfaction.

4. Adapting processes to suit unforeseen client needs in 260 4.19 0.987
a flexible manner will increase customer satisfaction.

5. Dealing with customer problems patiently will 260 4.00 0.977

increase customer satisfaction.

Table 4.8 showed the mean and standard deviation of independent variable (Customer
demand management capability). The mean for variable 2 is the highest which was
‘Help customers in contacting insurance companies to file claims for compensation will
increase customer satisfaction.” with mean of 4.20 (¢ = 0.920). Meanwhile, variable 5
which was ‘Dealing with customer problems patiently will increase customer
satisfaction. * was the lowest mean with 4.00 (o = 0.966).

4.3.4 Information management capability

Table 4.9: Descriptive Analysis of Information management capability

Variables N Mean Std. Deviation

1. Help customers with valuation, cost savings, 260 4.08 0.957
problem solutions, and other tasks will increase
customer satisfaction.

2. Sending per-alert notices of shipment/delivery 260 4.12 0.956
issues will increase customer satisfaction.
3. The services for returning and exchanging things are 260 4.28 0.926

straightforward, convenient, and responsible will
increase customer satisfaction.

4. The company offers cargo tracking services will 260 4.12 0.926
increase customer satisfaction.
5. Recommending alternative actions when unexpected 260 4.11 0.954

issues occur will increase customer satisfaction.

Table 4.9 showed the mean and standard deviation of independent variable (Information
management capability). The mean for variable 3 is the highest which was ‘The services
for returning and exchanging things are straightforward, convenient, and
responsible will increase customer satisfaction.” with mean of 4.28 (o = 0.926).
Meanwhile, variable 1 which was ‘Help customers with valuation, cost savings,
problem solutions, and other tasks will increase customer satisfaction.” was the lowest
mean with 4.08 (¢ = 0.957).

4.4 Reliability Test

Standardizing the studies or trials was how researchers determined how accurate a
certain measurement was. There are two perspectives on reliability: internal and
external. Internal validity and efficacy of the experiment were calculated using the
general correlation element and the alpha index. If you want to know how devoid of
random mistake a scale is, go no further than its dependability. In addition, if the result
is constant throughout time, the instrument might be considered trustworthy. Internal
reliability, a split-half approach, includes Cronbach's alpha as well. Cronbach's alpha is
a part of internal reliability; it is used to calculate the average correlation or internal
consistency of the research instrument (Cronbach, 1951).
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Table 4.10: Reliability Test

Variable Number of item Cronbach’s Alpha Internal
Coefficient (a) Consistency
Customer Satisfaction 5 0.909 Excellent
Innovation capability 5 0.919 Excellent
Customer Demand 5 0910 Excellent
Management Capability
Information Management 5 0.894 Good
Capability

Cronbach's alpha for each variable was calculated using the reliability analysis tool in
SPSS and is shown in Table 4.12. In this model, the levels of customer satisfaction, the
innovation capability, and the ability to manage customer demand all operate as
independent variables. The SPSS data shows that the Cronbach's alpha values for the
three independent variables are 0.909, 0.919, and 0.910, respectively. The Cronbach's
alpha score of 0.894 for the dependent variable "Information management capabilities"
demonstrates good levels of internal consistency. A total of 260 participants were
surveyed, and the findings confirmed the validity and trustworthiness of the real
questionnaire.

4.5 Normality Test

Normality test was an additional of the graphical assessment of normality (Elliot &
Woodward, 2007). Normality test usually used to define the sample data that had been
collected from a normal distribution. Normality test that developed by the SPSS
software are Kolmogrov-Smirnov test and Shapiro-Wilk test. According to the rule of
thumb, the research was concluded that the variable was not normally distributed if
value p is less than. 0.05 (p<0.05).

Table 4.11: Normality Test

Variable Kolmogorov-Smirnov?* Shapiro-Wilk
Statistic Sig. Statistic Sig.
Customer Satisfaction 0.258 0.000 0.672 0.000
Innovation capability 0.265 0.000 0.725 0.000
Customer Demand 0.209 0.000 0.784 0.000
Management Capability
Information Management 0.241 0.000 0.748 0.000
Capability

The results of the normality test, which the Shapiro-Wilk and Kolmogorov-Smirnov
tests, were presented in Table 4.13. There were outliers discovered in the data following
the normality test. Each independent variable's significance value, or p value, is 0.000,
which is less than 0.05 (p<0.05). The significant value result for the Kolmogorov-
Smirnov test, which was a p-value less than 0.05 for all the variables, was displayed in
the table above. This indicated that the data were not average. Additionally, the table
displayed the Shapiro-Wilk test's significant value result, which was a p-value of 0.05
or less for all variable. This implied that the data was not average as well. The normality
test therefore revealed that all the variables indicated not a normal distribution, and each
variable's null hypothesis was rejected.
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4.6 Pearson’s Correlation Coefficient Analysis

Pearson’s correlation coefficient analysis was used in this research to measure the
strength and significant relationships between independent variables and dependent
variable. Thus, the independent variables of this study were innovation capability,
customer demand management capability, information management capability and the
dependent variable was customer satisfaction.

4.6.1 The relationship between the innovation capability and customer satisfactions.

Hypothesis to Address Research Question 1:

HO: There is no positive relationship between the innovation capability and customer
satisfactions.

HI1: There is a positive relationship between the innovation capability and customer
satisfactions.

Table 4.12: Hypothesis 1

Innovation Customer Value
Capability Satisfaction
Pearson 1 0.801*
Innovation Correlation
Capability Sig. (2-tailed) 0.000
N 260 260
Pearson 0.801™ 1 Strong
Customer Correlation
Satisfaction Sig. (2-tailed) 0.000
N 260 260

Table 4.14 above showed the relationship between the innovation capability and
customer satisfactions. According to the result of the Person Correlation Coefficient,
this study accepted H1 because with the result of 0.801 it proved that there was
significant relationship between the innovation capability and customer satisfactions.
Meanwhile HO was rejected because the value was 0.00 where there are no significant
relationships between the innovation capability and customer satisfactions. From the
result, H1 showed the level of relationship between the innovation capability and
customer satisfactions was strong.

4.6.2 The relationship between the customer demand management capability and
customer satisfaction.

Hypothesis to Address Research Question 2:
HO: There is no positive relationship between the customer demand management
capability and customer satisfaction.
H2: There is a positive relationship between the customer demand management
capability and customer satisfaction.

Table 4.13: Hypothesis 2

Customer demand Customer Value
management Satisfaction
capability

Pearson 1 0.760™

Correlation
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Customer demand Sig. (2-tailed) 0.000
management N 260 260 Strong
capability
Pearson 0.760™ 1
Customer Correlation
Satisfaction Sig. (2-tailed) 0.000
N 260 260

Table 4.15 above showed the relationship between the customer demand management
capability and customer satisfaction. According to the result of the Person Correlation
Coefficient, this study accepted H2 because with the result of 0.760 it proved that there
was significant relationship between the customer demand management capability and
customer satisfaction. Meanwhile HO was rejected because the value was 0.00 where
there are no significant relationships between the customer demand management
capability and customer satisfaction. From the result, H2 showed the level of
relationship between the customer demand management capability and customer
satisfaction was strong.

4.6.3 The relationship between the information management capability and customer
satisfaction.

Hypothesis to Address Research Question 3:

HO: There is no positive relationship between the information management capability
and customer satisfaction.

H3: There is a positive relationship between the information management capability
and customer satisfaction.

Table 4.14: Hypothesis 3

Information Customer Value
management Satisfaction
capability
Pearson 1 0.767"
Information Correlation
management Sig. (2-tailed) 0.000
capability N 260 260 Strong
Pearson 0.767" 1
Customer Correlation
Satisfaction Sig. (2-tailed) 0.000
N 260 260

Table 4.16 above showed the relationship between the information management
capability and customer satisfaction. According to the result of the Person Correlation
Coefficient, this study accepted H3 because with the result of 0.767 it proved that there
was significant relationship between the information management capability and
customer satisfaction. Meanwhile HO was rejected because the value was 0.00 where
there are no significant relationships between the information management capability
and customer satisfaction. From the result, H3 showed the level of relationship between
the information management capability and customer satisfaction was strong.
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5 Conclusion

5.1 Recommendations for Future Research

Future research should focus largely on the quantitative and qualitative verification of
the contribution of high level logistic service on customer satisfaction. We propose a
few ideas for further research so that the researchers might take the initiative to start
this transformation. For starters, new research may be conducted in nations where
citizens may have different viewpoints regarding the value of logistics companies' most
recent offerings. A bigger sample size may help in producing more accurate outcomes
that can be extended to a wider environment, but it may also make it more difficult for
the researcher to carry out follow-up study.

Additional research may investigate a variety of services to see how various factors, in
regard to information management skill, innovation capability, and customer demand
management capacity, may affect the use appeal. Although there are many more
services that influence consumers' preferences when choosing a logistics provider, this
study's research focuses on customer satisfaction, innovation capabilities, and customer
demand management competency. Therefore, future studies may further explore the
other element that indirectly motivates consumers to use logistics services, such as
utilizing observation or survey, using the articles and journal as a reference to acquire
the necessary data and finish the analysis.

5.2 Overall Conclusion of the Study

The study's conclusions should assist users or researcher in making decisions on the
variables that influence customer satisfaction and the ability of logistic companies to
innovate and oversee their operations. The research presented in this chapter
demonstrates that the three independent variables of information management
capability, innovation capability, and customer demand management capability are
crucial in attracting customer to use a logistics service and, correspondingly, improving
customer satisfaction. This research focuses on the relationship between customer
satisfaction and high logistical factors.

Overall, this study was successful in achieving all three of its objectives. The findings
of this study should serve as a guide for logistics providers as they adapt and improve
the services, they offer customers in an effort to pique their interest and acquire their
business. Logistics experts can utilize the study's findings to evaluate the contribution
of high level logistic service to customer satisfaction. It was proven that the dependent
variable was considerably influenced by all three independent variables. Customers'
behaviors may have an impact on a business, which can produce erratic findings when
analyzing the consequences of expanded or new service techniques.
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Abstract:

Nowadays, the growing popularity of e-commerce has altered not just how products are sold,
but also how they are delivered. Customers expects customized items to be sent swiftly, with
full order convenience and flexibility. The SERVQUAL model is important to measure the
customer satisfaction for the parcel delivery company so that the parcel delivery company can
improve and avoid mistake by knowing the feedback that the customer give them. Due to
COVID-19 and the effect of technology, it has resulted in a notable change in business-to-
customer delivery. Customer behaviour, values, and culture have also altered the geographical
situation and purchasing power. Hence, the primary goal of this research is to determine the
relationship between tangible, reliability, and responsiveness with customer satisfaction on
parcel delivery company. There are 272 respondents who are University Malaysia Kelantan
(UMK) SAL students that were chosen at random to participate in the researchers’
questionnaire. Data analysis was conducted by using SPSS tools. This study presented 272 data
regarding how tangible, reliability, and responsiveness strongly influences the customer
satisfaction on parcel delivery company. The result shows that there are significant correlations
between tangible, reliability, and responsiveness with customer satisfaction on parcel delivery
company. In conclusion, the findings of this research indicates that tangible, reliability, and
responsiveness have positive relationship with the customer satisfaction on parcel delivery
company. This study has implications for delivery service providers and individual consumers,
who can review their service as to suit the needs of its present customers.

Keywords: Customer satisfaction, reliability, responsiveness, SERVQUAL, tangible

1 Introduction

Over the past few years, the customer satisfaction has become increasingly important
for the delivery company as there are more people using the delivery company for their
daily live usage. This is due to the increase of usage in e-commerce. Due to the covid-
19 many people are stuck at home and their movement is limited, because of that many
people order item online which will use the delivery company to delivery all the item
that is being order and delivered it to the people. Excellent customer satisfaction
promotes company reputations, customer loyalty and able to retain the customer. The
study shows that having customer satisfaction will help a lot for the company and will
bring profit for the company in the long run. This brings the perception of customer
satisfaction as a component of financial performance for the long and short term of sales
growth for the company.
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The increase of the e-commerce has resulted in not only how the product are sold but
also how they are delivered. When it comes to e-commerce many customers expect the
delivery company to send the product item perfectly and quickly. The e-commerce has
successfully revolutionised how the consumer shop for products and has also gained
widespread acceptance. All e-commerce revolution can be contributed to the covid-19
MCO.

The study was made to know customer satisfaction when it comes to the parcel delivery
company. In some of our daily lives, we may use the delivery company as well to
deliver our parcel and we may know how we feel when it comes to the delivery
company, but we do not know how the consensus of the general population feels when
it concerns the delivery company.

The study objective is to find the relationship between tangibility, reliability, and
responsiveness towards the customer satisfaction of the parcel delivery company among
SAL students. This study is to know if there is any connection to the satisfaction of the
customer when it comes to the tangibility, reliability and responsiveness of the parcel
delivery company. The study wants to know either of these variables will bring the
positive view on the customer or it will bring negative view of the customer towards
the parcel delivery company.

2 Literature Review

2.1 Definition of Customer Satisfaction

In past research, 99% of dissatisfied customers will not repeat using parcel delivery
from companies that do not provide true customer satisfaction. This means, recognizing
customer satisfaction will be one of the ways to reduce the customers unhappiness while
also increasing the company's profit. Many researchers state that, there is a good and
strong relationship between service quality and customer trust. Additionally, customer
satisfaction is a critical issue for the purpose of increasing profits for the service and
companies. Customer satisfaction can be described as the psychology experienced by
consumers when the services used are able to meet or exceed the requirements and
experience for actual use.

2.2 Previous Research

2.2.1 Online shopping

According to a previous study, online shopping is the form of electronic commerce that
enables consumers to purchase things directly from the internet using a web browser.
This demonstrates that consumers purchase products directly from the seller, without
an intermediary. This online shopping promotion gives a variety of items and services
to clients. Therefore, the buyer can compare offers from many intermediaries and select
the most advantageous one. This online shopping process is one of the causes of a busy
lifestyle and tight working hours. This is an easy solution and can save time compared
to walk-in shopping. Online shopping also provides more comfort where it can reduce
travel time and cost and can make payments easily.
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2.2.2 Parcel Delivery Service

According to a recent study, each available product will be sorted according to the same
Delivery Area before leaving the hub. After the package has been delivered to the
corresponding hub region, it will be divided for local distribution to the end user's
location. As evidence of a successful delivery signature, each shipment will be subject
to an additional procedure. When completing a time-sensitive online purchase, it is vital
for a customer to choose the most appropriate shipping method. Therefore, this delivery
service requires effective technology, such as bar code scanning, that allows customers
to monitor the delivery process within a predetermined time range. The company's
service quality can be delivered to clients as promptly as feasible using this application.

3 Methodology

The researchers used a quantitative method to obtain data on Customer satisfaction on
parcel delivery services. The students from University Malaysia Kelantan (UMK) Sal
students are the research’s target population. Convenience sampling is used in the
research because researchers choose specified demographic rudiments as study
participants who are already prepared and conveniently available. The data was
gathered via a Google form questionnaire survey. A standardized questionnaire was
created for 263 SAL students to complete. The questionnaire was adopted and adapted
for the study, and two types of question were used: multiple choice question and five-
point Likert-Scale question.

The collected data is analyzed using Statistical Package for Social Science (SPSS) to
help us reach our objective. The data was analyzed using frequency analysis, reliability
analysis, and Pearson’s correlation coefficient. Before distributing the questionnaire,
the research conducted a 17-pilot test to assess reliability using Cronbach’s Alpha
methods, and all the findings of all variables were satisfactory. Because of the pilot test
findings, no variables need to be removed. The survey was given to the SAL students
using this technique. There were 272 usable replies collected.

Thus, the response rate is 103.4%%. The 272 respondents for the research are
comprised of 61.8% female and 38.2% male. The respondents come from year 1, year
2, year 3 and year 4 students. There have only 27 respondents (9.9%) from year 1
answered the questionnaire. Out of 78 respondents (28.7%) and 123 respondents
(45.2%) are from year 3 and year 4, respectively. The rest is from year 2. From 272
respondents that have been collected, Malays have collected the highest data which is
46.9% contribute to 135 respondents while 24.6% contributing to 67 respondents are
Chinese. For Indian respondents, the questionnaire gathered 21.3% or 58 respondents
and the rest are from other races of respondents.

4 Findings and Discussion

4.1 Finding

4.1.1 Reliability Analysis
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The reliability coefficient was the amount that inconsistency true to the total of the
experiment has been obtained variability. The data was tested using Cronbach’s Alpha
analysis to ensure the reliability and interior reliability of the information.

Table 4.1: Reliability Statistics

Dimension No. of Item Alpha Value (o)
Tangible 4 0.792
Reliability 5 0.863
Responsiveness 4 0.792

Table 4.1 depicts that the reliability statistics which measure Cronbach’s Alpha of all
variables to prove the reliability of the research. Cronbach’s Alpha is used to determine
the reliability of this research and the results found that the value of Cronbach Alpha
for tangible is 0.792, reliability 0.863, and responsiveness 0.792. The value shows that
all the variables are accepted, and it is valid and exceptionally reliable.

4.1.2 Descriptive Analysis

Descriptive analysis is used to find the average mean for each variable to assess whether
the variables meet the respondent’s agreed level of the mean. The mean score should
be more than 3.50 to meet the agree level of SAL students on customer satisfaction on
parcel delivery company.

Table 4.2 Descriptive Statistics

Part Dimension Mean Std. Deviation (SD) N
Independent Variable 4.1793 0.53372 272
C Tangible 4.1425 0.59686 272
D Reliability 4.1976 0.60155 272
E Responsiveness 4.1978 0.65165 272
Dependent Variable 4.2482 0.63963 272
F Customer Satisfaction 4.2482 0.63963 272

Table 4.2 shows that the dependent variable has a high mean score of 4.2482. The Mean
score for all independent factors is similarly remarkably high, 4.1793. Each independent
variable has a mean score that is extremely high, which satisfies the criteria. The
tangible independent variable mean score is 4.1425. The reliability mean score is
4.1976. The responsiveness Mean score is 4.1978. Thus, the average mean shows that
the independent variable and dependent variable

4.1.3 Correlation Analysis

Pearson correlation is one of the test statistics used to determine the strength of two
variable linear connections. The independent variable is tangible, reliability and
responsiveness while the dependent variable is customer satisfaction

Table 4.3: The Pearson Correlation

Customer Tangible Reliability Responsiveness
Satisfaction
Customer Pearson 1 S516™ 675" 697
Satisfaction Correlation
Sig. (2-tailed) .000 .000 .000
N 272 272 272 272

**_Correlation is significant at the 0.01 level (2-tailed).
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Table 4.3 shows that there is a strong positive correlation between customer satisfaction
and tangible with an r-value of 0.516. The r value between customer satisfaction and
reliability is 0.675. This indicates a strong positive correlation between the variables.
There is a strong positive correlation between customer satisfaction and responsiveness
with an r-value of 0.697. There is a strong positive correlation between tangible and
reliability with an r-value of 0.604. There is a strong positive correlation between
tangible and responsiveness with an r-value of 0.504. There is a strong positive
correlation between reliability and responsiveness with an r-value of 0.752. Thus, all
the hypothesis for the variables is accepted. The results show that tangible, reliability,
and responsiveness affect customer satisfaction of SAL students.

4.2 Results of Information Analysis

4.2.1 Relationship Between Tangible and Customer Satisfaction on Parcel Delivery
Company among SAL students.

HI: There is a significant relationship between tangible and customer satisfaction on
parcel delivery company.

From table 4.3, it is showed that there is a significant relationship between tangible and
customer satisfaction on parcel delivery company because the p-value is 0.000 which
less than 0=0.05. while the Pearson Correlation Coefficient value is 0.516 which
explained the substantial relationship between tangible and customer satisfaction on
parcel delivery company. Therefore, the H1 is accepted.

4.2.2 Relationship Between Reliability and Customer Satisfaction on Parcel Delivery
Company among SAL students

H2: There is a significant relationship between reliability and customer satisfaction on
parcel delivery company.

From the table 4.3, it is showed that there is a significant relationship between reliability
and customer satisfaction on parcel delivery company because the p-value is 0.000
which less than a=0.05. while the Pearson Correlation Coefficient value is 0.675 which
explained the substantial relationship between reliability and customer satisfaction on
parcel delivery company. Therefore, the H2 is accepted.

4.2.3 Relationship Between Responsiveness and Customer Satisfaction on Parcel
Delivery Company among SAL students.

H3: There is a significant relationship between responsiveness and customer
satisfaction on parcel delivery company.

From the table 4.3, it is showed that there is a significant relationship between
responsiveness and customer satisfaction on parcel delivery company because the p-
value is 0.000 which less than a=0.05. while the Pearson Correlation Coefficient value
is 0.697 which explained the substantial relationship between responsiveness and
customer satisfaction on parcel delivery company. Therefore, the H3 is accepted.
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5 Conclusion and Recommendation

5.1 Limitation of Study

There are some limitations found when the researcher conducts this research study. The
first limitation that has been identified is that variable for this study limited to three
variables. Service quality across five variable which are assurance, empathy, reliability,
responsiveness, and tangible. Therefore, the researcher has chosen to use an online
survey to distribute the questionnaire using google form to the target respondents. In
addition, when using online surveys, researchers find it difficult to get feedback from
respondents because the links sent may often be ignored by them.

The next limitation of the study is that the researcher assumes that all respondents have
sufficient knowledge to understand the topic being studied to answer this questionnaire.
Lastly, this inquiry is just for Logistics students (SAL) at the University Malaysia
Kelantan City Campus. The researcher did not have enough time to collect data from
students and had to hustle to get data from responders. In the period allotted by the
researcher, 372 respondents. The time spent distributing the questionnaire and for them
to the respondents was insufficient. To reach the target number of respondents,
respondents had to be reminded several times to fill out the Google form.

5.2 Recommendations

Recommendations for future research are based on the limitations of the study in the
previous section. Firstly, more questions should be added to each dimension to
strengthen the reliability and validity of the questionnaire. In addition, the researcher
recommends that this study can be expanded by using qualitative and quantitative
methods where it can help future researchers to obtain more in-depth and valuable
findings according to the target respondents. The researchers also recommended adding
more variables to ensure that the study gets more understanding and complete research
about the topic.

Next, future research also can enlarge the sample size and location of the research such
as throughout Malaysia. Future research also needs to focus more on respondents which
is added more respondents to get more depth and honesty. Other than that, the research
recommends to further improve the result of the future study, which is research needs
to manage enough time to collect the data in the certain site that has been chosen.
Lastly, researchers also need to choose the right respondent to answer the entire
questionnaire that has been distributed. Researchers also can give enough time to the
respondent to answer the questionnaire while in the free time.

5.3 Future Research

The level of satisfaction experienced by customers can be affected by three different
variables that operate independently of one another. These variables include the
tangible, the reliability, and the responsiveness of the business to the needs of the
customers. Future researchers have the option of including additional factors in their
studies to acquire data and outcomes that are richer in detail. Further investigate should
be done to investigate the quality of the services offered by the delivery service to
improve their service to attract more customers.
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Abstract:

Utilizing external partners to carry out tasks that a company would typically do internally is known as
outsourcing. While the practice of outsourcing logistics involves using outside firms to carry out logistical
tasks that were previously handled internally. The whole of the logistics process or certain steps within it
may be handled by third parties. Outsourcing is very common and convenience nowadays and many
research have proved that intention outsourcing contributed enormous benefits to organizations in many
countries. With the rising of logistics outsourcing, SMEs in Malaysia also started to believe and outsource
their logistics activities. Therefore, the 3PL market is growing increasingly competitive and combative.
Despite the expanding trend of logistics outsourcing, Malaysia only has little available literature on the
subject. When it comes to Kelantan, there is no published research about connection between psychological
factors and intention of logistics outsourcing can be found on several database. However, psychological
factors become an important element in making a person decide to outsource the logistics activities by
creating intention of logistics outsourcing. In line with thus, this paper aims to examine how psychological
factors of SMEs influence the intention of logistic outsourcing in Kelantan, Malaysia with underpinning
Theory of Planned Behavior. A quantitative approach is used to attain data from 310 small and medium
size enterprises in Kelantan, Malaysia through online questionnaires in Google Form and analyzed by
SPSS version 26. Out of four independent variables used to test the relationship with dependent variable,
core component of TPB which are attitude, subjective norm, and perceived behavioral control have
significantly influenced the logistics outsourcing intention of SMEs in Kelantan. Trust also showed a
significant relationship with logistics outsourcing intention of SMEs in Kelantan. The implications of these
findings have been provided for SMEs in Kelantan, logistics service providers, and successive researchers.

Keywords: SMEs, logistics outsourcing, attitude, subjective norm, perceived behavioral control, trust,
intention, Kelantan, Theory of Planned Behavior

1 Introduction

Globally, outsourcing logistics has been around for a while. Some Third-Party Logistics (3PLs)
are medieval in origin in Europe (Batarliené & JaraStiniené, 2017). According to the current
growth of logistics outsourcing, it was only possible to outsource warehousing and transportation
in the 1950s and 1960s. These operations were primarily short-term. In the 1960s, the emphasis
was on efficiency, cost savings, and long-term contracts. In the 1970s, value-added services like
packaging, labeling, systems support, and warehousing were offeredDue to increased commerce
and investments, Asia is expanding quickly, which has led to a rise in the usage of logistics
outsourcing. For example, within the context of logistics and management of the supply chain,
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Singapore is at the forefront. Notably, Singapore was ranked top in Asia, seventh globally in
2018, and fifth globally from 2012 to 2018 (World Bank, 2018). To add to that, 25 of the top
logistics businesses in the world are headquartered in Singapore, including Dalsey, Hillblom and
Lynn (DHL), Kuehne + Nagel, Sankyu, Schenker, Toll, United Parcel Service (UPS), and Yusen
Logistics. Singapore is now a key centre for global logistics corporations. The most ideal
logistics and supply chain management location for top firms across all sectors in Singapore
(Economic Development Board, 2020; Thai et al., 2022).

Despite the expanding trend of logistics outsourcing, Malaysia only has little available literature
on the subject (Zailani et al., 2017). When it comes to Kelantan, there is no published research
about connection between psychological factors and intention of logistics outsourcing can be
found on database like Google Scholar, Science Direct, Scopus, Emerald, Taylor and Francis
Online, and ProQuest. However, psychological factors become an important element in making
a person decide to outsource the logistics activities by creating intention of logistics outsourcing.
Apart from psychological factor, trust is also an element that might have a huge influence toward
intention of a person or organization to make a decision (Wei, 2022). Therefore, in this study,
psychological factors include attitude, subjective norm, and perceived behavioral control.

Apart from these three core components of Theory of Planned Behavior (TPB), researchers also
take “trust” as an element to examine. This is because trust has been explored as a significant
predictor for TPB in prior research (Nicolaou et al., 2013; Xie et al., 2017). Although many
previous studies (Akter, 2015; Busse et al., 2017; Large et al., 2021; Merminod et al., 2019;
Rintala et al., 2021) had done between three core components of TPB (attitude, subjective norm
and perceived behavioral control) with intention of logistics outsourcing, but researchers found
that there are not many studies take “trust” as an element to examine with intention of logistics
outsourcing when apply TPB. Thus, this study will take the element “trust” to narrow the research
gap within the psychological factors and intention of logistic outsourcing in Kelantan, Malaysia.

1.1 Research Question
RQ1 What is the effect of attitude on logistics outsourcing intention in Kelantan, Malaysia?

RQ2 What is the effect of subjective norm on logistics outsourcing intention in Kelantan,
Malaysia?

RQ3 What is the effect of perceived behavioral control on logistics outsourcing intention in
Kelantan, Malaysia?

RQ4 What is the effect of trust on logistics outsourcing intention in Kelantan, Malaysia?

1.2 Research Objective

RO1 To determine the effect of attitude on logistics outsourcing intention in Kelantan, Malaysia.

RO2 To determine the effect of subjective norm on logistics outsourcing intention in Kelantan,
Malaysia.

RO3 To determine the effect of perceived behavioral control on logistics outsourcing intention
in Kelantan, Malaysia.

RO4 To determine the effect of trust on logistics outsourcing intention in Kelantan, Malaysia.
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2 Literature Review

2.1 Underpinning Theory

This study employs Ajzen's (1985) Theory of Planned Behavior (TPB). As a theoretical
framework, TPB is a psychological theory that links beliefs to conduct. According to this theory,
attitude, subjective norm, and a perceived behavioral control are the three primary factors that
are hypothesized to have an impact on individuals’ intentions toward their behavior. However,
the core idea behind TPB is that a person's behavioral intentions are the most accurate indicator
of how they would behave in social settings. Ajzen was the one who initially proposed the
improvement of the foresightful capacity of the Theory of Reasoned Action (TRA). Ajzen
suggests bringing the concept of perceived behavioral control into the TPB. The perceived ability
to control one's behavior needs to be accounted for in TRA. The TRA has been utilized in studies
that study the interrelationships between a variety of human domains, including beliefs, attitudes,
behavioral intentions, and behaviors, amongst others (Ajzen, 1985).

2.2 Logistics Outsourcing Intention

Researchers found that TPB have a strong connection with intention of logistics outsourcing
from previous research (Rintala et al., 2021). In order to accurately anticipate and explain
behavior and intentions, TPB makes use of components such as perceived behavioral control,
attitudes toward behavior, and subjective norm. As stated by Ajzen (1991), a person's attitude
toward subjective standards connected to perceived peer or societal roles that support the
execution of a certain activity may be determined by looking at the benefits and drawbacks
associated with executing that action. a previous study done by Rintala et al. (2021) stated that
as attitudes improve, subjective standards become more motivating, and decision-makers inside
the company involved in outsourcing or service delivery become more competent, behavioral
reasons may better explain why companies choose to outsource their operations.

From the previous researches (Ajzen, 1991; Marchet et al., 2018; Rintala et al., 2021), it is obvious
that the application of TPB in the research of intention of logistics outsourcing can make SMEs
more understand about how psychological factors (attitude, subjective norm, perceived behavioral
control, and trust) of their own drives them to logistics outsourcing that could bring benefits to
them.

2.3 Attitude

In TPB, attitude toward behavior is formed under the influence of beliefs about the behavior
itself, i.e., that a certain behavior will lead to certain consequences, which are then subjectively
evaluated as being they like it or not. These beliefs can be summarized as the notion that a
behavior will lead to a particular result (Fishbein & Ajzen, 2011; Rintala et al., 2021).

The component of attitude has been the subject of a significant amount of research in recent
years, and it is now seen as a predictor of intents to outsource logistics, particularly in the
perspective of SMEs. Based on previous study done by German et al. (2022), The attitude of a
business demonstrated to have the most important influence on the behavioral intention of a firm
to employ a 3PL provider for outsourcing.

Previous study also showed that an individual's intentions about their actions are significantly
influenced by their attitudes (Ong et al., 2021). Moreover, according to the findings of a study
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conducted by Ding et al. (2022), which examined consumers' intentions regarding the buying of
traceable seafood, a more positive attitude is indicative of a more pronounced purchase intention.

As a result, from the findings of previous study (Ding et al., 2022; German et al., 2022; Ong et
al., 2021), it is clearly seen that SMEs’ positive attitude may be connected with their desire to
outsource their logistical tasks while they are deciding whether or not to outsource these services.
Hence, researchers had developed a hypothesis that:

H1: There is significant relationship between attitude and logistics outsourcing intention.

2.4 Subjective Norm

Subjective norm relates to whether or not a person feels under societal pressure to act in a
particular manner. Subjective norm contemplate a person’s understanding of what others expect
them to do and their desire to follow these social standards (Dalila et al., 2020). The reflecting
aspect of social influence or subjective norm is a trait of values formed from different people’s
perceptions regarding the objective of individual attitude. When making decisions or carrying
out tasks, people act upon or take into consideration the views of caregivers, such as friends,
family, and coworkers (Meng & Choi, 2016). People also face social pressures and follow or
consider the opinions of significant others when making decisions or carrying out activities
(Ajzen & Kruglanski, 2019).

Subjective norm is important component that should be taken into account when outsourcing
logistics because they affect how people perceive the social demands of the people who mean to
them which is their family, friends, coworkers or others and how motivated they are to accept
those pressures (Ham et al., 2015).

In the view of Aslam et al. (2017), subjective norm is one of the most significant predictors that
influence behavioral intention. Cao et al. (2022) also proved that when it comes to certain kinds
of behavior, a greater degree of subjective norm is often related to more significant behavioral
intentions. Moreover, it has been resulted that subjective norm significantly and barely have a
beneficial impact on behavioral intention (Roh et al., 2022).

By reviewing the result getting from previous study (Aslam et al., 2017; Cao et al., 2022; Roh et
al., 2022), there are a significant relationship between subjective norm and behavioral intention.
Therefore, it is obvious that subjective norm of SMEs in Kelantan Malaysia has a strong
connection with their intention to logistics outsourcing. In line with this, the hypothesis of this
study is:

H2: There is significant relationship between subjective norm and logistics outsourcing
intention

2.5 Perceived Behavioral Control

According to TPB, an individual's assessment of his or her own capacity to carry out a certain
conduct is referred to as that person's perceived behavioral control (Ajzen, 1991). Control beliefs
and perceived power are the two components that go into making up perceived behavioral
control. Beliefs about the availability of opportunities or resources that either help or get in the
way of the execution of an activity are known as control beliefs (Ajzen & Kruglanski, 2019).
However, it has been shown that even with totally neutral attitudes and subjective norm,
perceived behavioral control may lead to behavioral intents (Hoeksma et al., 2017). Perceived
behavioral control is important when having intention of logistics outsourcing because perceived
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behavioral control is based on the fact that successful behavior takes time, money, skills, and
abilities (Fishbein & Ajzen, 2011). Perceived behavioral control is also a measure of how much
a person feels in charge of how he or she acts, even though there may be external and internal
limits (Rintala et al., 2021).

Previous study done by Huang et al. (2021) shows that a positive influence on cooperative
consuming intentions of using online car-hailing and actions may be achieved via the perceived
behavioral control. Study also showed that consumer self-esteem is intimately linked to the
perceived behavioral control, and it is believed that high levels of self-esteem either affect or
directly result in high levels of intention and behavioral control (Cao et al., 2022). Moreover,
according to German et al. (2022), it was shown that perceived behavioral control has a
substantial influence on the intention to utilize a Third-Party Logistics provider.

From the results obtained by previous study (Cao et al., 2022; German et al., 2022; Huang et al.,
2021), it shows a positive relationship between perceived behavioral control an intention. Hence,
it is clearly seen that the intention of logistics outsourcing will affect by perceived behavioral
control. On that note, researchers developed a hypothesis for this study:

H3: There is significant relationship between perceived behavioral control and logistics
outsourcing intention.

2.6 Trust

Trust is the readiness of one party to be affected by the actions of another party based on the
anticipation that the other party will do an action that is essential to the trusting party, regardless
of whether the trusting party can watch the action being performed (Luhmann, 2018; Robbins,
2016).

The trust of the SMEs and the confidence in the particular 3PL provider are both taken into
account when evaluating a logistics outsourcing agreement. Trust derives from the SMEs
conviction that the 3PL provider's activities will benefit it and that it would not unintentionally
take any measures that would have the opposite effect (Kalubanga & Namagembe, 2022; Tse et
al., 2019).

Trust is an important component for SMEs in having intention of logistics outsourcing because
until they have knowledge or competence regarding ethical criteria, trust may play a notable role
in boosting the behavioral intentions of SMEs (Bonn et al., 2016).

Previous study done by Mageto et al. (2020) showed that trust in communication, innovation,
and collaboration between manufacturing SMEs and logistics service providers is seen as a
determinant of the efficacy of logistics outsourcing. Only communication trust has a favorable
effect on logistics efficiency. The study's findings aid SME managers in fostering
communication and trust in logistics outsourcing partnerships. Study done by Ejdys and Gulc
(2020) Also revealed a substantial correlation between trust and the propensity to utilize a 3PL
business.

Moreover, previous study (Kalubanga & Namagembe, 2022) was get a result that trust have
significant influence on the intention of logistics outsourcing. Therefore, by reviewing the
previous study (Ejdys & Gulc, 2020; Kalubanga & Namagembe, 2022; Mageto et al., 2020), it
is obvious that trust of SMEs toward 3PL company will influence their logistics outsourcing
intention. Therefore, the hypothesis of this study is:

H4: There is significant relationship between trust and logistics outsourcing intention.
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2.7 Conceptual Framework
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Figure 1: Conceptual Framework of Study

3 Methodology

3.1 Research Design and Sampling Strategy

For this study, the researchers used the cross-sectional research design. According to SME
Corporation Malaysia, the number of SMEs established in Kelantan is 46,618 (SME Corporation
Malaysia, 2022). In the view of Sekaran and Bougie (2016), the sample size for population of
46,618 (approach 50,000) is 381 respondents. In line with this, only 310 of respondents has
completely answered the questionnaire in Google Form where it is not reached the sample size
stated by Sekaran and Bougie (2016). This is because Kelantan was faced flood during
December, many SMEs might do not have time and not in the mood to fill up the questionnaire
due to preparing for flood and flood aftermath. However, 310 respondents were still acceptable
to analyze since researchers had also used G-Power version 3.1.9.7 software to determine the
minimum sample size which is 129.

3.2 Data collection method

Primary data has been utilized in this study, and the data gathered by an online survey (also
known as an online questionnaire) has been created in Google Form that connects to the study’s
objective. In this study, 5-point Likert scales used for IVs (attitude, subjective norm, perceived
behavioral control, and trust) and 7-point Likert scales for DV (logistics outsourcing intention)
to reduce biases of respondents. The questionnaire designed in 2 languages which are English
and Malay to make non-English speakers also can understand the questionnaire.

Table 1: Summary of Item

Section Item Number of items
A Demographic 6
B Attitude 4
C Subjective Norm 4
D Perceived Behavioral Control 4
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E Trust 4
F Intention of Logistics Outsourcing 4

To develop the question for the questionnaire, researchers adapted from previous literatures.
Section B (attitude) adapted and modified from questionnaire done by (Rintala et al., 2021).
Section C (subjective norm) adapted from (Giampietri et al., 2018). Section D (perceived
behavioral control) paraphrased from (Rintala et al., 2021). Section E (trust) adapted and modified
from (Liu et al., 2021; Raman, 2019) to suit the research title. Finally, section F (logistics
outsourcing intention) paraphrased from (Rintala et al., 2021; Solakivi et al., 2011). Structured or
closed questions has been posed to the respondents, with instructions for how to respond included
in the questionnaire.

4 Data Analysis and Finding

4.1 Reliability Analysis

An online survey was subjected to a pilot test with a group of 30 respondents before the
questionnaire was sent out to respondents. The result of Cronbach's Alpha was showed below:

Table 2: Results of Cronbach’s Alpha values of pilot test

Variables umber of Items Cronbach's Alpha  Strength of

values Association

Logistics Outsourcing Intention 0.897 Good
Attitude 0.881 Good

0.776 Acceptable
0.786 Acceptable
0.849 Good

Subjective Norm
Perceived Behavioral Control
Trust

A~ A B~ B~ B

Based on table 2, the dependent variable which is logistics outsourcing intention with 4 items
shows Cronbach Alpha’s values of 0.897 which is good strength. For dependent variables, the
Cronbach Alpha’s values of attitude, and trust with 4 items also show good strength which their
Cronbach Alpha’s values is 0.881 and 0.849 while respectively. Another 2 dependent variables,
subjective norm and perceived behavioral control with 4 items had Cronbach Alpha’s values of
0.776 and 0.786 respectively which is at acceptable strength. As a result, all the variables show an
acceptable and good strength of Cronbach Alpha’s value in this reliability analysis. Therefore, the
questionnaire is reliable and shows that respondents are understood the questions well.

4.2 Demographic Profile of Respondent

Among 310 respondents, 163 which is 52.6% is male while 147 which is 47.4% is female. For
race, Malay respondents have the highest frequency which is 244 (78.7%). Second is Chinese
respondents with frequency 40 (12.9%). Third is Indian respondents with frequency 26 (8.4%).
Apart from that, respondents that are 30 years old to 39 years old have the highest frequency
which is 133 (42.9%). Second is respondents who are 40 years old to 49 years old with
frequency 116 (37.4%). Next is respondents who are 20 years old to 29 years old with frequency
36 (11.6%). Last is respondents who are 50 years old and above with frequency 25 (8.1%).
Furthermore, 247 which is 79.7% of respondents had married while 63 which is 20.3% of
respondents is single. In line with this, number of respondents with STPM/Matrikulasi/Diploma
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qualification are 113 which is 36.5%. Number of respondents with SPM and Degree
qualification are same, frequency 92 which is 29.7%. 10 respondents have a Master
qualification which is 3.2%. There are only 1.0% of respondent owned a PhD qualification
which are only 3 respondents. Last, 5.8% which are 18 respondents are involved in
manufacturing sector. 94.2% of respondents, which are 292 respondents are involved in service
and others sector. These data were illustrated in table 3 below:

Table 3: Distribution of Respondents’ Demographic

Demographic Frequency

& TG Characteristics (N=310) Percentage (%)
Gender Male 163 52.6
Female 147 474
Race Malay| 244 78.7
Chinese 40 12.9
Indian 26 84
Age 20 years old to 29 years old 36 11.6
30 years old to 39 years old 133 429
40 years old to 49 years old 116 374
50 years old and above 25 8.1
Marital Status Married 247 79.7
Single 63 203
Education Level 5PM 92 29.7
STPM/Matrikulasi/Diploma 113 36.5
Degree 92 29.7
Master 10 32
PhD 3 1.0
SME Sector Manufacturing 18 58
Service and others 292 94.2
4.3 Descriptive Analysis
Table 4: Descriptive Analysis for all variables
Std.
Items N Minimum Maximum Mean Deviation
(SD)
1. Logistics 310 1.00 7.00 4.9460 1.73931
Outsourcing Intention
2. Attitude 310 1.00 5.00 3.7637 1.07957
3. Subjective Norm 310 1.00 5.00 3.7766 1.04214
4. Perceived 310 1.00 5.00 3.7210 1.08067
Behavioral Control
5. Trust
310 1.00 5.00 3.8250 1.04288

The descriptive analysis for all variables which is dependent variable (logistics outsourcing
intention) and independent variables (attitude, subjective norm, perceived behavioral control, and
trust) were recorded in table 4.13. Due to 7 Point Likert Scale was applied on dependent variable,
from maximum mean value of 7.00, logistics outsourcing intention gained mean value of 4.9460
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(SD=1.73931).

For independent variables which tested with 5 Point Likert Scale, Trust gets the highest mean
value which is 3.8250 (SD=1.04288). Subjective norm is the second highest mean value which is
3.7766 (SD=1.04212) followed by attitude with mean value 3.7637 (SD=1.07957). The lowest
mean is perceived behavioral control which recorded as 3.7210 (SD=1.08067). Therefore, it can
be clearly seen that most respondent agree that those psychological factors (attitude, subjective
norm, perceived behavioral control, and trust) play important role in having intention of logistics
outsourcing.

4.4 Pearson Correlation

Table 5 shows that for attitude and logistics outsourcing intention the P-value getting from the
result is 0.000. The value is less than the significant level of 0.05. Hence, the independent variable
(attitude) is significant with logistics outsourcing intention. The Pearson’s Correlation value, r
between logistics outsourcing intention and attitude is 0.853. According to the strength interval
of correlation coefficient, the value from 0.70 to 0.90 is interpret a high positive correlation. This
correlation value (r=0.853) shows that there was a high positive correlation between attitude and
logistics outsourcing intention.

Next, for subjective norm and logistics outsourcing intention, the P-value getting from the result
is 0.000. This significant value is less than the significant level of 0.05. Hence, the independent
variable (subjective norm) is significant with logistics outsourcing intention. The Pearson’s
Correlation value, r between logistics outsourcing intention and subjective norm is 0.856.
According to the strength interval of correlation coefficient, the value from 0.70 to 0.90 is
interpret a high positive correlation. This correlation value (r=0.856) illustrated that high positive
correlation between subjective norm and logistics outsourcing intention was formed.

For perceived behavioral control and logistics outsourcing intention, the P-value getting from the
result is 0.000 which is less than the significant level of 0.05. Hence, the independent variable
(perceived behavioral control) is significant with logistics outsourcing intention. The Pearson’s
Correlation value, r between logistics outsourcing intention and perceived behavioral control is
0.872. According to the strength interval of correlation coefficient, the value from

0.70 to 0.90 is interpret a high positive correlation. This correlation value (r=0.872) shows a high
positive correlation between perceived behavioral control and logistics outsourcing intention.

Last, for trust and logistics outsourcing intention, the P-value getting from the result is

0.000. The obtained value is less than the significant level of 0.05. Hence, the independent
variable (trust) is significant with logistics outsourcing intention. The Pearson’s Correlation
value, r between logistics outsourcing intention and trust is 0.863. According to the strength
interval of correlation coefficient, the value from 0.70 to 0.90 is interpret a high positive
correlation. This correlation value (r=0.863) shows that there was a high correlation between trust
and logistics outsourcing intention.

Table 5: Pearson’s Correlation Coefficient

Logistics Attitude jubjective Perceived Trust
QOutsourcing Norm Behavioral
Intention Control
Logistics Pearson 1 .853™ 856" 872" 863"

Outsourcing Correlation

222



5t MULTIDISCIPLINARY RESEARCH ON THE ENTREPRENEURSHIP AND
BUSINESS COLLOQUIUM 2022/2023

Intention Sig. (2-tailed) .000 .000 .000 .000
N 310 310 310 310 310
Attitude Pearson .853" 1 .845™ 851 851"
Correlation
Sig. (2-tailed) .000 .000 .000 .000
N 310 310 310 310 310
Subjective Pearson .856™ .845™ 1 .882™ 839"
Norm Correlation
Sig. (2-tailed) .000 .000 .000 .000
N 310 310 310 310 310
Perceived Pearson .872% 851" .882* 1 .836"
Behavioral Correlation
Control Sig. (2-tailed) .000 .000 .000 .000
N 310 310 310 310 310
Trust Pearson .863™ 851" .839™ .836™ 1
Correlation
Sig. (2-tailed) .000 .000 .000 .000
N 310 310 310 310 310
**_ Correlation is significant at the 0.01 level (2-tailed).
4.4 Multiple Linear Regression
Table 6: Model Summary
Model R R Square Adjusted R Square Std. Error of the Estimate
9152 .837 .834 70774

a. Predictors: (Constant), Trust, Perceived Behavioral Control, Attitude, Subjective Norm

Tale 6 illustrated the model summary of this study. Based on the model summary of regression
in SPSS above, 0.837 indicated R-Square value, which means 83.70% of the variation in logistics
outsourcing intention can be explained by attitude, subjective norm, perceived behavioral control,

and trust.
4.5 ANOVA Analysis
Table 6: ANOVA Table
Model Sum Squares of  df Mean Square F Sig.
1 Regression 782.008 4 195.502 390.301 .000°
Residual 152.775 305 .501
Total 934.782 309

b. Dependent Variable: Logistics Outsourcing Intention
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C. Predictors: (Constant), Trust, Perceived Behavioral Control, Attitude, Subjective Norm

Table 6 shows the ANOVA result obtained from SPSS ver.26 for this study. From table above,
the significant value (p-value) is 0.000. Thus, it can be concluded that there is at least one of these
4 independent variables (attitude, subjective norm, perceived behavioral control, and trust) is
significant with dependent variable (logistics outsourcing intention).

4.5 Coefficient Analysis

The result if coefficient analysis were displayed in table 7. From table above, the significant value
of attitude and perceived behavioral control, and trust are 0.000, which is less than 0.05. The
significant value of subjective norm and trust is 0.002, which also less than 0.05. Thus, all the
independent variables are significant.

Table 7: Coefficient Analysis

Unstandardized Standardized Coefficients Coefficients
B ISEtr(:'or Beta
1  (Constant) -1.047 159 -6.599 .000
Attitude 314 .084 195 3.750 .000
Subjective Norm 288 .092 172 3.143 .002
Perceived Behavioral Control ~ .493 .089 306 5.535 .000
Trust 494 .083 296 5.937 .000

d. Dependent Variable: Logistics Outsourcing Intention

From the equation model, the equation is show as:

Logistics outsourcing intention
= —1.047 + 0.314 (Attitude) + 0.288 (Subjective Norm)
+0.498 (perveived behavioral control + 0.494 (Trust)

RQ1: What is the effect of attitude on logistics outsourcing intention in Kelantan,
Malaysia?

From the equation, it can be explained that in every unit increase of attitude, logistics outsourcing
intention will be increase by 0.314. The regression has shown a positive effect of attitude on
logistics outsourcing intention. Therefore, research question 1 was answered.

RQ2: What is the effect of subjective norm on logistics outsourcing intention in
Kelantan, Malaysia?

From the equation, it can be explained that in every unit increase of subjective norm, logistics
outsourcing intention will be increase by 0.288. The regression has shown a positive effect of
subjective norm on logistics outsourcing intention. Therefore, research question 2 was answered.
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RQ3: What is the effect of perceived behavioral control on logistics outsourcing
intention in Kelantan, Malaysia?

From the equation, it can be explained that in every unit increase of perceived behavioral control,
logistics outsourcing intention will be increase by 0.498. The regression has shown a positive
effect of perceived behavioral control on logistics outsourcing intention. Therefore, research
question 3 was answered.

RQ4: What is the effect of trust on logistics outsourcing intention in Kelantan,
Malaysia?

From the equation, it can be explained that in every unit increase of trust, logistics
outsourcing intention will be increase by 0.494. The regression has shown a positive
effect of perceived behavioral control on logistics outsourcing intention. Therefore,
research question 4 was answered.

5 Discussion

Table 8: Discussion of hypothesis

Hypothesis Significant level Significant result
HI1 There 15 significant relationship between P =0.000 Accepted
attitude and logistics outsourcing
intentiomn,
H2 There is significant relationship between P = 0.000 Accepted

subjective  norm and  logistics
outsourcing intention.

H3 There 13 significant relationstip between P =0.000 Accepted
subjective nomm and logistics
outsourcing intention,

H4 There 13 significant relationship between P =0.000 Accepted
trust and legistics putsourcing intention.

5.1 Hypothesis 1 — Attitude

The significant value from table 8 showed that there is a significant relationship between
attitude and logistics outsourcing intention among SMEs in Kelantan, Malaysia (r=0.853,
N=310, p<0.05). This indicated that there is a significant and high correlation between attitude
and logistics outsourcing intention. Result from previous study done by German et al. (2022)
and Akter (2015) also supported that attitude have a positive significant relationship with
intention of logistics outsourcing. From here, it is clearly seen that the first hypothesis in this
study was accepted.

5.2 Hypothesis 2 — Subjective Norm

The significant value from table 8 showed that there is a significant relationship between
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subjective norm and logistics outsourcing intention among SMEs in Kelantan, Malaysia
(r=0.856, N=310, p<0.05). This indicated that there is a significant and high correlation
between subjective norm and logistics outsourcing intention. Result from previous study done
by Rintala et al. (2021) and Roh et al. (2022) were also concluded that subjective norm have
significant relationship with intention. Thus, the second hypothesis in this study was supported.

5.3 Perceived Behavioral Control

Table 8 also presented that there is a significant relationship between perceived behavioral
control and logistics outsourcing intention among SMEs in Kelantan, Malaysia (r=0.872,
N=310, p<0.05). This indicated that there is a significant and high correlation between
perceived behavioral control and logistics outsourcing intention. Result from previous study
done by Cao et al. (2022) and German et al. (2022) were also stated that perceived behavioral
have significant relationship with intention. Thus, the third hypothesis in this study was
supported and accepted.

5.4 Hypothesis 4 — Trust

From the table 8§, it is clearly the relationship between trust and logistics outsourcing intention
among SMEs in Kelantan, Malaysia is significant (r=0.863, N=310, p<0.05). This indicated
that there is a significant and high correlation between trust and logistics outsourcing intention.
Result from previous study done by Mageto et al. (2020) and Ejdys and Gulc (2020) were also
supported that trust have significant relationship with intention of logistics outsourcing. Thus,
the last hypothesis in this study was supported and accepted.

5.5 Implication of the Study

In recent years, due to the rise of outsourcing services, many large international or local
corporations have learned the benefits that outsourcing services can bring to their companies
(Langley & Infosys, 2019; Rintala et al., 2021). Through the findings of this study, SMEs in
Kelantan, Malaysia could be having a better view about which psychological factors have more
impact on their intention to logistics outsourcing and it turns out that logistics outsourcing could
bring overall benefits to a company.

In addition to discover the connection between attitude, subjective norm and perceived
behavioral control that had been commonly discovered when apply TPB in researches related
with intention of logistics outsourcing, researchers had also implemented the element of trust
in this study and this study also had proved that trust have significant relationship with logistics
outsourcing intention. In line with this, it can greatly help other researchers to have better
understanding when used as a reference and done further research based on trust and intention.

This research will also greatly aid logistics service providers. The findings of this research will
promote possible added value, attract outsourcing specs ("everyone is doing it!") and impact
the contracting party over the other party's willingness to accept outsourcing. It is advisable to
invest in the outsourcing relationship since a high trust level of the outsourcing partner leads to
areadiness to outsource. If a SME also outsources its core business, the service provider should
be knowledgeable in various areas of logistics and provide services that are suited to the
demands of the client.

5.6 Recommendations/ Suggestion for Future Research

Since there are some limitations in this study, researchers have recommendations for future
research that might be helpful for other researchers.

First of all, researchers would like to suggest that to use bigger sample size which is extending
the scope to the whole of Malaysia. Since this research only takes SMEs in Kelantan as scope
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of study, the logistics providers at other states might hard to get relevant data as reference. By
extending the scope to the whole Malaysia, the accuracy and the reliability of study will be
improved.

Next, researchers would recommend that to implement more psychological factors when apply
TPB in research. When comes to measurement of intention, the three-core component of TPB
(attitude, subjective norm, perceived behavioral control) are commonly applied in research.
Although researchers had implemented trust as other factors in this research, however, there
are many other components can be applied in future study when analyze about logistics
outsourcing intention such as reputation.

Furthermore, researchers would like to suggest to future researcher that to use qualitative
method such as interview when doing similar research. This is because only quantitative
methods were used in this study. As a result, the results cannot be as precise as possible, as
some respondents would not answer questionnaires with full dedication. Therefore, the
qualitative method can obtain the answer by directly questioning the respondent and obtaining
a more accurate and dependable response on the spot.

Last, researchers will suggest that to differentiate the logistical activities in future research. In
logistics activities, there are eight major element which are transportation, warehousing,
packaging, material handling, order fulfilment, production planning, purchasing and
procurement, and customer service. However, researchers only categorized these eight
elements as logistical activities when conducting this study. Therefore, by studying these eight
activities separately, it will yield more accurate information when comes to logistics
outsourcing intention.

5.7 Overall Conclusion of the Study

In line with this, 310 respondents were participated in this research thru online survey which is
Google Form. After gathered the data obtained from respondents, descriptive analysis, validity
and reliability test, normality test and hypotheses testing has been analyzed and recorded by
using SPSS ver.26. Result from the reliability test showed that respondents understood about
the questions in the questionnaire. After conducting Pearson Correlation Coefficient analysis,
the result showed that all independent variables had significant relationship with dependent
variables. Result getting from multiple regression analysis also showed that there is a positive
relationship between all independent variables and dependent variables. As a final word, the
objectives of this study were achieved, the research question also has been answered. Therefore,
researchers hoped that all the data and recommendations from this study can bring benefits to
related parties of this study.
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Abstract:

Packaging is a mantra for encountering a period of immense potential. It continues to be viewed
as a crucial factor in purchasing decisions and is also demonstrated as a brand marketing tool
that extends beyond the items and may interact with customers both physically and virtually. The
research aspiration is to identify what elements of packaging that will influence on buyers’
purchasing mode. The study adopted a survey through a quantitative approach by distributing
questionnaires to 260 respondents from University Malaysia Kelantan students. The consequence
of research reveals that packaging size, packaging materials, and design of wrappers are the
factors that significantly influence on the consumer buying behaviour. Business people must
produce innovative bundling designs for their items to market. These allow the keeping and
catching new and existing consumers, because the packaging has superior influence and also
helps in acquiring and retaining new consumers for their new products. This study is focused on
Logistics and Distribution bachelor’s degree programs with honors (SAL) only. Therefore, the
sample may not represent the whole population of students. Furthermore, the study provides
recommendations for the future that can further expand the number of respondents and include
more programs and public universities to increase accuracy and reliable data.

Keywords: Packaging materials, Design of wrappers, Consumer buying behaviour

1 Introduction

Packaging now serves as an important marketing tool in developing shelf appeal, offering
product information, and improving brand awareness, much beyond its primary purpose
of protecting the goods. Packaging also enables consumers to make comparisons among
a variety of products and affects their buying behaviour since the packaging serves as a
differentiation tool (Kwaku & Fan, 2020).Those with distinctive packaging are more
appealing to consumers than products that are already on the market. This situation makes
it difficult for the business to stand out from the competition in terms of newness and
benefits to their end customers. As a result, packaging components are crucial in
influencing consumers' purchase intentions and perceptions of food products (Rahman &
Johari, 2020). Research on food quality preservation is crucial because it directly relates
to the aim of improving people's living standards. Furthermore, due to quality and safety
features, there is a rising demand from consumers. The materials used for packaging have
a significant impact on these problems. Intelligent packaging has the potential to increase
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consumer safety, reduce environmental impact, and make packaged products and food
companies more appealing (Fang et.al, 2017).

In 2005, the Food and Environmental Hygiene Department collaborated with the
Consumer Council on research on the safety of disposable containers. The study found
that, if used appropriately, plastic disposable food containers offered by local food
businesses, retailers, and school lunch box providers would not pose a food safety risk.
The use of plastics for packaging has some advantages, since they are flexible and
inexpensive. However, most plastics are of single use which combined with low recycling
or reuse ratios, contributes substantially to environmental pollution. The majority of
plastics are made from petroleum and deposited in the environment where they cannot
dissolve, which causes serious environmental issues. When plastic bags and other types
of plastic are disposed of improperly, they end up everywhere, including the oceans,
endangering aquatic life, agricultural lands, and the environment as a whole (Weber et.al,
2021). Thus, product packaging appears at a critical point when customers make a
purchasing decision (Ampuero & Vila, 2006). In addition, packaging draws attention to
a product and influences the consumer purchasing process, making marketing
communications through packaging essential for developing products that meet customer
needs. It was critical to use packaging as a strategic marketing tool for the entire company,
especially in the highly competitive food industry. As a result of increasing market
competition in various product settings, food companies have fuelled this interest even
further (Wang, 2017).

2 Literature Review
2.1 Introduction

The chapter provides an overview of the data from other researchers who have conducted
similar packaging and consumer behaviour research. This chapter presents current
research on the subject. Literature reviews were based on secondary sources found in
published works including books, theses, journals, conference proceedings, and other
publications. The literature review provides insights into theories that represent both the
dependent and independent variables. It necessitates a thorough examination of the
established theoretical framework as well as the subject matter of the studies. This
dissertation was divided into two sections: theoretical and empirical. The theoretical
section was related to the impulse buying theory which explain the behaviour of
consumers. Besides that, the quantitative research method was used for the empirical
portion. This investigation’s data was gathered using a questionnaire. The findings and
conclusions of the study were presented at the end.
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2.2 Underpinning Theory
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Figure 1: Hawkins Stern’s Impulse Theory

In contrast to some of the modern consumer behaviour theories such as Maslow’s Need
Hierarchy Theory of Motivation (1943) and Engel, Kollat and Blacwell (1968) that
mentioned the consumers always make rational and well-planned buying decisions, the
Hawkins Stern’s impulse theory highlighted the concept of impulse behaviour (Agarwal
& Chetty,2019). Impulsive buying has almost no correlation with rational decision
making and is affected by external stimuli (Bawono, 2020). In addition, every component
of a product such as packaging, features, display of the product, and ease of shopping will
influence on the impulse of consumers. There were four categories of impulsive buying
which include pure impulse purchases, impulse purchase reminded, suggested impulse
purchase, and impulsive purchases that were planned.

1.

Pure Impulse Buying

Pure impulse buying refers to a purchase that is made as a sudden decision
without any consideration and calculations by the consumers. Furthermore,
pure impulse buying also mentioned that the consumers tend to be emotional,
and impulsive and may not initially seek for the products but instead have a
strong emotional need.

Reminder Impulse Buying

Reminder impulse buying happens when consumers decide to purchase a
product since they have prior knowledge about the product, either from an
advertisement or some information the consumers have previously noticed.
Suggested Impulse Buying

Suggested impulse buying happens when a consumer first sees a product and
becomes attracted to purchase it.

Planned Impulse Buying

Planned impulse buying occurs when consumers want to buy a product but
unsure of its features.
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2.3 Consumer buying behaviour

Consumer buying behaviour is a complex and continuously evolving issue which is hard
to define (Ahsan & Siddiqui, 2019). Consumer buying behaviour can relate to the
individual’s actions for purchasing, using and disposing economical goods and services
as well as the decision-making process before buying behaviour. Furthermore, the term
consumer behaviour also refers to the actions that consumers display in exploring for,
buying, using, evaluating and discard of goods and services that the consumer expect will
meet their needs. Besides that, consumer behaviour also related to how consumers make
decision to spend their available resources such as time, money and efforts on purchasing
goods or service ( Kumar & Publication, 2021).. There were various factors impacting
consumers’ buying behaviours which included internal, external, and personal factors.
The internal factors represent the need, motive attitude, perception and learning of the
consumers while external factors refer to the culture, social class, reference groups,
economic status and family of the consumer. Additionally, personal factors involve the
age, occupation, income and lifestyle of the consumer (Kotler & Keller, 2011)

2.4 Packaging Size

According to Philip Kotler K. L., (2008), the product using ratio increases when the
product package is changed and the product size is increased (Smith and Talyor, 2004).
The size of the product packaging was determined by the product features and the market
that the company was aiming for, as well as the increased consumption of the product
(Keller & Georgson, 2009). According to Arun Kumar (2012), the packing size, like the
product colors, was also considered the tool of the product (Smith & Taylor, 2004). The
availability of numerous sizes of the goods in the market was related to the product's
market expansion. The smaller size of the product becomes the purpose of the small
family, and the greater size of the product was regarded as a waste of the product by them
(Ahmadi, Bahrami & Ahani, 2013). It has also been discovered in a previous study that
customer readiness to purchase a product increase if the product is accessible in a smaller
size and has a shorter expiration date, indicating that consumers do not appreciate huge
product sizes (Rundh, 2009). According to Rundh (2009), smaller households purchase
the packs that are in the small level (Raghubir & Krishna, 1999). If the initial product size
is large, but the buyer does not want to buy it again. The labeling and size of the goods
boost the consumer's confidence and repeat purchase behaviour. According to Vila and
Ampuero (2006), larger product packaging was better than smaller packaging and
provides better value than tiny value.

2.5 Packaging Materials

According to Smith (2004), some packaging materials must be designed in such a way
that they can survive temperatures below zero or high temperatures in a microwave,
depending on the product's functionality and consumer needs. One study on food
packaging (Hollywood et al., 2013) investigated three packaging materials which were
glass, plastic, and cardboard revealed various packaging perceptions about various
packaging materials. Many people advocated for the use of glass packing material in food
packaging, despite the fact that it was heavy and required washing after use. Second,
buyers expressed concerns about cardboard packaging, arguing that it does not keep a
product fresh and makes it difficult to see the items, and they likened it to UHT treated
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food (Hollywood et al., 2013). Participants in that study recommended the usage of plastic
containers and agreed that they were superior to cardboard and glass packaging since their
screw top closure prevented product leakage (Hollywood et al., 2013). Good packing
materials must be utilized to protect the goods from damage. Customers find high-quality
materials more appealing than low-quality materials. Consumer perception of packaging
materials can influence a product's perceived quality (Fang et.al, 2013). Packaging now
serves as an important marketing tool in developing shelf appeal, offering product
information, and improving brand. The materials used for packaging have a significant
impact on these problems and intelligent packaging has the potential to increase consumer
safety and satisfaction.

2.6 Design of Wrappers

The design of the packaging conveys implied meanings about a product that are either
positive or negative (Aday & Yener, 2014). According to Limon et al., (2009), packaging
was used to identify the product. Play a significant part in enticing customers. In the case
of wrapper design, children are most likely more sensitive. As a result, the corporation
must develop a wrapper design that appeals to both adults and children. Children exhibit
more sensitive behaviour when they purchase a product based on the design of the
wrapper. As a result, every company wants to improve its wrapper design approach in
order to attract consumers (Limon, Kahle & Orth, 2009). Agariya et al. (2012) discovered
that seeing the wrapper design creates an image in the mind of the consumer's beliefs
about the product. According to Ahmadi et al., (2013), appealing designs increase
consumer interest in the product. The shape of the product was used for carrying and
using the goods. Wang (2013) conducted a visual packaging survey and discovered that
attitude affects how consumers perceive the quality of food and their brand preferences.
If the wrapper design does not appeal to the buyer, the buyer will not buy the goods,
regardless of its size, shape, or quality. If the original wrapper design of the purchasing
product was changed, the consumer will not attempt to repeat the purchase.

2.7 Hypotheses Statement

The research has several objectives and questions which are related to the consumer
buying behaviour among UMK students. There are following hypotheses that are formed
for this research:

HI: There is a significant relationship between packaging size and consumer buying
behaviour among UMK students.

H?2: There is a significant relationship between packaging materials and consumer buying
behaviour among UMK students.

H3: There is a significant relationship between the design of wrappers and consumer
buying behaviour among UMK students.
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2.8 Conceptual Framework

Independent Variables Dependent Variable

Packaging Size

Packaging Consumer Buying
Materials Behaviour
Design of

Wrappers

Figure 2: The framework indicates the relationship between Packaging Size, Packaging
Materials, Design of Wrappers and Consumer Behaviour among UMK students.

The framework indicates the relationship between the Packaging Size, Packaging
Materials, Design of Wrappers and Consumer Buying Behaviour among UMK students
in illustrating the

extent to which Packaging Size, Packaging Materials, Design of Wrappers and Consumer
Buying among UMK students have a good linkage between them.

3 Methodology
3.1 Research Design

In this study, researcher was using quantitative approach to conduct this study. According
to Davies and Hughes (2014), the quantitative approach was employed to find solutions
to problems through the use of scientific. The scientific procedures were created to
increase the likelihood that the information collected was reliable, unbiased and relevant
to the questions presented. Moreover, descriptive analysis was used in this study as well.
A questionnaire was designed to gather information from respondents and examine the
relationship between independent variables and dependent variable. As a result, a Google
Form was created and distributed to the SAL students from UMK in order to obtain data.

3.2 Data Collection Design

Data collection can be defined as the procedure of obtaining and measuring information
on variables in an established system in order to address relevant questions and analysis
outcomes. A formal data collection process was required and necessary in a study since
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it plays an important role in guaranteeing the data collected were defined and reliable and
that decisions made in the future based on the results in the findings were justified.In this
study, the primary data was used by researcher to address research problems. An online
survey questionnaire was used to collect data from UMK students.

3.3 Study Population

In this study, SAL (Logistics and Distribution Trade) students from UMK were selected
as the study population in this study. This is because SAL students were learning the
knowledge regarding logistics and supply chain management which includes
warehousing, packaging, transportation, and inventory management. Based on the
information provided by the Faculty of Entrepreneurship and Business of UMK, the total
number of students from SAL was 792.

3.4 Sample Size

Krejcie & Morgan’s table was used in this study to determine the appropriate sample size.
As a result, the appropriate sample size of this study was 260 and the questionnaire will
distribute randomly to people who were willing to answer the questionnaires.

3.5 Sampling Technique

The researcher used non-probability sampling techniques for this quantitative research
based on this research study. Individuals in this non-probability sample were chosen
based on non-random criteria, and not every individual has a chance of being included.
In these types of research, the aim was to develop an initial understanding of a small or
under-research populations. Convenience sampling was a type of non-probability
sampling technique in which participants in this research sample are chosen based on
their convenience and accessibility to the researcher. This means that the researcher
selects a sample from the population closest to hand. This approach is suited to use for
Statistical Package (SPSS) software version 25.0 and allows for immediate research
outcomes. Questionnaires were created to cover all aspects of the study objectives and
research questions. Therefore, this situation can be used as a sampling technique in
conducting a study on the impact of Disposable PP Plastic food box packaging on
consumer buying behaviour.

3.6 Research Instrument Development

Questionnaires were used as a data collection in this study. This approach was the most
compatible for gaining data and information from respondents. Through this method,
feedback on aspects of the study can be obtained directly from the respondents. In this
study, sources of data will be gathered in questionnaires to investigate the impact of
Disposable PP Plastic food box on consumer buying behaviour.

The questionnaire designed in this format serves two purposes. The questionnaire was
designed with the objectives of the research conducted to ease the understanding of
respondents to answer questions. The second purpose for assisting the respondent with
the questionnaire was to limit the length of the questions on the questionnaire. In order to
improve the accuracy of the data in the research, the questions in this questionnaire should
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also focus on the respondents’ behaviour. In research, the first section of the questionnaire
was also attached to the front page, containing the researcher’s identity and information
as well as a guarantee of confidentiality. Respondents were also more motivated to
complete the questionnaire as a result of this.

The questionnaire was divided into three sections with different measurement scales.
Section A discusses nominal scales for answering questions about gender, age, race, and
social status. In Section B, ordinal scales were used for the dependent variable of
consumer purchasing behaviour. Furthermore, ordinal scales were used in section C,
which includes three independent variables: packaging size, packaging materials, and
design of wrappers. In this section, respondents were given various statements about their
attitudes toward food packaging attributes and asked to rate them on a Likert five-point
scale.

Table 3: Overview of Research Instrument

Section  Variables Author
A Demographic
B Packaging size Jemima Kalilanji, 2020

Packaging materials Anwar Sadat Shimul and Isaac Cheah, 2022

Design of Wrappers Sidrah Waheed, Marium Mateen Khan, and Nawaz Ahmad, 2018

C Consumer Rauyalakshmi Nittala and Venkata Rajasekhar Moturu, 2021
buying behaviour

3