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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 hrther 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 
hrther on a broader scope of transportation service or even on other industries. 

Keywords: service responsiveness, service innovation, information technology 
capability 



ABSTRGK 

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 posy 
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 posy 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 cabability 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 
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