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Abstract 

The online order industry in Malaysia has been forced to 

revamp their technology support, including the acceptance 

of Online Order. Due to many of the challenges being 

faced by SMEs, their growth is being limited. The purpose 

of this study is to identify factors affecting the acceptance 

of online order among Malaysian SMEs using the Unified 

Theory of Acceptance and Use of Technology (UTAUT) 

model as the conceptual framework. 

Operate more efficiently with their customers, and to 

maintain competitive relevancy on top of to understand the 

information technology, online order usage, and the 

owners' intention if using it in their businesses. 

 

Keywords: UTAUT, Social Influence, Behavior Intention, 

Performance Expectancy, Effort Expectancy, Facilitating 

Condition 

 

1.0 Introduction 

The e-commerce impact has spread across all countries and 

in developing countries like Malaysia. It has helped 

upgrade its several domestic, foreign, and commercial 

SMEs' services to telecommunication networks and many 

other upcoming industries.  These IT implementations in 

developing countries can be regarded as an effort towards 

measuring up with international standards (Chander & 

Kishen, 2010). An additional important reason is the low 

costs derived in electronic services when compared to 

traditional services, all of which results in better services to 

the customer (Muniruddeen, 2007) 

Many SMEs transport their merchandise to 

different countries and thus, have contributed significantly 

towards the commercial advancement of their country 

(Etemad, Wilkinson & Dana, 2010). Unfortunately, due to 

many SMEs' underdeveloped brick and mortar 

environments, delayed customer service responses, and 

outdated IT tools and software that operate daily functions, 

many are financially trailing their counterparts drastically. 

  

1.1 Purpose of the study 

The intent of this study is to educate SMEs about the 

benefits of online order such as increasing their clientele 

base, improving their business' internal infrastructure, 

maintaining their equal or better identity in comparison to 

their larger counterparts, and to provide a platform aimed 

towards an international landscape. Lastly, the goal of this 

study is to encourage SMEs to accept online order as part 

of their IT delivery solutions. 

There is a need to research and recognize the 

significance of e-order in developing countries with respect 

to its utilization in SMEs in order to identify areas where 

the development is lagging behind and areas where new 

innovation can be placed. There is also an immediate need 

to determine elements which hinder online order adoption 

by SMEs, that could have an effect on a customer's 

perception or attitudes relating to the adoption of e-order.  

Unfortunately, SMEs in underdeveloped countries 

such as Malaysia are late adopters of the Internet and its 

applications with regard to online order.  

2.0 Materials and Methods 

The theoretical structure containing Unified Theory of 

Acceptance and Use of Technology (UTAUT) is based on 

the principle of an individual's acceptance of information 

technology in regards to electronic order as opposed to 

personal experience in a physical brick and mortar location. 

This concept is called the prospective existence of 

determinant elements which influences the deliberate 

behavior of individuals to accept the latest information 

technologies. To portray a basic conceptual model to 

measure behavioral intention of SMEs for the purpose of 

this study is graphically provided in Figure 1. It highlights 

the emphasis of study, which concentrates in investigating 

the connection between determinant factors and the 

behavioral objective to accept IT. 
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Figure 1. Conceptual framework of SME's intention to accept online order. The area marked by bolded lines represents the focus of this study. 

2.1 Unified theory of acceptance and use of 

technology (UTAUT) 

According to the authors, this model accounted for up to 

70 percent of the variance (modified R2) in usage intention 

and it is a clear-cut version that sums up a theoretical 

factor of perspective.  

Unified Theory of Acceptance and Use of 

Technology (UTAUT) has actually shown that one of its 

most crucial benefits is its generalizability. Because of the 

adaptability of this model, analysts have used it in different 

areas and carried out qualitative and quantitative. Unified 

Theory of Acceptance and Use of Technology (UTAUT) 

asserts five major factors (performance expectancy, effort 

expectancy, social influence, facilitating conditions and 

behavioral intention) that determine the intention towards 

using a new technology while promoting conditions and 

the behavioral objective towards using it as part of their 

daily usage. The relationships are shown in Figure 2. 

 

 

      

      

      

      

      

      

      

      

      

      

      

      

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

Figure 2. Unified theory of acceptance and use of technology (UTAUT). Adapted from UTAUT model by Venkatesh et al. (2003). 

 

 

 

2.2 Research trends in IT adoption 

The study of the adoption and diffusion of IT, as opposed 

to that of general innovation, began gaining popularity 

with researchers in the early 1980s (Hannan, 1984; Huff & 

Munro, 1985; Lientz & Chen, 1981; McFarlan, McKenney, 

& Pyburn, 1983). McFarlan et al. (1983) identified four 

stages of technology assimilation from a planning 

perspective. They are (a) identification and initial 

investment, (b) experimentation and learning, (c) control, 

and (d) widespread technology transfer.  

It is likewise significant to keep in mind that 

several studies outside the area of IS research have tried to 

examine these possible external aspects that could affect 

modern technology acceptance (Ambrose & Alder, 2000; 

Botan, 1996; Stanton, 2000a, 2000b). Undoubtedly, much 

technology-related study has been performed in the area of 

Existing Determinant Factors Behavioral Intention to accept 

Online Order 

Area of Research 

Behavior towards actual usage of 

Technology 

Performance 

Expectancy 

Effort Expectancy 

Social Influence 

Facilitating 

Conditions 

Behavioral 

Intention 

Behavioral 

Intention 

Gender Voluntariness of Use Age Experience 
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Industrial / Organizational Psychology that examines the 

impact of organizational and individual aspects on 

employee acceptance of modern technology (Alge, 2001; 

Stanton, 2000a, 2000b; Stanton & Barnes-Farrell, 1996).  

3.0 Research Design 

The research design involves the Unified Theory of 

Acceptance and Use of Technology (UTAUT) model 

survey questionnaire. This quantitative study will consist 

of Malaysian SMEs completing the self-administered 

online Unified Theory of Acceptance and Use of 

Technology (UTAUT) questionnaire survey.  

The unified model consists of constructs which 

are extracts from the above stated eight user acceptance 

models. The constructs are a subset of all significant 

elements from the models. These constructs are mostly in 

relation with predicting behavioral intention and usage of 

technology. Unified Theory of Acceptance and Use of 

Technology (UTAUT) has four main independent 

constructs and two dependent constructs: 

 

•    Performance Expectancy (IV) 

•   Effort Expectancy (IV) 

•    Social Influence (IV) 

•   Facilitating Conditions (IV) 

•   Behavioral Intention (DV) 

•  Usage Behavior (DV) 

 

These independent variables are considered the 

fundamental determinants of the dependent variables to 

predict the behavior in accepting information technology.  

3.1 Research approach  

The research methodology employed for this study is 

considered as non-experimental quantitative research. This 

facilitates collected the data from a sample population and, 

from the analysis conducted, inferred the attitudes and 

opinions for a larger population within the interests of the 

subject (Creswell, 2010).  

3.2 Variables 

The first type of variable called independent variables 

includes PE, EE, SI and FC. These variables are present in 

all hypotheses (H1 through H4). Within the Unified 

Theory of Acceptance and Use of Technology (UTAUT) 

model, Venkatesh et al. (2003) states that independent 

variables are considered as direct determinants of 

behavioral intention to measure acceptance of new 

technology. It can be further extended for this study and is 

also anticipated that these independent variables to be 

possible predictors of behavior intention to accept online 

order. The independent constructs are measured from the 

data collected via the questionnaire. Then, the responses 

from various participants were converted into loadings 

using SPSS factor analysis. 

The second type of variable is Behavioral 

Intention (BI), which is categorized as a dependent 

variable (DV). The DV is also addressed in the all 

hypothesis questions and will be measured using values 

from a seven-item attitude scale in the same manner as 

developed by Venkatesh et al. (2003). The purpose of this 

study is to examine factors that influence Malaysian SMEs' 

accepting of online order in their day-to-day activities. The 

following research question and hypotheses will guide this 

study. What are the factors that influence the acceptance of 

online order as perceived by Malaysian SMEs? 

3.3 Hypothesis 

H1A:  There is a significant relationship between the 

performance expectancy and behavioural 

intention to accept online order, as perceived by 

Malaysian SMEs. 

H10:  There is no significant relationship between the 

performance expectancy and behavioral intention 

to accept online order, as perceived by Malaysian 

SMEs. 

 

H2A:  There is a significant relationship between the 

effort expectancy and behavioral intention to 

accept online order, as perceived by Malaysian 

SMEs. 

H20:  There is no significant relationship between the 

effort expectancy and behavioral intention to 

accept online order, as perceived by Malaysian 

SMEs. 

 

H3A:  There is a significant relationship between the 

social influence and behavioral intention to accept 

online order, as perceived by Malaysian SMEs. 

H30:  There is no significant relationship between the 

social influence and behavioral intention to accept 

online order, as perceived by Malaysian SMEs. 

 

H4A:  There is a significant relationship between the 

facilitating conditions and behavioral intention to 

accept online order, as perceived by Malaysian 

SMEs. 

H40:  There is no significant relationship between the 

facilitating conditions and behavioral intention to 

accept online order, as perceived by Malaysian 

SMEs. 

 



IJCEM International Journal of Computational Engineering & Management, Vol. 18 Issue 4, July 2015 

ISSN (Online): 2230-7893 

www.IJCEM.org 

IJCEM 

www.ijcem.org 
 

4 

3.4 Sample 

The population for the study will be small and medium-

sized enterprises (SMEs) that are in Klang Valley, 

Malaysia. The reason for selecting SMEs in Malaysia is 

because they are considered by many as the backbone of 

Malaysia's economy, contributing to 45% of the entire 

nation's industrial output, 40% of Malaysia's exports, and 

provides employment to more than 60 million people 

(Riyadh & Bunker, 2008). This study adapted a simple 

random sample technique as all contacts collected from the 

sampling frame have an equal chance to be drawn and to 

occur in the sample. The sample frame for this study used 

the following criteria and eliminated the invalid data 

before drawing a sample of contact email IDs. In reference 

to sample size, this study had a goal to obtain valid 

responses from at least 136 participants who would 

complete the questionnaire in full. This sample size was 

determined by performing a sample power calculation. 

In terms of psychometric information, the survey 

was empirically validated for internal reliability using 

Cronbach's Alpha coefficient test. Coefficient values for 

most of the items under PE, EE, SE, and BI exceeded 

loading values of .920 during the estimation of the Unified 

Theory of Acceptance and Use of Technology (UTAUT) 

model. According to Vogt (2007), Cronbach's Alpha 

values of .700 or above are adequate for most studies (p. 

115). To enhance analysis and facilitate the classification 

of responses into meaningful categories, questions 

included those both substantive and relevant to the 

purposes of the study, and also pertinent to the general 

audience who would want to gain knowledge on the 

respective subject. 

The data analysis was performed by three types of 

statistical procedures in this study. They are descriptive 

statistics, measures of association, and inferential statistics. 

  In this study, the predictors were derived from 

similar variables used in the model proposed by the 

Unified Theory of Acceptance and Use of Technology 

(UTAUT) (Venkatesh et al., 2003). Multiple regressions 

was appropriate for this study as it makes possible having 

an understanding of how much better an outcome variable 

(BI) can be predicted when all predictors are known (Vogt, 

2007). After the data was validated for parametric studies, 

regression analysis was applied for all four hypotheses HAl 

thru HA4 for the purpose of analyzing the possible 

predicting capabilities of PE, EE, SI, and FC (predictor 

variables) over BI (outcome variable). Moreover, this 

approach made possible determining the impact of 

individual independent variables over the dependent 

variable using additional techniques such as hierarchical 

regression. 

4.0 Result and Discussion 

The sample for this study comprised 181 respondents out 

of a total 6,000 contacts. This represents a response rate of 

3.1%. Even with some differences, the sample shows a 

good distribution compared to the target population. The 

data collected is diversified as the responses collected are 

from 25 different business categories. Each of the steps 

performed the validation checks to derive the final set of 

valid responses for the study. 

The relationships among constructs were analyzed 

through structural equation modelling using the factor 

analysis in SPSS V22. Then it attempts to identify patterns 

of correlations for the set of observed variables. According 

to css.uu.nl (2006), factor analysis can also be used to 

validate hypotheses regarding causal mechanisms or to 

screen variables for subsequent analysis. 

4.1 Reliability analysis 

Field (2000) suggests that inter-correlation matrix should 

be created as the starting step for factor analysis. The 

output presented would contain the inter-correlations 

between each of the combination / pairs of studied 

variables. The dimensionality of this matrix can be reduced 

by "looking for variables that correlate highly with a group 

of other variables, but correlate very badly with variables 

outside of that group" (Field 2000, p.424). The variables 

with higher value representing stronger inter-correlations 

could well measure one underlying variable, which is 

called a "factor." The inter-correlation matrix generated for 

dependent variable behavioral intention (BI) is presented 

in Table 1. 

 
Table 1. Inter-item correlation matrix 

 BI1 BI2 BI3 BI4 BI5 BI6 BI7 

BI1 1.000 .786 .658 .695 -.409 -.291 -.514 
BI2 .786 1.000 .785 .718 -.436 -.387 -.579 
BI3 .658 .785 1.000 .717 -.478 -.421 -.630 
BI4 .695 .718 .717 1.000 -.511 -.438 -.700 
BI5 -.409 -.436 -.478 -.511 1.000 .785 .699 
BI6 -.291 -.387 -.421 -.438 .785 1.000 .664 
BI7 -.514 -.579 -.630 -.700 .699 .664 1.000 

 
 

Table 2. Loading for each item for assessment of reliability analysis. 

Item Description / Question 
 

Loading 

 Performance Expectancy (PE)  

PE1 I find online order useful in my business. .887 
PE2 Using online order enables me to accomplish tasks 

more quickly. 
.918 

PE3 Using online order increases my productivity. .872 
PE4 Using online order increases chances of getting more 

business / clients. 
 

.605 
 

 Effort Expectancy (EE)  
EE1 My interaction with online order is clear and 

understandable. 
.710 

EE2 It is easy for me to become skilful at using online .813 
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order. 
EE3 I find online order easy to use. .859 

EE4 Learning to operate new features on online order is 
easy for me. 

.853 

EE5 Using online order is a good idea for any business. .754 
EE6 Online order helps in growing business revenue. .352 
EE7 Transaction with online order is fun. 

 
.454 

 Social Influence (SI)   
SI1 
 

People who influence my behaviour think that I 
should use( / continue to use) online order                                           

 
.916 

SI2 
 

People who are important to me think that I should 
use ( / continue to use)  online order.                                                                         

.913 
 

SI3 SME’s customer service has been helpful in the use of 
online order.  

.841 

SI4 In general, the online order system provides all the 
features to support my business transactions. 
 

.806 

   Facilitating Conditions (FC)  
FC1 I have the resources (Internet with reliable speed, 

better performing computer, electricity etc.) 
necessary to use online order.       

.586 

FC2 I have the knowledge necessary to use online order. .825 
FC3 
 

Online order is not compatible with other systems / 
application I use (for example: Financial applications 
not integrated with online order)   

.966 
 

FC4 
 

A specific person (or group) is available for assistance 
with online order difficulties. 
 

.846 
 

FC5 
 

A specific person (or group) from my company is 
available for assistance with online order difficulties.
        

.625 
 

FC6 I can complete a job or task using online order, if 
there is no one around to tell me what to do as I go.
         

.771 
 

FC7 I can complete a job or task using online order, if I can 
call someone for help if I get stuck.         

.776  
 

FC8 What percentage of your order needs will be done 
using online order. 

.727 

FC9 I use online order for  
FC1
0   
 

I can complete a job or task using online order, if I 
have just the built-in help facility for assistance. 
 

.717 

 Behavioral Intention to Use the System (BI)  
BI1 I feel apprehensive about using online order due to 

data security concerns. 
.797 
 

BI2 It scares me to think that I could lose a lot of 
information using online order by hitting the wrong 
key. 

.853 
 

BI3 I hesitate to use online order for fear of making 
mistakes I cannot correct. 

.778 

BI4 Online order is somewhat intimidating to me. .777       

BI5 I intend to use online order for my new clients and 
new 
business.        

.855 
 

BI6 I predict many other businesses will start using online 
order in near future. 

.872 

BI7 I like doing transaction with online order over SME 
visit.     

.785 

 

The model can be evaluated with individual item 

reliability, convergent validity of the measures related to 

constructs, and discriminant validity. In factor analysis, 

individual item reliability is evaluated with the loadings of 

the communalities for each of the constructs. The rule of 

thumb accepts items with loadings of .700 or more. In 

these contexts, items with loadings of less than .400 

or .500 should be dropped (Hulland, 1999). Table 2 shows 

that three item's loadings are below .500 (EE6, EE7, and 

FC9). One can also eliminate items BI5, BI6 and BI7 

based on the negative values generated in Table 1 to derive 

a more significant relationship and have reliability of 

Cronbach's value greater than .700. These items were 

dropped in order to improve the reliability in the scales 

used in this study. Final loadings, after eliminating items 

with low loadings along with Cronbach's alpha, are shown 

in Table 3. All of them, except three, have loadings 

above .700. 

 
Table 3. Cronbacb's alpha, for assessment of convergent validity 

Item Loading Cronbach’s 
 

Performance Expectancy 
PE1 .887 .921 
PE2 .918  
PE3 .872  
PE4 .605 

 
 

Effort Expectancy 
EE1 .710 .945 
EE2 .813  
EE3 .859  
EE4 .853  
EE5 .754 

 
 

Social 
Influence 

  

SI1 .916 .770 
SI2 .913  
SI3 .841 

 
 

Facilitating Conditions 
FC1 .586 .859 
FC2 .825  
FC3 .966  
FC4 .846  
FC5 .625  
FC6 .771  
FC7 .776  
FC8 .727  
FC10 .717 

 
 

Behavioral Intention 
BI1 .797 .913 
BI2 .853  
BI3 .778  
BI4 .777  

4.2 Multiple regression assumptions 

In this study, the use of multiple regression analysis 

explores the predictive ability of a set of independent 

variables (PE, EE, SC, FC) on dependent variables (BI) 
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and studies moderating effects (age, gender, establishment 

year, and education). A starting point in testing various 

assumptions for multiple regression is the necessary 

variables used in the model. It is recommended that 

independent variables must be continuous or categorical, 

and the dependent variable must be always continuous.  

Multi-collinearity is another important assumption 

that means no exact linear relationship exists between any 

two independent variables. To test for the presence of 

multi-collinearity, the study used the correlation matrix 

generated by correlating all variables against each other. 

When inspecting the correlation matrix, a perfect 

correlation did not exist between any two independent 

variables as the maximum correlation was .243 between 

social influence and effort expectancy. 

4.3 Replicating the unified theory of acceptance and 

use of technology (UTAUT) model 

In this study, the model was tested through regression 

analysis. The analysis indicated significant results for all 

four variables (PE, EE, SI, and FC) and an R value 

between each of the variable against BI as a dependent 

variable was computed. It was found that R2 between PE 

and BI was .321 with standard error of the estimate 

only .0604. The rest of the parameter estimates in the 

structural model and the standard coefficients are shown in 

Table 4. Since there are no indirect effects in this model, 

the parameters shown in this table are equivalents to the 

total effects in behavioral intention. 

 
Table 4. Unified theory of acceptance and use of technology (UTAUT) 

coefficientsa for all constructs 

Model 

Unstandardized 
Coefficients 

Standardized 
Coefficients 

t Sig. 

B 
Std. 
Error 

Beta 

(Constant) -.722 .899  -.803 .423 
PE .140 .144 .566 .972 .434 
EE -.112 .358 -.217 -.314 .783 
SI .478 .317 .730 1.509 .270 
FC -.036 .157 -.163 -.233 .837 
Size of your 
company? 

-.340 
 

.202 
 

-.099 
 

-1.683 
 

.095 
 

Age .262 .144 .131 1.821 .071 
Bus 
Establish 
year 

.247 .121 .147 2.046 .043 

Education .257 .106 .161 2.418 .017 

Note. a. Dependent Variable: BI 

 

Behavioral intention (based on this model) could 

be predicted by using the following equation, which 

included performance expectancy, effort expectancy and 

social influence. The coefficients used in the equation are 

the unstandardized coefficients for each term in the 

equation shown in Table 4.  

After the analysis, shows significant relationships 

in two out of three paths, at least at a .100 significant level. 

R-square value for the endogenous variable (Behavioral 

Intention) is 50%. This value is very similar to the 48% in 

the original model used by Venkatesh et al. (2003). 

5.0 DISCUSSIONS AND CONCLUSIONS 

5.1 Research question and hypotheses 

Based on the observations made from the data analysis, 

Table 5 has been created to identify if each of the 

individual hypotheses support this study. From Hypothesis 

1, the relation between PE and BI is strong as the R2 value 

is .321 and significant at .050. This signifies that the 

questions on performance expectancy do have positive 

impact on behavioral intention. Each of the performance 

expectancy questions is inversely proportional to 

behavioral intention, so PE influences negatively on 

behavioral intention.  

Discussion on the impact of effort expectancy and 

social influence has been skipped as the null Hypothesis 3 

and null Hypothesis 4 were not rejected; thus they are not 

supported for this study. Based on Pearson correlation 

values, it is evident that each of the facilitating condition 

questions is inversely correlated to each of the behavioral 

intention questions.  

However, not all of the combinations for the 

correlations between FC and BI are significant at p < .001. 

The exceptions are all the combinations with FC1, FC2 

and FC3 are with p > .001. Thus, further data analysis for 

this factor has been divided into two parts. Part 1 for FC1, 

FC2 and FC3, and Part 2 for FC4, FC5, FC6, FC7, FC8, 

and FC10. Based on the R2 value of 18.1% and being 

significant at p < .050, it can be said that FC for FCI, FC2 

and FC3 can be used to predict the BI for this study. The 

questions FC4, FC5, FC6, FC7, FC8 and FC10 cannot be 

used to predict the BI as p > .050. It can be said that FC 

can partially influence the behavioral intention and the 

correlation is negative. 

 
Table 5. Findings of replication of unified theory of acceptance and use 

of technology (UTAUT) with Behavioral Intention as dependent variable 

Predictor Hypothesis # Result 

Performance expectancy H1A Supported 
Effort expectancy H2A Not supported 
Social influence H3A Not supported 
Facilitating conditions H4A Partially supported 

 

5.2 Conclusions 

Most small and medium businesses today realize the 

necessity of implementing some form of information 
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technology in order to accomplish their company's 

objectives and increase sales revenue. In fact, the usage of 

technology is more than an option but has become a 

requirement to deal with the ever-increasing amounts of 

data, to operate more efficiently with their customers, and 

to maintain competitive relevancy by simply maintaining 

an Internet presence. This study also tried to understand 

the reasons based on the effect of education, age, company 

established year, and size of the company. Based on the 

data collected in this study, it appears that many businesses 

want to use the latest technology, however, because of 

issues like security threats and data losses, the growth and 

rate of online order adoption is slower than expected 

(Kelley, 2008). 

 

5.3 Contribution of study 

Core strength of this study is the use of the Unified Theory 

of Acceptance and Use of Technology (UTAUT) model as 

the underlying theoretical model. The Unified Theory of 

Acceptance and Use of Technology (UTAUT) contains a 

validated research instrument with proven psychometric 

properties as it has been used in over 400 studies related to 

technology adoption in various concepts and various 

subjects of the population, such as both the individual and 

firm level (William et al., 2011). In addition, the model 

uses multiple measures for each of its core variables. This 

makes possible the use of Likert-scales in parametric 

analysis, therefore providing more details with respect to 

statistics findings. 

5.4 Recommendations for future research 

Future research will be necessary to validate the 

relationship between effort expectancy and behavioral 

intention, and to adopt and understand the impact of social 

influence on behavioral intention. Questions could be 

addressed to the sample, the model, or to the scales used to 

measure one or both of these variables. This opens 

possibilities for future research. The data collected for 

moderating variables can be used to identify the individual 

impact on each of the constructs, as this study combined 

the effect of all the moderating variables on the constructs. 

Another recommendation for further research is to 

identify additional variables which might be more 

significant in understanding the IT adoption in SMEs. The 

reason for this recommendation is SI and EE variables are 

found to be not supported in correlation analysis as p 

< .050. The future study can be extended to large 

businesses and corporations. Thus, the focus can be on the 

behavior of employees instead of business owners.  There 

could also be organization policies that might play a major 

role in understanding the IT usage and online order activity. 

The effects of the IT usage characteristics on overall 

business operations and strategic direction would be of 

interest as well for future researches. 
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