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ABSTRACT

Economic growth of a country highly depends on the development of its service sector.
The logistic or transportation industry in Malaysia has significantly contributed towards
the national economy and has also provided the employment opportunities. The industry
has undergone a radical change due to the rapid evolution of information technology.
The need to have efficient services is undeniable because of the increase in e-commerce
applications which demands for service companies to innovate. Nevertheless, unlike the
manufacturing sector, the innovation models in the service sector are still under
developed. Hence, this requires further investigation in understanding the service
innovation, especially in the area of transportation industry. This study aims to develop a
model that links four main variables which are relevant to the industry, namely the
determinants of service innovation, service innovation, information technology
capability, and service responsiveness. A survey has been conducted on postal, courier,
and freight forwarding companies. Data from respondents were analyzed by using PLS-
SEM. The result of the study provides a meaningful insight on the service innovation
and ultimately, contributes towards enhancing the responsiveness of the postal services,
courier, and freight forwarding companies. The study limits its scope only on selected
transportation service. Hence, it is recommended for the future studies to investigate
further on a broader scope of transportation service or even on other industries.

Keywords: service responsiveness, service innovation, information technology
capability



ABSTRAK

Pertumbuhan ekonomi negara amat bergantung kepada perkembangan sektor
perkhidmatan. Industri logistik atau pengangkutan di Malayia telah memberikan
sumbangan yang signifikan kepada ekonomi negara dan telah menyediakan peluang
pekerjaan. Industri ini telah mengalami perubahan yang radikal berikutan evolusi pesat
yang berlaku dalam bidang teknologi maklumat. Tidak dinafikan keperluan untuk
mempunyai perkhidmatan yang cekap amat diperlukan memandangkan terdapat
peningkatan dalam aplikasi e-dagang yang menuntut syarikat-syarikat perkhidmatan
untuk berinovasi, Walau bagaimanapun, tidak seperti sektor pembuatan, model inovasi
dalam sektor perkhidmatan masih kurang dibangunkan. Oleh itu, kajian lanjut
diperlukan dalam memahami inovasi perkhidmatan, terutamanya dalam industri
pengangkutan. Kajian ini bertujuan untuk membangunkan sebuah model yang
mengandungi pautan empat pembolehubah utama yang berkaitan dengan industri, iaitu
penentu inovasi perkhidmatan, inovasi perkhidmatan, keupayaan teknologi maklumat,
dan tindak balas perkhidmatan. Kajian ini telah dijalankan ke atas syarikat-syarikat pos,
kurier dan penghantaran barang. Data daripada responden telah dianalisis dengan
menggunakan PLS-SEM. Hasil kajian memberikan perspektif yang bermakna kepada
inovasi perkhidmatan dan seterusnya boleh menyumbang ke arah peningkatan tindak
balas atau responsif daripada syarikat-syarikat perkhidmatan pos, kurier, dan
penghantaran barang. Kajian ini menghadkan skop kepada perkhidmatan pengangkutan
yang terpilih sahaja. Oleh yang demikian, adalah dicadangkan supaya penyelidikan pada
masa akan datang mengkaji tentang bidang perkhidmatan dengan lebih lanjut dalam
skop yang lebih luas, ataupun dalam industri yang lain.

Kata kunci: tindak balas perkhidmatan, inovasi perkhidmatan, keupayaan teknologi
maklumat
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CHAPTER ONE

INTRODUCTION

1.1 Background of the Study

Service industry plays a significant role as one of the important sources for the gross
national product (GNP) and total employment of a country. The service industries has
accounted for over 70 percent of the global GNP in 2010 and has been progressing at
faster rate than agricultural and manufacturing sectors (Wirtz, Tuzovic, & Ehret, 2015).
The employment rate also has significantly shifted from agricultural and manufacturing-

based sectors to the service-based industries (WTO, 2012).

Due to the growth of the service industry, the market has become highly competitive.
Hence, the service companies should search for the vital factors that enable them to
deliver a value-added service. The key to become successfully competitive is to
determine what customers want and then directing efforts toward meeting or even
exceeding the customer expectation. In other words, service companies should be able to

provide service responsiveness as their key for competitive advantage.

Service responsiveness refers to the capébility of an organization to respond to their
customers’ needs (Razalli, 2008). Service responsiveness can only be achieved through
gaining more knowledge of the customers and having consistent engagement with them.
A responsive company may use the combination of its marketing, production and

1
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APPENDICES

Appendix 1: 17 Services Sub-sectors Foreign Equity Participation for 2012

e _______________________________
Liberalisation of the 17 services sub-sectors announced in the 2012 budget speech

1 Telecommunications Services 100% April 2012
Applications Service Pravider [ASP} licence.
Pl S AR
" Ll 1 B A "
2 N o
3 Couner Services 100% & 1uary 2012
ST oEeR e eation” L ueswit ivers | status o T owmtt o fevar o
5 Internationial Schooks 0G% March 2012
6 R+ v oa x LB s 00, w012
7 Technical and Yocational Secondary Education Services 100% January 2012
for students wit’ special negds
8 M A _be = “x 1] ("3
9 Private Hospitals Services 100% Pending amendrments to the relevant Acts.

Foreign medicol speciatistsioxperts of any specialty:
ond foreign dentul specialists o _ also aflowed to
pract s fn privage hosgitofs.

. I

, daler o S ‘ t
11 Stand alone specialised dent™" dinic services F00% Pending ame [ments 1o the Televant Acts.
c2 . S S E g it
I3 In7 e ySenvdces 00% . . 7012
ETIE (- T P S L
15 Aschitectural services 10.J% Perid ip amendmients to the redevant Acts,
L I TR o e w a3
17 Legal Services Internatio 1al joint ventt re for permitted areas of practice.

Pending smendments .o the rel wvan_ Acts,
Theiheralisation initiative is only applicable to Peninsular Mataysia, |
Note: Uberolsation of the 1T sule sectivs vr'& subjected to existing Malaysian doves and requigtions.

Source: http://www.btimes.com.my/articles/topal/Article/
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Appendix 2: Survey Cover Letter

w Pape agusan Teke g 2 1y =
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UnbversitiL. .. &
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Dear Sir/Madam, o : .
A Study on Service } o odl o b s
Weareco Wn 7 =aresearch on servi. - inpovativnand ¢ wvice reness in
o .o vade” ion, this study alse ' ayg- rtherale 0., Jmation
technology capability — . . serviceinnovationand... ~ res. .’ -

Plea - ¥ vy er estions in the y-¥F Lsuy W respon A7 be st fedy
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comp an afthe oy o Wilying formt mav G Cw W lbcdatawi]
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Appendix 3: Questionnaire

SECTION A General ™ 7 r ion of Company & Respondent’s Profile

Makl. nat Am Syartkat & Profil Responden

Please (/) the appropriate answer and [ill in the blanks (0 describe your company in general,
Sila (/} jawapan yang bersesuaiun dan Isikon rucmg kosong untuk menggambarkan spurikat anda secara
am.

1. Company ownership (Pemilikan syartkaty:

Malaysia
Foreign

o

Number of employces (Bilungan pekerje):

Less than 30 (Kwrang dari 30)
Between 50 to 100 {Antara 30 ke 100)
Morc than 100 (Lebih daripada 100)

%)

. Years of operations (Bilangun tahun operasi):

. years (tabur),

4. Company location {Lokast syarikat):

5. Core activities of the company {(ARiviti-akiiviti wiama syarikar).
(May tick more than one/Boleh randa lebil daripada satu)

 ——

Postal/Courier (Pos/Kurier)

Transport and Communication (Pengaugkutan dan Komunikasi)
Retailing (Peruncitan)

Construction {Pembinaan)

Warchousing (Perpudangan)

Others (Lain-lain)

b s

L]

6. Your pasition in company (Juwaren anda dalam svarikat):

Top level management (Pengurusan peringkat atasan)

Middle level management (Penguorusan per” " al pertengahan)
Lower level management (Pengu an per  gkut bawakhan)
Non managerial (Bukan pengurusan;
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for! TTION B to SECTION E, p! . _ndic. . your level of agreement from § 1o 7 for cach statement.
Untuk BAITAGIAN B ke BAHAGIAN E, sila tentukan tahap persetujuan anda dari I hinggea 7 wniuk setiap
penvalaan,

Service Innovation Determinants
SECTION B Penentu-penentu Inavasi Perkhidmatan

Busincss 1atellipence Swongly Disagree Mo, :  Strongly Agree

he employ s are valuable (o our company. 1
| Pekerja adalah berbrga ke wdg syarikat kami,

" Qur company has employ  : who are knowledgenable on
organizations’ operation. { 2
Syarikat kami mempuryai pekerja yang mempuryai
pengetalan teniong operas! organlsasi,

Our company has a medium for employees 10 point onf

(8]
W
Jan
wy

6 7

w
Fs
h
[}
~}

their opinion.

Svarikar  kemi  mempunyai  medivm  ymiuk  pekerja 1234567
wmenyetakan pendapat mereka, _

Managers consider the lower level employee opinions | i

the benefit of our company. 1 2 3 4 5 6 7

Pengirus mempertinsbargkan pendapat pekeria bawahan
ik fa vsyarib ke

e o - pew

H

Market Yotelfigence Strongly Disagree Moderate  Swrongly Agree

Qur company meety customers regularty. ' 1 2 3 45 6 7
Svarikat kami bertemu pelangyan dengem kerap.
Qur company conducts related warket research,

Syarikar kami menfalonkan penyelidikan pasaran yang 1 2 3 4 5 6 7
berkaitamn,

Qur company detects changes in consumers” preferences.

Syarikat  kami mengesan  perubahan  dolam  minat na Vs BadeT]
poenggena, — [

Our company poll « pinion ar icast once a

T 1 234567

Syarikat  mengumpnd  pendapat pelanggon  sekurang-
kuranenya sekali selahun.

Our corapany defects furiar ~nfal shifis in industry. 1
Svgrikat”  f gesang v T Twm. dalamindustri, '
Our company frequently reviews the effect of changes in
business environment on customers. 1 2
Syariken ki sering mengkaji kesan perubahan dalam
1 vekitaran pernia-aan terhadap pefan an.

(ur customer feecohacks are taken mto account for
company's innovation plan. 1 2 3 4 5 6 7
Maklumbalas pelanggan kawi diambil kira bagi pelan =

wrl”

N
Les
£-N
i
L)
~l

7%
F-s
7
<
\,1

Or -suppliers have an inf jence in company’s decision
making. 1 2
Pembekal kemi mempnovat pengarnh datam pembuatan T
L kep T 1syurikal.

(¥5 1
F-N
A
(=)
~J
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| ~rvice Innovation

herurusan dengan pelongyon.
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SECTION C {novast Perkhidmaten
Service Technology Suongly Disagree Moderate  Strongly Agree
{
{ ‘1he postatcourier . = Tequires the instaliation of new
software o ¢ir comymany. b AT
Perkitidnatan pos karler memeriukan pemasangan 1234567
perision | ru kepada syartke 7 ]
The pos  veourier service reguires the installation of new
hardware {o our company.
 Perkhidmaten  posikurier  memerlukan  pemasangan 1234567
pe " 1 bary kepada svartkat ke,
Our postalicourier service is supported by innova
technology. =
Perkhidmatan posfhurier kani disokong vleh teknologi 1234567
Inovarif. - B GRS
Service Concept Strongly Disagree Moderate  Strongly Agree
Our postal/cousier service is totally new to the market, T
Perkhidmatan postkurier kani adalah benar-benar barg 1 23 4 5 6 7
Xepade pasaran. _—
Our postal/courier s¢rvice has new features. 1 2 3 45 6 7
Per. * ruaten pasfhurier kami mempunyai ciri-cirt bart. N
Our postal/courier service requinss a change . ¢, omer
buying behaviour, 9
Perkhdchnetem posikuricr kami memerlukan perubidurn 1234567
dalum tin-keh lakr~—~beli pelesom . -
The postalicourier:  rvice is totally new to our coropany.
Perkbidmaror  posikuricr  adalah  benardenar  baru 1 23 4 5 6 7
oda syavikat & . =1 %
The postalicourier wrvice allows our cor,, any 1o enter a
new markel
Perkhidmatan  posikurier membolehkan  syarikat kami 123 4567
memasuki pusaran b, il
The postalfe_ _wr service suppl. .ot on our exwiing
product line.
Perkhidmatan posthuricr melenghkapkan barisan produk 12345 67
 kamni yang sediq
i The postalicourier »o vice creates a new product line for
our company. 1 23 4 5 6 7
Perkhidmatin posSourier mewyjidkan barisan produk
| harul  §avorika * L
Service Delivery System Strongly Disagree Moderate  Strongly Agree
“Our company suffisienly trmns the employees to deal
} with customers. a9 5
i&,ﬂri}m{ kami  melatih pekerja  secubuprya untuk 123 4567




operations excellently.
Syarizai kami mempurat ;o o yany mompu ustik

¢ mengendalikan operasi dangart comerler +

L corapany has employees who are able to handie L |

1 23 4 5 6 7

checor | iy offers door-to-doorcor o rvice.
yarikat keoni menawarkan perkiidmatan kurier dati

pintu &g pineu,

1 23 45 6 7

Customer Service Interface

Steongly Disagree Moderate  Strongly Agree

: Qur customers are able 10 kaow where thelr parcelgoods
are (rack and trace).

Pelanggan  komi  boleh  mengewiwi & mana
bungkusan‘barang-boarang mereka {jeiak dan kesan).

-
(8

Cuor customers are provided with medium for thom to
check their parce] status either through online or help
desk.

Pelanggan  kami  disedickan  demgan medben  wmiuk
mereka menyemak stetus bunghusan mereka sama ada
melalui atas todlon atuu mefa buntuon.

Our 2y “ng customer will have extra advantage
{membership or offering additional servive al no cost).
Pelanggan  kami yomg  berulang akan  mempunyai
kelebihan  mmbolumr  (keahlion  aton  menawarkan
1 perkhidmaran tambahan tanpa kos).

345 6 7

Information Technology Capubility

SECTIOND

Keupayaun Teknologl Maklumat

LT Knowledge

Qur ob?m ons employess are knowledgeable on IT
opetations.

St v oly Disagree  Moderate  Strongly Agree

Kakitangon operast kami adalah berpengatalian 1234567
mange, |, operasi IT.
Our IT employecs are qualified for the job. 1 23 45 6 7
Kakitangen 1T kami berkeloyakan untuk kerja
Our IT networking engincers are professionally qualified.
Jurutera-furutera rangkaian IT kami berketayakan 1 2 3 45 6 7
profasic: 1,
Of‘fu employees are proactive in company innovaton
cffort.
Katitangar: kami adatah proakeiy dafam usaha inovasi 1234567
syaribal, ]
Our cmaployecy a LICT waining courses regulardy. I 2 3 4 5 6 7
Kakitrmpan kami kerap menghadivl kursys latthan ICT.
{T Operations Steougly Disagree  Modorate  Strongly Agree
1
I Dur company is finked to the computer network. ;
" Syewrikat kami mempryai posian kepada rangkaian 1 2 3 4 5 6 7

Lenmpeter,
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Qur company s conl puter system down me 5 minimal.
Musa sistern tergendala bagl kompuer svarthat kami
. ' mum.

[F%

Qur company has computerized all of fts operations.
Syarikat keani menggunakan komputer bogi semua
[

Cur 1T pehcy ts m boe with re  slatory puidelines.
Polisi IT keani adeltah seloras d ngon gavis pandusi
I wid

4 5 6 7

SECTIONE

Service Respo -ivencss

Tindak balas Pei thidmutan

Responsiveness

Strongly Disagree

Muoderate  Strongly Agree

The need of different customer groups drives new service
developiment activities in our company.

Keperluan fumpulon pelanggan yang berbeza memangiy
axtivit pembangunan perkhidmatan barw dalam syarikas
kamd.

4 5 6 7

When our custome ™ are unhappy w th ne guality of
producty/services, we will take comective actions
immediately.

Apabila pelonggon kami idak barpuas hati dengan

! kualid produk / perkhidmatan, kami akan mengumbil
Gag  rpe "l gamsegara,

Weuseal 7 - program wiere we meet with our
sustomers fo determing their service needs regularly.
amimens ke 3 program formol di mava kami
bertemu deng n pelanggan kami untuk menentukan
keperluan g« hidmatan meretn secq » “ox n,

We make use of a formal program in wim oy e ask
customers for fexiback on practices or policies regularly.
- Kami menggunakan progrem rayimd di memn komi

. meminta pelonggon wstuk meptd 1 maklun balas

| mengenai gmalan olow dasar = are kevap,

, Our company involves in a form ] inteonal process in

i which service and quality lewe are examined regularly.
| Syartkat kami teriibat dalam proses formal dalamean di

| mana tahap perkhidmotan dan kualiti diteliti secara

f kerap.

i We deliver our services on time.
{ Kami menyampaikan perkhidmatan kami tepat pada
i asanya

4 5 6 7

This research findi ¥ will give valuable information that Is relevant 1o your company

receive the execitiv s summary of the research by providing your cmail address.

. Please indicme if you like to

THANK YOU FOR COMPLETING THIS QUESTIONNAIRE
YOUR PRECIOUS TIME AND COOPERATION IS HIGHLY APPRECIATED.
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Appendix 4: Cross Loadings of Constructs

ol

0.35623

©0.730845 | 0.521299 | 0.381678 0.455513
0.823975 | 0.436648 | 0.506286 | 0.39946 | 0.503028

0.865518 | 0.52456 | 0.556366 | 0.318695 | 0.483728

0.702434 | 0.320627 | 0.381421 | 0.271784 | 0.186613

0.373104 | 0.693484 | 0.353454 0.1853 0.50846

0.503504 | 0.74718 0.56459 | 0.694561 0.50407

0.593974 | 0.855626 | 0.592198 | 0.444572 | 0.660361

. 0.333025 | 0.649384 | 0.290838 | 0.437617 | 0.387247
E.. - 0.370597 | 0.805301 | 0.424711 | 0.492558 | 0.565312
P 0.379542 | 0.857589 | 0.52356 | 0.532049 | 0.722364
0.49511 0.778452 | 0.475984 | 0.29148 | 0.699684

s 0.212764 0.4254 0.719297 | 0.341373 | 0.485401
g 0.336885 | 0.422947 | 0.738443 | 0.371333 | 0.555421
s > 0.377416 | 0.192235 | 0.626524 | 0.230661 | 0.413007
Sl § 0.557103 | 0.578926 | 0.754214 | 0.367014 | 0.650238
e 0.547161 | 0.597696 | 0.708433 | 0.516291 | 0.686662
T 0.403278 | 0.294418 | 0.686999 | 0.516046 | 0.265681

; 0.354298 | 0.401287 | 0.736389 | 0.462543 0.40085
3 0.45158 | 0.383012 | 0.689439 | 0.596839 | 0.418023
0.502037 | 0.497392 | 0.579106 | 0.743286 | 0.540478

0.431266 | 0.541024 | 0.492142 | 0.867303 | 0.421811

| 0.298881 | 0.495766 | 0.449435 | 0.846635 | 0.36506

) , 0.508996 | 0.552738 | 0.660696 | 0.828724 | 0.630386

| 0.300179 | 0.386908 | 0.452854 | 0.793931 0.31493

) 0.086083 | 0.329057 | 0.272125 | 0.730224 | 0.247274
- | 0.19419 0.4734 0.407316 | 0.810696 | 0.39792
i | 0.353484 | 0.388311 | 0.445489 | 0.721857 | 0.408793
| 0.237855 | 0.483172 | 0.470606 | 0.85767 0.41224

- | 0.275059 | 0.440265 | 0.386552 0.8636 0.353276

" 0.502006 | 0.572393 | 0.599009 | 0.493654 | 0.768091

5 | 0.399971 | 0.669628 | 0.490085 | 0.270494 | 0.772658
< 0.252866 | 0.600357 | 0.512964 | 0.300031 0.77322
T 0.222911 | 0.659576 | 0.541251 | 0.505467 | 0.738733
S 0.485734 | 0.587642 | 0.499617 | 0.457251 | 0.803782
5. 70505444 | 0.584651 | 0.635887 0.46777 | 0.831241
5x | 0.514416 | 0.542096 | 0.659183 | 0.426686 | 0.815622
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